SOUTH COAST BRITISH COLUMBIA TRANSPORTATION AUTHORITY
2011 STATUTORY ANNUAL REPORT
The South Coast British Columbia Transportation Authority (TransLink) is required to provide an annual report and
audited financial statements to the Mayors’ Council on Regional Transportation and the Regional Transportation
Commissioner by March 31st. This report fulfills the reporting obligation to provide:
A. A summary of operations during the year with comparison to the strategic transportation plan and the annual
transportation plan;
B. The audited financial statements for the year;
C. A summary of the nature of complaints received in the year and actions taken in response to those
complaints;

D. A summary of the results of the customer satisfaction survey process;
E . Amendments to the articles of the authority; and
F.

The date, type and outcome of meetings of TransLink’s board of directors held during the year.

This report should be read in conjunction with the 2011 Annual Report, in order to get a full understanding of
the organization and its financial and operational performance. The 2011 Annual Report will be presented at the
May 30, 2012 Annual General Meeting and will be available on the company website.
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EXECUTIVE SUMMARY
Under legislation TransLink is required to prepare an annual report that includes a summary of operations for the
year compared to the organization’s strategic transportation plan. This 2011 Statutory Annual Report meets that
requirement, and includes other reporting obligations such as audited financial statements, complaints and
customer satisfaction summaries. This report should be read in conjunction with the 2011 Annual Report, to obtain
a full understanding of the organization and the strategic platform that drives its financial and operational
performance. The 2011 Annual Report will be presented at the May 30, 2012 Annual General Meeting.
TransLink’s 2011 Base Plan and Outlook (titled “Funding Stabilization Update”) constitutes the strategic plan as
defined by legislation. The 2011 Base Plan and Outlook summarized the funding situation for TransLink; 2011
funding supported existing service levels and programs, but did not provide additional funding for expansion. The
following summary of 2011 accomplishments is organized around the five strategic goals approved by the Board in
March 2010.
Addressing Customer Needs
TransLink continues to strive towards making the public transportation experience enjoyable, economical and
effective for its customers. In 2011, customers gave TransLink the same overall performance level rating achieved
in 2010, which was the highest rating ever achieved by the enterprise. The 2011 Plan maintained overall transit
hours and TransLink-owned infrastructure. TransLink kept to the Plan with only slight changes in service hours to
accommodate the Stanley Cup playoffs and for service optimization initiatives that improved asset utilization on
high-demand routes and times. A few of the customer-focused improvements launched in 2011 were the
TravelSmart site, the U-Pass BC Program, and Real Time Transit Information (RTTI), which allows customers with
web-enabled smart-phones to see when the next bus is scheduled to arrive at a stop. As well, TransLink completed
several stages of development and design for the Compass card, which is on schedule to start in 2013. Over 2011,
TransLink improved how customers can connect with TransLink and its partners through social media channels
such as Twitter, Facebook and the Buzzer Blog. Despite the growing number of ways for the general public to
communicate with TransLink about their concerns, TransLink still maintained its high standards of closing 90 per
cent of customer complaints within 14 business days. In 2012, TransLink looks forward to more opportunities to
interact with the general public and create an even more enjoyable transit experience for its customers.
Financial Objectives
In 2011, TransLink focused on achieving cost savings and improved revenues while growing ridership and exploring
sustainable funding strategies. During 2011, TransLink continued to work with the Mayors’ Council and Province of
B.C. to find sustainable sources of revenue; this led to the approval of the “Moving Forward” 2012 Supplemental
Plan in October 2011. The “Moving Forward” plan expands funding in the near term and commits the partners to
working together in the long term. In June, TransLink issued a $200 million 30-year bond with an effective yield of
4.7 per cent. Three existing debt issues with the Municipal Financing Authority (MFA) were also renewed in 2011.
Stakeholder Concerns
Stakeholder support is critical to TransLink’s efforts to secure sustainable funding that will support the region’s
short- and long-term goals. The “Moving Forward” Supplemental Plan enabled all three levels of government
(federal, provincial and municipal) to move forward on the Evergreen Line commitment and allowed TransLink the
opportunity to develop its reputation as forward thinking, trustworthy and resourceful. Furthermore, TransLink
worked with the Province and several municipalities on a number of Goods Movement initiatives in the Lower
Mainland, such as the Dangerous Goods Route designation. TransLink is dedicated to communicating with
surrounding communities to inform, educate and consult with the public about the transportation network.
Initiatives such as the TravelSmart program and holding public forums provide citizens of the region an opportunity
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to engage on the subject of sustainable transportation in the Lower Mainland, and the role it plays in making the
region more livable.
Internal Effectiveness
TransLink continues to improve its internal policies and processes. Operating initiatives to reduce costs in 2011
included expansion of the anti-idling program, Power Smart initiatives to reduce utility costs, service optimization
initiatives and improved maintenance programs. Continuing the organizational changes that began in 2010,
TransLink centralized the planning and management of enterprise information technology and some human
resources functions, and the Rail Division further aligned its organizational structure to improve its effectiveness.
Key investments in information systems included work on the Compass card project, introduction of electronic
workflow, an enterprise budgeting and planning system to replace the MS Excel-based process, and an employee
timekeeping and scheduling system to enable better use of resources. TransLink strives to develop strategic
infrastructure that streamlines productivity and facilitates efficient and effective problem solving.
Real estate strategies were developed and approved by the Board in order to better facilitate real estate
management, sales and purchases. TransLink also implemented the Enterprise Risk Registry which identifies risks
and risk-mitigating strategies to the organization and monitors the program to ensure the desired outcome.
Investing in our People
2011 marked the second year of progress toward streamlining TransLink’s internal systems and services and
offering enterprise-wide initiatives. In 2010, the organization established an enterprise-wide Vision, Mission and
Values and, in 2011, TransLink reinforced its commitment to employees with enterprise-wide employee wellness
initiatives and training sessions throughout the year. An enterprise-wide succession plan framework was also
developed and phase 1 completed.
With the focus on exceptional performance and resourcefulness, TransLink will be in position to maximize its
investments in people, programs and services where funding is available. Looking forward to 2012, TransLink is
committed to expanding infrastructure, with projects such as the Evergreen Line, increasing transit services, and
continuing to fund improvements through TransLink’s Major Road Network Capital Program to support livable
communities. As well, TransLink will continue to monitor and improve its internal processes to ensure service
delivery is effective and efficient.
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A. Operations Summary
1

Transportation Services Provided

The table below provides a summary of services provided, services consumed and operating cost metrics for 2011
compared to the 2011 10-Year Funding Stabilization Update.

2011 Actual

Scheduled Transit Service
Service hours (thousands)
Revenue passengers (thousands)
Boarded passengers (thousands)
Operating cost per total vehicle kilometer
Operating cost recovery
Average fare per revenue passenger
Access Transit Service
Service hours (thousands)
Revenue passengers (thousands)
Boarded passengers (thousands)
Operating cost per service hour
Operating cost per revenue passenger

2011 10-Year
Fav./(Unfav.)
Funding
Over Plan
Stabilization
Update

% Change

6,310
231,873

6,294
212,455

16
19,418

354,693
$5.60
52.6%
$1.86

356,328
$5.96
49.8%
$2.00

(1,635)
$0.36
2.8%
($0.14)

(0.5%)
6.0%
5.6%
(7.0%)

603
1,396
1,526
$77.22
$33.35

613
1,627
1,627
$79.17
$29.09

(10)
(231)
(101)
$1.95
($4.26)

(1.6%)
(14.2%)
(6.2%)
2.5%
(14.6%)

0.3%
9.1%

Observations on Scheduled Transit Service
•

•

•
•
•

Actual service hours were higher than the funding stabilization update by 16,000 (0.3 per cent). This is the
result of a 25 minute extension to peak service on weekdays, and an increase in late evening service on Fridays
and Saturdays for Expo/Millennium line totaling 37,000 hours, offset by decreases to Conventional Bus of
15,000 hours and Community shuttle of 3,000, both relating to the service optimization initiative which is
ongoing and impacts each new service schedule throughout the year differently. The West Coast Express
TrainBus service was adjusted in June 2011, eliminating weekend service and reducing weekday service,
resulting in 3,000 fewer hours than planned.
Actual revenue passengers were 19 million over plan. The increase in revenue passengers for 2011 reflects
adjustments made to the ridership model, most notably to transfer rates, and another contributing factor to
increased ridership was high fuel prices in 2011 (on average the price at the pump was 15 per cent higher in
2011 than in 2010).
Operating cost per total vehicle kilometer is better than plan by $0.36 (6.0 per cent). The favourable variance
reflects lower fuel costs, lower overtime costs and continued cost containment strategies.
The operating cost recovery is 2.8 per cent favourable to plan. This indicates that revenues are increasing and
although costs are also increasing, they are doing so at a lower percentage rate than revenues.
The average fare per revenue passenger is $0.14 (7.0 per cent) lower than the plan. The measure has declined
during 2011 as more riders shift to discounted fare media products. Results show that cash fares in 2011
declined to 25.3 per cent of total fares, a drop of 0.9 per cent from 2010. More customers are purchasing
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prepaid fares, thereby reducing the average fare. The increase in revenue passengers due to the conversion to
U-Pass riders also contributed to the lower volume.
Observations on Access Transit Service
•

•
•
•

The Plan called for 613,000 service hours. In 2010, demand was tracking below the 598,000 service hours
budgeted, therefore, in the fall of 2010 during the budget process the service hours were capped at 598,000.
Actual demand in 2011 was 4,800 hours above the budgeted 598,000. The additional unbudgeted hours were
provided by the contractor to ensure trip requests were met at no cost to TransLink.
Both revenue and boarded passengers were below plan as the service hours provided were lower than
planned and the demand has not grown as fast as was anticipated. With HandyDART being a demand-based
service it is difficult to actively predict the demand for this service.
Operating cost per service hour is favourable to plan as the HandyDART service provider delivered 5,000 hours
above their funded level of 598,000. This was done without payment for the additional 5,000 hours, thereby
reducing the cost per hour. A more favorable fixed cost was also negotiated with the provider for 2011.
The unfavourable operating cost per revenue passengers is a result of lower than planned revenue passengers
slightly mitigated by lower costs.
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2011 Transportation and Financial Plan Status Report
2.1 2011 Base Plan and Outlook

Background and Context
Page #
Item(s) Noted
4
TransLink remains dedicated to the longterm planning vision of Transport 2040,
starting with implementation of existing
investment commitments and priorities,
and working towards the expansion of
service to meet future demand in context
with the region’s growth and strategy.

Comments
The advancement and subsequent approval of the
2012 Moving Forward Plan is consistent with this
strategy. The Plan was developed to deliver on
existing commitments and near-term demands that
had business cases that supported TransLink’s 2040
goals.

4

While current funding levels are sufficient
to maintain the existing transit system,
TransLink is committed to finding solutions
to upgrade and expand transit and
strengthen funding for roads, bridges, and
cycling infrastructure.

During 2011, the Funding Stabilization Plan resulted
in a reduction of 50 per cent to capital contributions
for municipal projects on the Major Road Network
(MRN) starting in 2011. The contributions were
reduced to $10 million from $20 million for minor
capital upgrades to the MRN. The cycling
infrastructure funding was also reduced by 50 per
cent to $3 million for capital sharing with
municipalities. The approval of the 2012
Supplemental restores funding to their previous
levels beginning in 2012.

4

TransLink is currently working actively with
the Mayors’ Council and the Provincial
Government to find a way to secure
TransLink’s share of the funding of the
Evergreen Line.

In October 2011, the Mayors’ Council approved the
2012 Supplemental Plan and Outlook, titled “Moving
Forward:
Improving
Metro
Vancouver’s
Transportation Network”, paving the way for the
implementation of the Evergreen Line.

6

TransLink remains dedicated to the task of
delivering the appropriate measures
necessary to achieve the region’s
transportation and land use vision,
including the implementation of existing
investment commitments and priorities.

The approval of the 2012 “Moving Forward”
Supplemental Plan by the Mayors’ Council on
th
October 7 , 2011 provided funding for the
Evergreen Line, following through on a previous
commitment to advance this regional and provincial
priority.
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Page #
9

Item(s) Noted
TransLink’s Sustainability Policy (2009)
commits the organization to making
sustainability a key factor in its strategies,
plans, business practices, decisions and
operations.

Comments
TransLink continues to progress in the
implementation of its Sustainability Policy. In 2011,
the organization adopted an infrastructure policy
with Transit Passenger Facility Design Guidelines to
ensure that sustainability features are included in all
stages of the life of infrastructure projects; a
Sustainable Purchasing Policy was also adopted in
2011; a Sustainable Decision-making tool was
adopted by executive and is being tested on two
major capital projects in 2012. The Board
Governance Manual was updated to codify reporting
structures and oversight for Corporate Sustainability
and Environmental Management. Work was begun
on a sustainability management framework to
further embed sustainability across the enterprise
and create a mechanism for delivery of sustainability
commitments.

9

TransLink will continue to work closely with
Metro Vancouver and its partners as they
finalize an updated growth management
vision for Metro Vancouver and to help
ensure the region pursues a coordinated
approach to land use and transportation
planning.

The new Regional Growth Strategy (RGS) was
adopted by the Metro Vancouver Board on July 29,
2011. TransLink worked collaboratively with Metro
on the RGS development. The RGS includes actions
requested of TransLink which TransLink is beginning
to incorporate into annual business planning.

9-10

TransLink has committed to supporting
both the region’s Air Quality Management
Plan
(AQMP)
and
the
Provincial
Government’s targets for reducing GHG
emissions in the province by 33 per cent by
2020 and by 80 per cent by 2050 compared
to 2007 levels.

TransLink administers the AirCare program which
certifies motor vehicles for compliance with exhaust
emission standards, and Travel Smart which is a suite
of programs and information designed to promote
travel behaviour change by increasing awareness of
travel options and trip reduction initiatives. With the
investments outlined in the 2012 Supplemental Plan,
regional Greenhouse Gas (GHG) emissions from
roadway and passenger transportation are forecast
to decline by 2 per cent between 2011 and 2014. The
update to the Regional Transportation Strategy will
outline a regional transit strategy. Providing
additional transit service in the future is a key
strategy for reducing Vehicle Kilometre Traveled
(VKT) and reducing GHG emissions in pursuit of
Provincial Government targets.
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Page #
10

Item(s) Noted
The TransLink planning process includes
regular and ongoing consultations and
collaboration with municipalities, Metro
Vancouver,
the
BC
Ministry
of
Transportation
and
Infrastructure,
Transport Canada and other partner
agencies.

Transportation Plan
12-13
TransLink will prepare to make early
investments that encourage development
of communities designed for transit,
walking and cycling through planning for
rapid transit and local area transit services,
cycling investments, coordination of land
use and transportation, and Transportation
Demand Management (TDM) programming.

13

The organization will pursue opportunities
to optimize the use of the region’s
transportation assets through initiatives
such as efforts in optimizing transit services,
Major Road Network (MRN) Sub-Regional
Reviews and strategies aimed at efficient
goods movement.

March 2012

Comments
TransLink coordinates with a multitude of
stakeholders on a variety of different initiatives,
including, through the Major Roads Technical
Advisory Committee, area transit plans and regional
studies. TransLink also formally consults with the
Metro Vancouver on the annual development of
Base Plans and Supplemental Plans and works
through its Technical Advisory Committee on
Regional Growth Strategy issues and major TransLink
planning initiatives. TransLink also partners with
municipalities on major infrastructure studies.
TransLink convenes a Stakeholder Roundtable that
includes agency, industry and Non-Government
Organization participants.

TransLink has prepared Transit Passenger Facilities
Guidelines, and is developing Transit Oriented
Communities Guidelines and land use and built
environment guidelines, all of which provide
guidance to municipalities on the urban
development and built from factors that support
integration with transit facilities and investment in
new services. A performance based investment
policy is under development and is expected to be
complete in mid-2012, which will provide further
guidance on aligning transport and land use
priorities and investment.
Between September 2010 and September 2011,
170,000 annual transit service hours (3.4 per cent of
the system total) was reallocated to high performing
services from low customer impact adjustments:
adjustments to service frequency and conversions
between vehicle types. CMBC also achieved
efficiencies through improved service scheduling and
interlining which had no impact on customers.
During 2011, TransLink continued to work on the
MRN Sub Regional reviews and develop options for
future MRN funding. TransLink also completed a
business case study of the proposed Murray-Clarke
Connector for the City of Port Moody. Subsequently,
TransLink contributed funding to a visioning exercise
to study the long term options for the corridor in
light of the study findings. TransLink completed a Bus
Lane Network Expansion Feasibility Study, and
initiated studies on transit priority for the 2012 King
George Boulevard B-Line, safety on the MRN, and
transit signal priority in general.
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TransLink also initiated the development of Goods
Movement Strategy under the umbrella of the
Transport 2040 update. On an ongoing basis,
TransLink has liaised with public and private
developers (i.e. The Gateway development at
Marine-Cambie Station, Plaza 88 in New
Westminster, and UBC Land Trust) to design and
implement transit facilities at transit oriented
developments throughout Metro Vancouver.
Page #
13

Item(s) Noted
TransLink will identify a strategy for
diversifying revenue sources, and pursuing
new and innovative ways to fund
transportation.

Comments
TransLink has been supporting discussions between
the Mayors’ Council and Province on sustainable
funding since late 2010. This has included numerous
studies, workshops and briefings that helped lead to
expanded funding in October 2011 and committed
the partners to work through 2012 to develop a long
term strategy. TransLink staff is collaborating with
the Province on technical evaluation work.

13

The organization review which began in
2008 is ongoing, and the rollout of
improvement measures will continue under
the 2011 Base Plan.

The organizational review that is nearing completion
will realign resources as necessary to enable
TransLink to more effectively execute its mandate.
Further organizational changes occurred in 2011
where business technology and some human
resource functions were centralized at TransLink.
These changes improve the efficiencies of delivering
the services of two business areas to the enterprise.

13-14

TransLink is undertaking an initiative to
optimize current levels of transit resources
in order to meet the needs of customers,
communities and TransLink’s financial
objectives. Consultation on this initiative is
expected to begin by fall 2010.

Projects were selected and 170,000 annual service
hours (3.4 per cent of the system total) were
reallocated to high performing services from low
performing ones between September 2010 and
September 2011. Most projects had low customer
impact adjustments: adjustments to service
frequency and conversions between vehicle types.
CMBC also achieved efficiencies through improved
service scheduling and interlining, which had no
impact on customers.
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Smartcard and Faregate Project
Page #
Item(s) Noted
14
TransLink will introduce a new smart card
fare collection system utilizing an electronic
farecard ticketing technology across all
modes of public transit system in early
2013.

March 2012

Comments
Work on the Compass Card and Faregates, including
civil construction to prepare for the installation of
faregates and related equipment, proceeded
according to schedule in 2011. Station designs were
completed and construction contracts were set for
the 7 packages of work. By the end of 2011, work
had commenced on more than 50 per cent of the rail
transit stations, and TransLink is on track to meet its
commitment in 2012 to make 8 stations available to
the system contactor in order to begin its installation
of equipment. In addition, the bus prewire part of
the project was also commenced in 2011, with
scheduled completion in March 2012.
On the system side, preliminary design review was
completed in the spring of 2011, with final design
achievement by late 2011. Internal TransLink staff
members from across the enterprise have been
engaged in the system design and in the finalization
of the system business rules and configuration
parameters. In 2012, faregates and related
equipment will be installed across the system and a
pilot test will commence in the fall. The full system
will be deployed in 2013.

14

Faregates will be installed at Expo,
Millennium, Canada Line stations and
SeaBus terminals.

TransLink is continuing with the plan to install
faregates at the Expo, Millennium, Canada Line
stations and SeaBus terminals.

14

TransLink will modify rapid transit stations
in preparation for the installation of new
equipment.

Construction to prepare the stations for the
installation of gating and relating equipment began
in 2011 and will continue through 2012.
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Page #
Item(s) Noted
14
TransLink will initiate a regional rapid transit
plan including: (1) updating the long-term
needs and vision for rapid transit in the
region; (2) the corridors, general timing and
criteria for advancement or prioritization,
and (3) bus integration requirements.
14-15
Previous TransLink plans identified the UBC
Line and Surrey Rapid transit lines as
regional priorities. An early deliverable from
the rapid transit system process will be to
confirm this and determine the scope,
phasing
and
timing
for
their
implementation.

March 2012

Comments
A regional plan for future rapid transit investment
will be identified as part of the update to TransLink’s
long range strategy which was initiated in 2011 and
will be further advanced in 2012.

Identification of a preferred alternative for rapid
transit in Surrey and for the UBC Line requires a
regional dialogue to ensure that decisions about
rapid transit are made in the context of other
regional investment needs. The update to the long
range transportation strategy will provide a regional
planning context for decisions about rapid transit
investment in Surrey and for the UBC Line. The
development of this strategy commenced in 2011
and is expected to conclude in late 2013.

15

TransLink is working jointly with the
Minister
of
Transportation
and
Infrastructure in undertaking two corridorlevel studies: the UBC Line Rapid Transit
Study and the Surrey Rapid Transit Study.
These studies will identify and evaluate a
wide range of technology and alignment
options to arrive at a preferred alternative.

The UBC Line and Surrey Rapid Transit Studies are
nearing completion and the final results will be
brought forward to the public in early 2012, which
will identify the viable alternatives that address the
transportation problems identified for the corridors
and the trade-offs between the alternatives.

15

They will involve extensive consultation
with project partners, stakeholders and the
public to ensure that the preferred
alternatives consider the full range of
benefits and impacts.

There was continued stakeholder and public
engagement on the rapid transit studies in 2011.
TransLink continues to work closely with the study
partners on the analysis and evaluation of the study
findings. In early to mid 2011, both UBC and Surrey
Studies held consultation sessions both in person
and online that involved both stakeholders and the
public at large. These sessions allowed for input on
the preliminary design assumptions and the
evaluation of the alternatives. Further public
engagement is planned for Spring 2012.

15

In 2011, TransLink plans to identify a
preferred alternative for the UBC Line and
Surrey Rapid Transit Study, and define the
scope of further work.

The preferred alternative for Surrey and UBC Line
will be identified in a regional context through the
update to the long range transportation strategy.
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Page #
15

Item(s) Noted
Under the 2011 Base Plan, TransLink will
identify and plan for upgrades to the Expo
Line to ensure that it meets accessibility
and capacity needs.

Comments
In 2011, TransLink completed an upgrade strategy
for the Expo Line and Business Case. This strategy
identifies a program of investments in fleet, stations
and supporting systems to expand the capacity of
the line to meet growing demand, improve
accessibility and better integrate stations with other
modes and the communities they serve. In 2012,
under the Base Plan, planning and conceptual design
will be advanced for high priority station upgrades in
anticipation of future funding for implementation.

15

Under the Plan, TransLink will work with the
SFU Community Trust to further develop
their concept for a high frequency and high
capacity gondola service between the
Millennium Line and Burnaby Mountain.

TransLink completed a business case for the gondola
in October 2011. The gondola project would
generate quantified benefits 3.6 times its cost, given
the construction of the Evergreen Line and 7,100
tonnes in reduced GHG emissions and reductions in
other air contaminants. The business case found that
the project has considerable merit and should be
considered for inclusion in future transportation
plans.
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Page #
Item(s) Noted
15
TransLink is updating and expanding the
Transit Service Guidelines to provide an
outcomes-based
decision
makingframework for transit service investments.

Integration of Land Use and Transportation Planning
Page #
Item(s) Noted
15
TransLink plans to bring together a number
of initiatives under one explicit policy
framework aimed at encouraging better
coordination between transport and land
use planning.

Area Transit Plans (ATP)
Page #
Item(s) Noted
16
TransLink is currently working on a new ATP
for the North Shore sub-region and will be
initiating ATP’s for the Richmond and
Northeast Sector sub-areas between 2011
and 2013.

March 2012

Comments
Conceptual work was completed in 2011. Transit
Services Guidelines (TSG) are a sub-set of the
regional transit strategy (part of RTS) and the project
has been aligned to be revised in coordination with
the RTS development.

Comments
Key components of a transit-oriented communities’
framework are under development, including
Transit-Oriented Communities Guidelines and land
use and built environment guidelines, which are
expected to be finalized in the first half of 2012.
Work on a framework policy or strategy is expected
to be initiated in late 2012.

Comments
Northeast Sector Area Transit Plans (NSATP) will be
completed in June 2012. Richmond Area Transit Plan
is set to begin Fall 2012.

Major Road Network (MRN) Sub-regional Reviews
Page #
16

Item(s) Noted
TransLink is proceeding with a proactive
MRN review in partnership with Metro
Vancouver municipalities at the subregional level, to be completed by the end
of 2011.

Comments
The sub-regional MRN review consultation with
municipalities and data collection was completed in
2011. The final draft for the 2011 review will be
available early 2012.

Page 14 of 79

South Coast British Columbia Transportation Authority—2011 Statutory Annual Report

March 2012

Goods Movement
Page #
16

Item(s) Noted
TransLink will work with municipalities to
designate a Dangerous Goods Route
Network on the MRN.

Comments
After consultation and input from municipalities,
TransLink introduced a recommended Dangerous
Good Route designation on the MRN in 2011. It is
anticipated that municipalities will approve the
proposed designation in 2012.

16

Exploring in partnership with municipalities
and other stakeholders, opportunities to
streamline regional regulatory, permitting
and enforcement requirements.

TransLink, in consultation with industry stakeholders
and municipalities, completed a Streamlining
Opportunities for Permitting, Enforcement, and
Regulation of Regional Truck Movements study in
2010.

16

Working with the Ministry of Transportation
and Infrastructure and Transport Canada on
the Applied Freight Research Initiative.

During 2011, TransLink contributed to the Applied
Freight Research Initiative, a partnership to better
understand the movement of freight in Metro
Vancouver. The Cascade Gateway Sector Profile was
completed with a report titled “The Cascade
Gateway Cross-border Flows and Systems”. The
report studied truck demands, counts, commodity
flow and variables influencing freight transportation.

16

Development and strategic implementation
of technology-based solutions that benefit
goods movement efficiency.

16

TransLink will develop a Regional Goods
Movement Strategy during the 2011 to
2013 period.

After completion of the Smart Corridors Strategy,
the Intelligent Transportation Systems (ITS)
Department has developed the Regional Traffic Data
System (RTDS) and other initiatives that benefit
goods movement in the region. Integration of the
Provincial Weigh2Go program with the tolling
systems that support the GEB and the Port
Mann/Highway
1
corridor
will
provide
interoperability between the systems. Expansion of
the border-related delay signs from two to four at
the four crossings between BC and Washington State
have been completed by the Ministry of
Transportation. The ITS Department will continue to
work with the Port Metro Vancouver and MOT staff
to identify projects of common interest that improve
the efficiency and safety of goods movement.
As part of the process to update the long range
transportation Strategy, work has been initiated to
develop a Regional Goods Movement Strategy. A
strategy is expected to be delivered as part of the
long range strategy in 2013.
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Regional Cycling Strategy
Page #
Item(s) Noted
16
TransLink is finalizing a Regional Cycling
Strategy that will establish priorities for the
development
of
regional
bicycle
infrastructure
and
complementary
initiatives to support Transport 2040
objectives.

March 2012

Comments
The Regional Cycling Strategy was approved and
published in 2011.

17

Under the 2011 Base Plan, TransLink will
adopt the Regional Cycling Strategy,
develop an implementation plan and work
with municipalities and other regional
partners to start delivering the plan
components.

TransLink
initiated
consultation
with
all
municipalities to identify priorities for the Cycling
program implementation. This work will continue in
2012 and will be concluded as part of the Long
Range Strategy in 2013.

17

TransLink will work with municipalities to
develop a regional Public Bike Share system.

TransLink is providing support to the City of
Vancouver on the Request for Expressions of Interest
(RFEOI) process.

Fare Policy Review
Page #

Item(s) Noted

Comments

17

TransLink will initiate the research phase of
the Fare Review, which will focus on
background information and analytical
tools.

The research phase of the Fare Review was initiated,
which included background research, information
collection and development of analytical tools.
Significant effort went into three areas – completion
of a small scale fare review to confirm the fare
structure and other fare policies associated with the
launch of the Compass Card, scoping and
development of an econometric model to support
the analytical need of the fare review as well as
scoping out the data requirements. Significant work
was completed in-house; a consultant has been
retained to finalize the model structure and
complete it, in April 2012.

AirCare Review
Page #
Item(s) Noted
17

Planning work will continue into 2011 to
determine the way forward once the
current AirCare contract expires at the end
of 2011.

Comments
The provincial government has not provided its
direction on the future status of the AirCare
Program, so an extension to the existing contract
was negotiated to keep it operating until the end of
2012. Planning work is underway to develop design
options for a continued program, all of which will
incorporate a plan for an orderly phase-out of the
current program model by the end of any contract
term dictated by the province. A decision from
government is expected in the first half of 2012.
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Mid and Long-Range Planning
Page #
Item(s) Noted
17
Over the 2011 and 2013 period, TransLink
will carry out significant policy development
work to provide the framework for working
towards the vision laid out in Transport
2040.

March 2012

Comments
As part of the process to update the Long Range
Transportation
Strategy,
significant
policy
development work is underway. The scope includes
background research on a large number of policy
topics such as costs and benefits of transportation,
land use and transportation coordination, demand
management, sustainable funding, optimization of
the transportation system, etc.

17

TransLink will upgrade transportation
modeling systems, such as the regional
transportation, ridership and revenue
forecasting models.

Work was initiated to improve scope and specify the
Regional Transportation Model, improve the
Ridership Tracking Tool, and develop an econometric
ridership/demand model. The latter will quantify
much-needed relationships – specifically own-price
elasticity, cross-price elasticities, and income
elasticity. The Regional Transportation Model will be
improved in terms of specifications and inputs (e.g.
latest transit schedules, etc.)

17

TransLink will study alternative funding
methods and develop a sustainable funding
strategy.

TransLink has been supporting discussions between
the Mayors’ Council and Province on sustainable
funding since late 2010. This has included numerous
studies, workshops and briefings that helped lead to
expanded funding in October 2011 and committed
the partners to work through 2012 to develop a long
term strategy. TransLink staff members are
collaborating with the Province on technical
evaluation work.

17

Transportation
Demand
Management
(TDM) strategy will be developed.

A comprehensive strategy for TravelSmart has been
developed and implemented (see Travel Smart
below). In addition, strategies to specifically support
cycling programs, carpooling and the businessfocused Employer Pass Program are ongoing.

17

TransLink will develop a parking strategy
supporting the region’s land use and
transportation objectives.

As part of the process to update the Long Range
Transportation Strategy, work has been initiated to
develop a Regional Parking Management Strategy.

17

TransLink will continue working with Metro
Vancouver, municipalities, the Province and
other partners in state-of-the-art research
on transportation targets and development
of new tools for reducing transportationrelated greenhouse gas emissions and
vehicle kilometres travelled in the region.

The scope and specification of the Vehicle Kilometre
Traveled (VKT) model was finalized in 2011 with
completion slated for 2012. The regression-based
VKT model uses odometer readings in estimating
vehicle kilometre travelled. The model will be the
core input into the estimation of GHG’s in the region.
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Bus Services
Page #
Item(s) Noted
19
Under the 2011 Base Plan, TransLink will
maintain bus and community shuttle service
at 2010 levels of 4.93 million annual hours
through 2013.

March 2012

Comments
Conventional and Community Shuttle service levels
remained at existing levels for 2011 (4.91 million
annual hours).

19

Transit priority measures will be considered
where operational savings can be achieved.

TransLink and CMBC are undertaking a study to
determine best practices for Transit Signal Priority
and identify corridors in Metro Vancouver that
would be strong candidates. CMBC cost shares with
municipalities and utilizes transit priority measures
in numerous locations throughout Metro Vancouver
including queue jumpers, bus only lanes, and traffic
signal phasing initiatives.

19

TransLink will develop the Hamilton Transit
Centre.

The functional and conceptual design work was
completed in 2011. Preliminary design work started
in October 2011. Site remediation work and planning
was also completed in 2011. Site clearing and
preparation work is scheduled for 2012.

19

TransLink will replace 133 40-foot buses and
82 community shuttle vehicles over the
three years of the 2011 base plan.

TransLink will acquire a mix of transportation
vehicles over the three years of the base plan. The
mix of transportation vehicles will be based on the
suitability of customer and service demands, as well
as operational and infrastructure feasibility. The mix
will include 40 foot buses, community shuttles
and/or 60 foot articulated buses, if warranted. No
buses or community shuttle vehicles were replaced
in 2011 as the spare ratios were balanced to match
service. 35 HandyDARTs were replaced.
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Rapid Transit
Page #
Item(s) Noted
19
Under the 2011 Base Plan, TransLink will
hold rapid transit service at the 2010 levels
of 1.3 million annual hours.

March 2012

Comments
In 2011, TransLink delivered 1.3 million annual hours
of rapid transit service and, under the 2012 Base
Plan; TransLink plans to increase to 1.4 million hours
in 2012. Canada Line contract 21,000 hours, Expo
and Millennium Lines 43,000 hours to increase peak
coverage and to deliver service.

19

The Plan includes a number of projects to
maintain rapid transit systems components
in a state of good repair, such as train
control, power propulsion and intrusion
alarms.

Currently, there are several maintenance and repair
projects for rapid transit. Some of the projects such
as the train control upgrades will be completed in
2012. Other projects such as the switch control
replacement; power propulsion upgrade and MKI are
scheduled to start in 2012 but will not be completed
until a later date.

19

The 114 older Mark I vehicles, will be
refurbished or replaced with new Mark III
vehicles, pending the outcome of an
assessment underway.

The assessment is not complete, and the pending
outcome of the assessment will drive what, if
anything, will be done.

19

The Plan includes funding for the Scott Road
Station elevator installation and site
rehabilitation to address critical accessibility
deficiency.

The west pod elevator at Scott Road Station was
installed and operational at the end of 2011 to
address a critical accessibility deficiency.

19

TransLink will continue planning for station
upgrades in anticipation of future resources
being allocated.

This practice will continue throughout 2012. The
2012 “Moving Forward” Supplemental Plan provides
for upgrades to Commercial/Broadway, New West,
Surrey Central, Metrotown and Main Street.
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SeaBus
Page #
20

20

March 2012

Item(s) Noted
Under the Plan, SeaBus service levels
remain at 10,700 service hours per year.

Comments
SeaBus delivered 10,730 hours of service.

TransLink plans to design, build and have
operational a new SeaBus under this Plan.

The 2 replacement SeaBus is now in the Request
for Proposal (RFP) process. The RFP close date was
extended and is now set to close February 27, 2012
with the contract award anticipated mid/late April
2012. To date, seven ship yards have expressed
interest in making a proposal and have signed a
confidentiality agreement to obtain design drawings.

West Coast Express
Page #
Item(s) Noted
20
TransLink will take delivery of seven new
train cars in 2010.

nd

Comments
TransLink took delivery of seven new bi-level train
cars in September 2010, which increased train
service capacity by 14 per cent and improved
reliability.

20

Under the Plan, TransLink will maintain
train service hours at the 2010 levels of
37,000 annual hours.

Actual hours for 2011 were 36,540. 2012 hours are
budgeted to be 36,832.

20

The 7,300 service hours for TrainBus will be
evaluated as part of TransLink’s efforts to
optimize transit services.

Working with the City of Mission in efforts to
optimize transit services, in June 2011, TrainBus
service reduced on weekdays and discontinued on
weekends.

Custom Transit
Page #
Item(s) Noted
20
Under the 2011 Base Plan, TransLink will
maintain the HandyDART service envelope
at 613,000 annual hours and cap the Taxi
Supplement at $1.1 million.

20

155 HandyDART vehicles will be replaced
over the three-year period.

Comments
HandyDART operated within the approved service
envelope in 2011. Budgeted hours for 2011 were
598,000 hours. Actual service hours delivered were
602,823. The TaxiSaver program remained at the
$1.1 million level.
We expect 155 vehicles to be replaced over the next
three years, of which 35 were replaced in 2011. Our
approach is to purchase the most effective sized
vehicles and these new purchases will be six
ambulatory/three wheelchair positions configured.
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Roads and Bridges
Page #
Item(s) Noted
21
TransLink will continue its contribution to
MRN OMR funding to municipalities at
$14,075 per lane kilometre in 2011.

March 2012

Comments
TransLink made quarterly contributions to the MRN
OMR funding in 2011 at the specified rate.

21

The MRN Minor Capital Program is carried
forward from the 2010 Funding Stabilization
Plan at $10 million per year.

TransLink administered the MRN Minor Capital fund
of $10 million with cost sharing from the
municipalities.

21

TransLink will continue planning for the
replacement of the Pattullo Bridge and
maintenance of the existing bridge.

During 2011, planning was underway to define the
project scope to build a new Pattullo Bridge.

21

While the Base Plan does not include
funding for TransLink’s contribution to the
connecting of United Boulevard in
Coquitlam with Brunette Avenue in New
Westminster, TransLink is actively with
partners to enable this project to proceed.

TransLink completed a United Boulevard Extension
Feasibility Study in 2011, working closely with the
City of New Westminster residents and other
stakeholders. The study concluded with a design
recommended for the United Boulevard Extension
that was not accepted by the community. As a
consequence, TransLink has excluded the project
from its capital plans.

Customer Service
Page #
Item(s) Noted
22
E-Communication
Under the 2011 Base Plan, TransLink will
expand the use of cost-effective
engagement and relationship-building tools,
such as blogs, and the TransLink listens
panel.

Comments
The Real-Time Transit Information site was
successfully launched on September 6, 2011 and
traffic has grown since then to a current level of
95,000 visits a month. Current functionality includes
the ability to search by stop and view results on a
map or text based interface. The map view includes
the real-time locations of the buses filtered by the
user selected bus stop. The next functionality to be
rolled out will include the ability to search by route
and by the phone’s GPS location.
Predictive real-time information is scheduled to be
rolled out by March 31, 2012 and is contingent upon
the successful implementation of business process
improvement at TCOM.

22

U-Pass
Under this Plan, TransLink will replace the
existing Vancity U-Pass Program with a new
program in partnership with the Province.

The new U-Pass BC Program – in partnership with
the Province, Post Secondary institutions and their
associated student societies – fully replaced the
previous Vancity U-Pass and FastTrax Programs in
the Fall 2011.
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March 2012

Page #
22

Item(s) Noted
Wayfinding
TransLink has developed a regional, multimodal wayfinding vision and strategy, which
lays the groundwork for an integrated
system across the region.

Comments
Development of a standard for bus information
completed and initial implementation underway.

23

Wayfinding
Under this Base Plan, full implementation of
TransLink’s wayfinding strategy will not
occur. TransLink will continue planning and
development of the wayfinding standard
until sufficient funding is available.

Application of the new standard will occur to
renovations associated with the Compass Card and
gating project undertaken as well as to station
renovation projects.

23

Technology
Under the 2011 Base Plan, TransLink will
begin implementation of the Smart
Corridors Strategy (for ITS applications on
high priority goods movement corridors),
the Regional Detectorization Strategy and
other ITS initiatives.

Further to the Smart Corridors Strategy, there is
additional work being done to provide more detail in
terms of phasing and scope under the BC Regional
ITS Strategic Plan which will address goods
movement issues. The plan will provide input to the
Regional Transportation Strategy (RTS), formerly
Transport 2040. Full implementation and phasing of
the ITS initiatives is already underway including (1)
work on the Radio Frequency ID (RFID)
interoperability work to ensure that the Port
Man/Highway 1 tolling system is consistent with the
GEB tolls, both in terms of front end technology and
back office, and (2) documentation has been
prepared to obtain funding for the Regional
Telecommunications and Infrastructure Plan to
support ITS applications. The work on this plan was
delayed due to lack of staff resources but will begin
in 2012.

23

Technology
Subject to a positive assessment of Port
Metro Vancouver’s Deltaport Smart
Corridors pilot study, TransLink will work
with partner agencies to implement the
Deltaport project, as well as truck travel
information on Highway 91/99 corridors
and the Knight Street Bridge, although
funding has not yet been identified.

The Smart Corridors Strategy was completed in 2009
and, as a first step; the Region proceeded with a
project to obtain speed information for trucks as
well as general purpose traffic through the Regional
Traffic Data Systems (RTDS). The RTDS received 50
per cent funding from Transport Canada from the
Smart Corridor program as a funding source. The
Port Metro Vancouver organization did not pursue
the Smart Corridor pilot using integration of the
trucks into the reservation system. TransLink will
continue to work on improving the safety and
efficiency of the goods movement network.
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March 2012

Page #
23

Item(s) Noted
Technology
TransLink will complete the Regional Traffic
Data Systems project (The first project of
the Regional Detectorization Strategy).

Comments
The Regional Traffic Data System (RTDS) project is
being implemented in 2011 to 2012. The system will
provide two products: (1) Real time speed and travel
time information for key corridors in the Region,
24hrs/day, 365 days/yr, and (2) Historical speed
information in an archival database. The data
network was completed to support the calculation of
speeds, based on cell phone signal locations. The
project team is currently building the web
application to access the historical speed profiles.
The project is at 40 per cent completion overall and
the detailed design report is 90 per cent complete.
The prototype using “real time” information is
expected to be complete by April and the “Go Live”
date is fall of 2012.

23

Technology
TransLink will continue its involvement in
the design and implementation of the
Regional
Transportation
Management
Centre, transit signal priority systems,
performance monitoring of Golden Ears
Bridge, real-time traffic information and
dynamic information for mobile devices.

The Regional Transportation Management Centre
(RTMC) RFP was issued, proposals evaluated and the
contract will be awarded to the selected proponent
by the second quarter of 2012. The revised “inservice” date is now summer 2013. The ITS
Department is also currently involved with the
Transit Signal Priority (TSP) Program that will
examine regional network opportunities for the TSP
program to provide signal priority to buses at
intersections. The Golden Ears Bridge was equipped
with systems by the ITS Department to monitor and
audit performance, including traffic flow, volumes,
classification, and web camera images. The GEB
performance is examined to validate the payment to
the bridge builder. The GEB will now be integrated
into the RTMC via the fiber optic backbone to be
monitored 24-7 by operators in the RTMC. The RTDS
information (real time speed profiles and travel
time) will be transmitted to the RTMC for monitoring
as well as TransLink’s Travel Smart web site for
customers in real time. RTDS information will be
available, eventually, in mobile format.
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Other Strategic Initiatives
Page #
Item(s) Noted
23
TravelSmart
Under the Base Plan, TransLink will continue
to provide a wide range of programs under
the TravelSmart brand.

March 2012

Comments
The first year of TravelSmart has already seen a
number of important successes. Since the program
launched in January 2011, we have:
• Acquired over 8,900 TravelSmart members
(nearly doubling our original target of 5,000);
• Delivered the TravelSmart Schools Program to
11 elementary schools and 5 secondary schools
– reaching approx. 10,000 students;
• Launched the TravelSmart Seniors Program and
trained over 80 senior advocates (reaching out
annual target by September); and
• Developed significant working relationships with
over 20 new medium-large organizations in
Surrey and Richmond; and continued to build
our relationships with companies and
organizations throughout the region.
In addition to these metrics, research on TravelSmart
members conducted in the late summer of 2011
included a number of encouraging results that point
to the effectiveness of the program:
• Over 64 per cent of respondents have used the
TravelSmart online information resources; and
• Up to 70 per cent of TravelSmart members
reported making changes to their travel around
Metro Vancouver (reducing their SOV vehicle
travel) – with over half of those switching some
or all of their SOV trips to transit, walking,
cycling or ride sharing.
While the research is preliminary, it seems clear that
the TravelSmart Program has the ability to generate
real and significant change in travel choices – helping
ensure we meet our 2040 goal. To achieve that longterm success, however, we must generate high levels
of sustained public participation across the region to
reach the tipping point levels needed to reach the
2040 goal.
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Page #
24

Item(s) Noted
Security
Under the 2011 Base Plan, the Transit Police
Service will be proactive in developing
meaningful partnerships that focus on
preventing crime and disorder on and
around the transit system.

March 2012

Comments
Transit Police continued to build and maintain
relationships with stakeholders during 2011. The
Surrey City Centre initiative with RCMP won in the
category of the “Arnold Silzer Community Policing
Initiative Award” for their roles in the Surrey City
Centre Crime Reduction Project. Launched in 2010 as
a pilot project, the now permanent joint project
involves Transit Police and Surrey RCMP and targets
crime and disorder in the Surrey City Centre area. In
addition, Transit Police are discussing the
establishment of a similar initiative with the
Vancouver Police Department. Alongside TransLink
representatives, Transit Police have been working
closely with many stakeholders to work
collaboratively in addressing the recommendations
of the various Stanley Cup riot reports in order to
reduce opportunities to commit crime and public
disorder. With its partners, the Transit Police
developed Liquor Interdiction Plans for a number of
large public events that occurred in the latter half of
2011. The successful implementation of these plans
has enhanced safety and security on the transit
system as well as the community during these
events.
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2014 to 2020 (Outlook)
Page #
Item(s) Noted
31
The outlook for 2014 to 2020 shows erosion
on the progress that TransLink and the
region have made towards the goals laid
out in Transport 2040.

March 2012

Comments
With the transportation funding and investment
provided under the 2012 Supplemental Plan, the
regional transportation system performs better than
the Base Plan condition and begins to approach the
conditions required this decade to fulfill the
Transport 2040 goals. However, the outlook for 2015
to 2021 still shows that we are not on target to meet
those long term goals. This is in part due to
decreasing transit service levels per capita (2.63
hours per capita in 2011 declining to 2.44 in 2021)
that would occur if additional expansion beyond that
contained in the 2012 Supplemental Plan is not
made in the intervening years.

31

Transit service levels per capita would
decrease by over 10 per cent in 2020.

Under the 2012 Supplemental Plan, transit service
levels per capita will decrease by 7 per cent between
2011 and 2021.

31

This plan assumes that the length of the
Frequent Transit Network (FTN) does not
change, under the Outlook period the
proportion of people living within walking
distance of the FTN would remain relatively
constant.

The investments made under the 2012 Supplemental
Plan increase the length of the FTN and improve
quality of service. For the region as a whole, the
impact of investments made under the 2012
Supplemental Plan on the per cent of jobs and
housing located along FTN have been analyzed.
While the total number of people along the FTN is
increasing, the proportion of population and jobs in
the region located along the FTN is decreasing due to
higher rates of growth outside FTN corridors. A
strong FTN, as well as supportive land use patterns,
are required to reverse this trend.

31

Without expansion, transit’s share of total
trips will rise during the early years and
plateau at 13 to 14 per cent of weekday
trips, falling well short of the Provincial
Transit Plan’s 2020 target of 17 per cent.

With the expansion provided by the 2012
Supplemental Plan, transit’s share of total trips will
rise during the early years and plateau at 15 per cent
of weekday trips, still falling short of the Provincial
Transit Plan’s 2020 target of 17 per cent.
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Financial Strategy
Page #
Item(s) Noted
33
The financial strategy reflects the active
measures that TransLink has taken to
reduce its expenditures with minimal
impact on programs and service.

March 2012

Comments
A restructuring at CMBC in 2011 eliminated eight
exempt positions. The provisions in the HandyDART
operating agreement allow for a renegotiation and
reduction of fixed overhead charges. The
HandyDART fuel diesel purchases were brought into
the CMBC supply agreement and pricing. The AntiIdling Vehicle Program and participation in the BC
Hydro PowerSmart Program have delivered fuel and
heating cost savings. In 2010, discretionary spending
controls were introduced and still remain in effect
today.
The CAW Collective Agreement was settled for one
year to March 13, 2012 at a zero wage increase. Fare
enforcement activities with CMBC security and other
staff were increased in the fall of 2011 with special
emphasis on SeaBus and the 99 B-Line at Broadway
and Commercial. Service delivery and fleet
maintenance achieved reductions on overtime
and/or non-productive time. Training initiatives were
implemented to reduce preventable collisions. The
first commercial ancillary revenue implementations
took place at CMBC with the deployment of vending
machines at the SeaBus terminals.
The Service Optimization initiatives to reallocate
transit services to higher revenue and ridership
yielding service continued through 2011.
As part of BCRTC’s efforts to optimize transit
services, TrainBus service was reduced on weekdays
and eliminated on weekends.
Centralized Business Technology and some HR
functions to align the organization and gain
efficiencies.

33

A 12 per cent transit fare increase in 2013.

The application for a proposed 12 per cent increase
in fares to take effect in 2013 is currently under
review by the Commissioner.

33

Property tax revenue grows by 3 per cent
annually.

2011 property tax revenue increased by $8.5 million
(3 per cent) compared to last year. This is consistent
with the 3 per cent annual increase allowed under
base plan legislation.

33

Bridge toll rates increase 2 per cent per
year.

The GEB Tolling Bylaw allows for an Annual
Inflationary Rate increase. The increase applied in
2011 was 3.3 per cent.
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March 2012

Page #
35

Item(s) Noted
The specific allocation of increases amongst
different fare products will be determined
in 2012 based on a Fare Revenue Review
which will be submitted to the Regional
Transportation Commissioner for approval.
The Fare Revenue review will identify both
short and mid-term solutions.

Comments
A small scale fare review was completed in the fall of
2011 to confirm the fare structure and other fare
policies associated with the launch of the Compass
Card in 2013. A research and technical work program
was initiated to prepare for the upcoming full fare
review; the analytical part will start as soon as data
becomes available from the implementation of
Compass card.

35

Transit advertising, property rental revenue
and the Mission contribution from West
Coast Express are forecast to increase from
$10 million in 2010 to $13 million in 2013.

Amounts for 2011 totaled $10.3 million, which is less
than the $11.8 million forecasted. At this rate, total
annual contributions will be slightly less than $13
million in 2013.

35

This plan estimates system-wide ridership
growth of 6 per cent annually in 2011 and
2012.

From January through October 2011, the number of
revenue riders increased about 5 per cent over the
same period in 2010, which includes the
extraordinary increase associated with the Winter
Olympics. With the 2012 Supplemental Plan service
improvements, 2012 is expected to see a 6.7 per
cent increase in revenue passenger trips.

36

The effect of the price increase with no
service growth will limit ridership growth to
about 1 per cent in 2013.

The 2012 Supplemental Plan included 415,000 new
bus and SeaBus service hours to be implemented by
2014, with ridership growth of about 4 per cent in
2013.
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Toll Revenues
Page #
Item(s) Noted
38
Some of the anticipated trip shifts from
other river crossings have not yet occurred,
possibly due to a greater than anticipated
resistance to tolls.

38

TransLink will monitor volumes closely and
consider strategies to balance traffic
circulation objectives, revenue generation
and broader regional goals.

Taxation Sources
Page #
Item(s) Noted
39
The 2011 Base Plan forecasts increases in
fuel consumption of 1 per cent annually for
2011 and 2012 and 2 per cent in 2013,
primarily in response to provincial forecasts
of renewed economic growth.

March 2012

Comments
Improvements to the Regional Transportation Model
(EMME) and development of econometric model
were initiated in 2011. A specific tolling econometric
model for the Golden Ears Bridge was scoped, and
will be initiated in 2012 once resources are onboard. These models will be used in conjunction to
forecast mode shifts and cross-price elasticities,
income elasticities, and route choices due to tolling
on bridges in the region. Data from the 2011 Trip
Diary will be used as a major input to the Regional
Model as well as further analysis in 2012.
A Screenline survey was completed in 2011 to
coincide with the 2011 Census and as baseline data
prior to the Compass Card. The findings will be
analyzed against the 2008 Screenline, and will be
used to assist in estimating effects on the network
and how they align with regional goals.

Comments
The 2012 Base Plan forecasts increases in total fuel
consumption of approximately 1 per cent per year
over the Plan period, based on provincial forecasts of
renewed economic growth. These assumptions are
aggressive as more recent information and trends
indicate no growth in fuel consumption.

41

Operating contributions from the Provincial
Government for the Canada Line increases
to $18 million per year over the Plan period.

Operating contributions from the Province for
Canada Line are $19.3 million in 2011. The forecast is
to continue the $19.3 million each year.

41

The Province, Mayors’ Council, and
TransLink are working together to develop a
future Supplemental Plan that will access all
senior government funding opportunities in
support of regional needs.

Approval of the 2012 Supplemental Plan by the
Mayors’ Council on October 7, 2011 secured the
necessary share of local funding for the Evergreen
Line, allowing TransLink to leverage senior
government funding commitments that were
dependent on the local funding match.
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Expenditures
Page #
Item(s) Noted
42
Transit operations costs (excluding Canada
Line) will rise at a rate below or at inflation.

March 2012

Comments
Total operating cost for 2011 is 1.1 per cent lower
than in 2010 actual.

42

Total expenditures on roads, bridges and
cycling will drop to $76 million in 2013 from
$111 million in 2010 due to the elimination
of the MRN Major Road Capital program in
2010 and the reductions in MRN Minor
Road Capital and cycling capital programs in
2011.

TransLink administered $10 million for MRN Minor
Capital projects and $3 million for Cycling capital
during 2011. The 2012 Supplemental Plan increases
MRN capital funding.

43

Capital funding is not allocated for the
replacement of the Pattullo Bridge, and
with the absence of senior government or
alternative funding, the bridge replacement
would be funded by tolls.
The organizational review that is nearing
completion will realign resources as
necessary to enable TransLink to more
effectively execute its mandate.

Capital funding is approved for planning and design
of a new Pattullo Bridge. In the absence of senior
government funding or alternative funding, costs for
a new Pattullo Bridge would be funded from tolls.

45

The gain from the sale of surplus properties
is estimated at $200 million during the 2011
to 2013 Plan period.

TransLink completed the disposition of various
surplus properties in 2011 that realized a $1.5
million gain. Other commercial transactions are
underway and are in various stages of the disposal
process. Surplus properties that are not currently on
the market are being prepared to maximize value
when marketed.

46

The plan stays within the existing debt limit
of $2.8 billion, reaching a peak in 2013 of
$2.6 billion before beginning to decline in
2014.

TransLink’s gross outstanding debt, as defined under
the debt limit regulation, at December 31, 2011
totaled $2.472 billion. With the approval of the 2012
Supplemental Plan, the debt limit is now $3.5 billion
and, under this plan, is projected to peak at $3.344
billion by the end of 2015 and begin to decline in
2016.

44

Review is expected to be completed in 2012.
Business Technology and some HR functions were
centralized at TransLink to more efficiently and
effectively deliver services across the enterprise.
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March 2012

2.2 Status Update — 2010 Transportation and Financial Plan Delays
The following items were identified in the 2010 Statutory Report as being delayed to 2011. An update of their
status is provided below.
2010 10-Year Transportation and Financial Supplement Plan
Bus Services
Item Noted
TransLink will conduct a
strategic bus network
review in 2010 to identify
how to most effectively
address existing and future
regional demand with a
static level of resources.
The goal is to identify how
to
reallocate
current
resources from lower
productive areas to higher
productive
areas.
An
estimated 4 per cent of 5
per cent of current annual
hours will be redistributed
starting in 2011.

2010 Statutory Report Response
The Service Optimization initiative is a
program to reallocate existing resources
from time periods and routes that are less
productive, to routes that are crowded,
serve growing transit markets, or achieve
higher revenues. In 2010, a comprehensive
analysis of routes was completed, 39,000
bus service hours were reallocated, minor
adjustments to SkyTrain service hours were
made during less busy periods. Further
reallocations will occur in 2011. The target
total reallocations are expected to be
complete by December 2011.

Status Update
Under the 2011 and 2012 Base
Plans, TransLink sought to increase
ridership and total fare revenue by
through
the
2
per
cent
reinvestment of transit service from
lower performing services to higher
performing
services,
thereby
generating higher ridership and
revenue existing resources. In total,
the enterprise reallocated 170,000
hours between September 2010
and September 2011, representing
3.4 per cent of the total base
volume of annual bus service hours
system wide. The majority of
service
optimization
projects
consisted of low customer impact
adjustments to service frequency
and conversions between vehicle
types.
CMBC
also
achieved
efficiencies
through
improved
service scheduling and interlining
(referred
to
as
Schedule
Efficiencies) which had no impact
on customers. The system targets a
2 per cent increase in revenue
ridership and 2 per cent increase in
fare revenue have been surpassed.
Revenue ridership has grown 6.6
per cent between 2010 and 2011.
Fare revenue increased 5.0 per cent
between 2010 and 2011.
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Financial Strategy
Item Noted
Over
the
2010–2019
period, TransLink will be
embarking on a fare policy
review

Revenue projections also
reflect the impact of the
efficiency reallocation of
4.5 per cent of service
hours in 2011. Reallocating
service hours from low
productive services to
higher productive services
will increase the overall
average boardings per
service hour

March 2012

2010 Statutory Report Response
Preparation for background policy research
and data collection is underway as part of
the SmartCard and Faregate Project and the
process to update Transport 2040. The most
substantive part of the fare review is
expected to take place once the SmartCard
is implemented and more data is available.

Status Update
The research phase of the Fare
Review was initiated, which included
background research, information
collection and development of
analytical tools. Significant effort
went into three areas – completion
of a small scale fare review to
confirm the fare structure and other
fare policies associated with the
launch of the Compass Card, scoping
and development of an econometric
model to support the analytical need
of the fare review as well as scoping
out the data requirements.

The first phase of Service Optimization
Initiative was introduced in late 2010 and no
statistics are available on the impacts of this
initiative on boardings per service hour.
However, TransLink will be monitoring the
impact of optimization initiatives on key
performance measures, such as boardings
per service hour, capacity utilization and
peak load.

Average boardings per hour have
grown 1.7 per cent during quarters
1, 2 and 3 of 2011 over the same
period in 2010. Bus only productivity
(where a substantial portion of
Service Optimization has been
focused) is up in the first three
quarters of 2011. It is on-track to
show the first annual increase in busonly productivity in seven years. An
analysis of system wide performance
conducted in early 2012 shows that
average system wide capacity
utilization for 2011 is 88 per cent up
from 87 per cent in 2010, which was
a further increase from 84 per cent
in 2009. This represents a 4.8 per
cent increase in system wide
capacity utilization between 2009
and 2011. System wide boardings
per revenue hour (running time plus
recovery, but not deadhead) are also
trending upwards – from 57 in 2010
to 58 in 2011. System wide
boardings per revenue hour have
increased by approximately 7 per
cent since 2009.
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2010 10-Year Transportation and Financial Base Plan – Drastic Cuts
Inclusions
Item Noted
The Base Plan includes
new
Pattullo
Bridge
funding to take the project
to the procurement stage.

The Base Plan includes
funding for major road
projects
already
committed
(Fraser
Highway
widening;
Roberts Bank Rail Corridor
Grade Separation).

2010 Statutory Report Response
Completion of functional design work was
delayed due to additional consultation with
local and provincial stakeholders. Public
consultation
events
advertised
for
September 2010 were postponed in order to
complete more due diligence on the four
replacements and upgrade options.

Status Update
In absence of senior government or
alternative funding, replacement of
the Pattullo Bridge would be
financed through tolls. TransLink will
continue
planning
for
the
maintenance and replacement of the
existing bridge.

Widening of Fraser Highway in Surrey is
proceeding under the City of Surrey’s
direction. Nine major projects funded
through the Roberts Bank Rail Corridor
Program are advancing. Some projects are
still in the planning stages and others in
procurement. Construction started on one
(41B St. Overpass) in 2010. TransLink is
providing program management services.

Work is continuing on the widening
of the Fraser Highway in Surrey as
well as the nine projects funded
through the Roberts Bank Rail
Corridor
Program.
TransLink
continues to provide program
management services.
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Plan Development
Item Noted
The SCBCTA Act requires
TransLink to review the
Regional Growth Strategy
and
advise
Metro
Vancouver,
the
municipalities and the
Province
of
British
Columbia regarding the
implications
to
the
regional
transportation
system. The act also
requires the 10-Year plan
to set out the relationship
between the major actions
planned by TransLink and
the
Regional
Growth
Strategy.
TransLink will work closely
with Metro Vancouver to
help ensure the region
pursues a coordinated
approach to land use and
transportation planning.

March 2012

2010 Statutory Report Response
During 2010, TransLink actively participated
in the development of the Regional Growth
Strategy (RGS). On January 14, 2011 the
Metro Vancouver Board forwarded the
proposed strategy to affected local
governments, including TransLink, for
acceptance. The strategy was adopted by
the TransLink Board on March 11, 2011.

Status Update
Metro Vancouver’s new Regional
Growth Strategy: “Metro Vancouver
2040 – Shaping our Future” was
adopted on July 29th, 2011.

TransLink works closely with Metro
Vancouver on matters of joint interest which
transportation
affect
the
land-use
connection. The proposed Regional Growth
Strategy, once adopted in 2011, will guide
many joint initiatives in this regard. In
addition, TransLink is initiating a TransitOriented Communities Program which will
provide a policy framework and action plan
to define TransLink's interests in land use,
and the actions that TransLink will
undertake with partner agencies to respond
to and coordinate these interests. Program
development is likely to continue into 2012.

Development of the Transit Oriented
Communities program is underway.
Transit
Oriented
Communities
Guidelines will be completed in the
first half of 2012, and land use and
built environment guidelines are
under development, for completion
in 2012.
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Item Noted
With each year that passes
that the region is not able
to get On Track to a
Sustainable Region,
Transport 2040 goals
become much harder to
achieve.

2010 Statutory Report Response
TransLink is experiencing strong ridership
growth, with 23 million new revenue trips in
2010. However to offset increases in VKT
resulting from population growth and work
towards GHG reduction goals, TransLink
needs to shift, reduce or eliminate the
equivalent of 35 to 40 million new vehicle
trips that are otherwise added to the region
each year. As the region develops with these
transportation patterns, the ability to shift
travel behaviour becomes more difficult.

Status Update
The investments made under the
2012 Supplemental Plan increase the
length of the FTN and improve
quality of service. For the region as a
whole, the impact of investments
made under the 2012 Supplemental
Plan on the per cent of jobs and
housing located along the FTN have
been analyzed. While the number of
people along the FTN is increasing,
the proportion of population and
jobs in the region located along the
FTN is decreasing due to higher rates
of growth outside FTN corridors. A
strong FTN, as well as supportive
land use patterns, are required to
reverse this trend.

Canada Line bus loops—
the Brighouse bus loop
remains to be completed.

Finalization of property issues is pending.
The project will be resubmitted once the
property issues have been resolved.

This is still pending and the project
will be resubmitted once the
property issues have been resolved.

Key Approaches to Planning Transit Services
Item Noted

Item Noted

Item Noted

Translink will continue
planning efforts in the
near-term on Area Transit
Plans
(ATP's)
in
anticipation of future
needs and funding.
Planning
for
station
upgrades and station area
plans will continue in the
near-term in anticipation
of future needs and
resources being allocated.

Translink will continue planning efforts in
the near-term on Area Transit Plans (ATP's)
in anticipation of future needs and funding.

TransLink will continue planning
efforts in the near-term on Area
Transit Plans (ATP's) in anticipation
of future needs and funding.

Three projects are in the planning stages:
Commercial-Broadway and Metro town
stations, where concept development has
been completed and schematic design is
underway; and Scott Road Station, where
concept development is also complete for
accessibility improvements and capital
funding has been approved as part of the
2011 Capital Budget.

Metrotown station - functional plan
Bus
exchange
completed.
alternatives development contract
let.
Design
development
to
reconfigure
existing
exchange
underway.
Commercial-Broadway
Ph II - schematic and detailed design
of B-Line stop relocation underway.
New
Westminster
station—
integration agreement completed.
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Item Noted
Planning to improve transit
efficiency
and
the
pedestrian experience will
continue in the near-term.

2010 Statutory Report Response
In 2010, TransLink initiated development of
the Transit-Oriented Communities Program.
The program includes a station area and
transit corridor planning frameworks,
designed to engage municipalities in the
development
of
transit-supportive
neighbourhoods near transit stations and on
Frequent Transit Network (FTN) corridors.
TransLink also worked with the Ministry of
Transportation and Infrastructure and the
Township of Langley on the design of transit
priority facilities at 202nd Street Transit
Exchange, and assessed the efficiency of a
new transit exchange design at the MarineCambie Canada Line station to apply lessons
learned to future exchanges.

Status Update
Transit-Oriented Communities will
be finalized in the first half of 2012.

The older Mark I vehicles,
most of which date from
1985, will be refurbished
to extend their service life
to 2026.

The original 114 Mk-I vehicles are 25 years
old and have reached the end of their design
life. The 2011 Capital Budget includes a
project to refurbish and modernize the cars
and extend their useful life to 40 years
(2026). Refurbishment will be complete by
the end of 2016.

The 2011 approved capital budget
includes $55.4 million to refurbish
and modernize 114 MK-I vehicles.
This project is being reassessed to
determine if the original MK-I
vehicles should be refurbished or
replaced based on revised financial
data, technical requirements and
customer preferences.

An additional elevator will
be installed at Scott Road
Station to address a critical
accessibility deficiency.

Design and procurement work is well
underway. Installation of the elevator is
expected to commence in Aug 2011 and be
completed in Feb 2012.

Installation of the elevator at Scott
Road Station is complete.

The development of a
regional Rapid Transit Plan
is underway and is
expected to be completed
by mid-2011.

Initial analysis has been undertaken as part
of the Strategic Network Review, including
developing planning tools for network
planning and undertaking initial network
assessment of future expansion scenarios. In
2011, work will focus on further network
analysis to support the development of a
regional rapid transit plan. This plan will be
an input to the update of TransLink's longrange plan, Transport 2040.

Initial analysis undertaken through
the Strategic Network Review
including network assessment of
future expansion scenarios
completed in 2011 and is an input to
the update of the long range
transportation strategy which will
include the development of a
regional rapid transit plan.
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Item Noted
UBC Line Rapid Transit
Expansion: A review of
technology and options for
the
corridor
has
commenced
and
is
expected to be complete
by fall 2010.

2010 Statutory Report Response
In 2010, Phase 1 was concluded with the
identification of seven alternatives for
detailed study. Phase 2 was advanced
including developing initial designs and
evaluation for each alternative. In Spring
2011 the results will be brought forward for
public consultation. Based on input received,
the designs and evaluation will be updated
and the study concluded by late 2011.

Status Update
A study to evaluate alternatives is
currently
underway.
Seven
alternatives have been identified.
Work is underway to incorporate
public feedback and complete
additional technical analysis. Study
findings will be available by late 2011
or early 2012 and will support a
regional dialogue on a preferred
alternative.

Surrey
Rapid
Transit
Expansion:
A
comprehensive review of
technology and alignment
options is underway and is
expected to be complete
by fall 2010.

In 2010, the Surrey Rapid Transit Study
Phase 1 was completed, including an
assessment of the transportation needs in
the study area, development of an
evaluation framework and a high level
screening to identify ten alternatives for
more detailed study. In 2011, Phase 2 will be
undertaken including the development of
designs and detailed evaluation for each
rapid transit alternative. The study is due to
be completed in late 2011.

Initial design and evaluation are
complete on ten alternatives for a
number of corridors South of the
Fraser. Public consultation is
complete with the study findings
becoming available in late 2011,
early 2012 and will support a
regional dialogue on a preferred
alternative.

TransLink will examine the
needs
and
upgrade
requirements on the Expo
Line.

An analysis was undertaken to identify the
long term capacity requirements of the Expo
Line and identify a strategy to address any
upgrades required to meet the capacity
needs. The technical study was completed in
2010 and a business case is under
development for completion in early 2011.

The study was completed in 2010
and a business case completed in
early 2011 with a strong benefit cost
ratio. The “2012 Supplemental” Plan
provides support for some station
upgrades consistent with the Expo
Upgrade Strategy. The Strategy will
also assist in guiding future
investments in the line.

To maximize the value of
these
rapid
transit
network
investments,
TransLink
will
seek
agreements
with
municipalities in advance
of
final
funding
commitments.

TransLink is developing policy that will guide
the establishment of protocols and/or
agreements with municipalities to ensure
that land use, development, urban design,
and necessary transit priority measures are
in place to support rapid transit service and
associated funding commitments.

TransLink is developing guidelines to
assist municipalities in planning for
transit-oriented communities. These
guidelines will be completed in the
first half of 2012. TransLink is also
developing a performance based
investment policy to guide the
prioritization of major transportation
investments and define the local
conditions that would support such
investments. The policy will be
completed in mid-2012.
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Item Noted
Essential SkyTrain system
maintenance investments
will be made to ensure a
basic state of good repair

2010 Statutory Report Response
Maintenance of the existing rapid transit
system is ongoing as the original Expo Line
infrastructure and fleet turned 25 years old
on December 11, 2010. The most significant
project
undertaken
in
2010
was
commencing an upgrade to the wayside
power
system.
There
are several
maintenance and upgrade projects planned
to start in 2011, including the overhaul and
refurbishment of 114 MKI cars and an
upgrade of the Scott Road Station.

Status Update
Maintenance of the existing rapid
transit system is ongoing as the
original Expo Line infrastructure and
fleet turned 25 years old on
December 11, 2010. In 2010, a
significant project to upgrade the
wayside power system commenced,
and in 2012 the fieldwork will be
initiated. Excluding the faregate
project, significant 2011 projects
included halon fire suppression
replacement, Expo Line fibre optic
system upgrade and the Edmonds
running rail replacement. There are
several maintenance and upgrade
projects planned to start in 2012,
including an accessibility upgrade at
the Scott Road Station and RCIU
replacement for Stadium switch
control.

RapidBus BC is a provincial
initiative to introduce
rapid bus service along
major travel corridors in
cities across British
Columbia. Translink will
support the infrastructure
development in
anticipation of future
needs and further
operations funding.

In 2010, TransLink contributed to RapidBusrelated
public
consultation
efforts,
developed facility requirements for the
202nd Street Transit Exchange and Park &
Ride, developed estimates of operating-cost
and vehicles requirements for RapidBus
services, and included resources in the 2011
Supplement Plan for the implementation of
RapidBus.

Under the 2012 Supplemental Plan,
funding is included for Highway 1
Bus Rapid Transit project.

Based on the Access
Transit Strategy, the goal is
to increase the availability
of service for short-notice
trips (24 hours or less
booking) to match the
level of mobility offered by
the
rest
of
the
transportation system.

HandyDART experiences an unacceptably
high number of cancellations at the door
and client no-shows that have negatively
impacted its ability to offer short-notice trips
(trips books within 24 hours of scheduled
pickup). In the 4th quarter of 2010,
HandyDART implemented a management
plan to reduce cancellations, which includes
an educational component and a demerit
point system. Clients who miss trips are
provided warning notices, and repeat
offenders may ultimately have service
suspended. This program is expected to free
up trip capacity to serve same-day or shortnotice trips.

The 2011 cancels-at-the-door have
been reduced by 31 per cent from
2010; the 2011 no-shows have been
reduced by 30 per cent from 2010
(calendar year 2010 vs. calendar year
2011). An information plan will be
developed in 2012 in collaboration
with the Access Transit User’s
Advisory Committee, aiming to
reduce late cancelations.
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Item Noted
Design
guidelines
for
transit passenger facilities
are expected to be
completed in 2010.

2010 Statutory Report Response
The Transit Passenger Facility Design Manual
was completed in draft form. The new
manual will be presented for formal
adoption in early 2011 with plans for
implementation with all new facility design.

Status Update
Transit Passenger Facility Design
Guidelines were completed and
adopted by the TransLink Executive.
The Guidelines are available on the
TransLink website and now form
part of the standard design process
for all TransLink infrastructure.

TransLink is preparing a
Regional Cycling Strategy
that will provide direction
to implementing new
infrastructure,
services
and programs to increase
cycling when funding is
available.

Work continued on the Regional Cycling
Strategy throughout 2010 and a final draft
will be submitted to the TransLink Board for
approval in early 2011.

The Regional Cycling Strategy was
approved and released in 2011.

TransLink may be able to
fund minor upgrades to
sections of the BC Parkway
and the Central Valley
Greenway.

TransLink will fund minor upgrades to the BC
Parkway to improve safety in 2011 and
2012.

TransLink is funding safety and
accessibility to key areas of the BC
Parkway, Phase 1 of design and
construction was funded at the end
of 2011 and is scheduled for
completion in 2012.

A Major Road Network
Strategy is currently being
developed and will include
a review of current funding
criteria with the objective
of aligning MRN capital
funding with the MRN
goals.

The data collection phase for three subregions was completed in 2010. The data
collection for the remaining sub-regions of
Metro Vancouver for the Major Road
Network Strategy will be completed by Fall
2011. Subsequently, TransLink and the
municipalities will work together to develop
a new strategy by summer 2012 with
implementation set for January 1, 2013.

The sub-regional reviews were
completed
for
all
remaining
municipalities during 2011 and a
report will be issued in 2012. The
MRN
funding
review
recommendations were developed
in draft during 2011, with approval
scheduled for early 2012 and
implementation program changes in
2013.
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Item Noted
TransLink
will
pursue
development of a regional
goods movement strategy
with its partners to guide
public policy, prioritysetting and investment
decisions going forward.

2010 Statutory Report Response
Development of a goods movement strategy
is a key component of the process to update
Transport 2040. The research phase for
strategy development will begin in 2011. A
significant number of planning initiatives
have either been completed in 2010 or are
underway to inform the development of the
goods movement strategy. These include
the MRN review, examining designation of
dangerous goods routes on the MRN,
exploring opportunities to streamline truck
regulations
and
permitting
and
enforcement,
reviewing
technology
solutions to eliminate unnecessary truck
trips related to the movement of empty
containers, and implementing a system to
collect real time travel information.

Status Update
A Global Context and Local Context
Goods Movement study were
initiated in 2011 as part of the
update to Transport 2040. Draft
reports will be published in 2012.

TransLink will partner with
Transport Canada and the
BC
Ministry
of
Transportation
and
Infrastructure in a research
initiative to establish a
better understanding of
freight transportation and
logistics flow in the Lower
Mainland and to identify
options for addressing
impediments in the flow of
goods.

The commitment was successfully fulfilled in
2010. TransLink is partnering with Transport
Canada and the BC Ministry of
Transportation and Infrastructure on the
Applied Freight Research Initiative (AFRI). In
2010, a Project Charter was agreed to and a
work plan was prepared to guide the
technical work that the AFRI partners will
undertake. The first component, a research
study to examine the flow of goods in the
region, was initiated by the AFRI program.
This initiative will continue in 2011.

In 2011, the Cascade Gateway Sector
Profile was completed with a report
titled “The Cascade Gateway Crossborder Flows and Systems”. Truck
demand, counts, commodity flow
and variables influencing freight
transportation were analyzed in the
study.

The 2010 Base Plan
includes resources to
initiate some road pricing
planning research and
technical studies.

As part of the process to update Transport
2040, planning will be done to examine the
role of road pricing to both shape travel
demand and to provide sustainable funding
for transportation for the region.

TransLink has continued to support
discussions and evaluation work on
the future role of road pricing in the
region
through
the
current
sustainable
funding
strategy
discussions.
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Other Strategic Initiatives
Item Noted
TransLink’s Real Estate
Program will consist of the
disposal of a limited
number of existing surplus
real estate assets. The
number or properties that
will become surplus is very
limited due to the lack of
new and more efficient
facilities.
TransLink is working with
internal
and
external
partners to manage safety
and security. Significant
work being done includes
the
establishment
of
Safety,
Security
and
Emergency Management
Systems.

Transit Police Services
Item Noted
The Station Targeted Area
Response Team is a new
initiative being launched in
the fall of 2009 in
Richmond.

March 2012

2010 Statutory Report Response
During 2010 the Real Estate Department
focused on preparing product for the 2011
and later markets. The Department currently
has three properties on the market and
several more will be listing during the year.
Sales for 2011 are projected to be $35 to
$40 million.

Status Update
TransLink completed the disposition
of various surplus properties in 2011
that realized $1.5 million gain. Other
commercial transactions are in
various stages of the disposal
process.

Operational safety management systems are
in place at the Rail Division and are updated
annually. Emergency management is a
component of the safety management
systems. During 2010, CMBC developed
strategies to implement management
systems for Emergency Management and
Safety. These management systems are still
in their infancy and will be further
developed in 2011.

Ongoing staffing challenges have
delayed safety management system
implementation at CMBC. TransLink,
BCRTC and CMBC are developing a
Memorandum of Understanding on
Safety that will clarify respective
roles and responsibilities as well as
set, at a high level, minimal
standards for safety and security.
TransLink, BCRTC, CMBC and Transit
Police have entered into a
partnership with WorkSafeBC to
develop
new
approaches
to
managing several areas of safety.

2010 Statutory Report Response
The team was deployed in Richmond with
the RCMP during 2010. Its role is now being
reviewed as a result of RCMP decisions on
2011.

Status Update
The Station Targeted Area Response
Team (STAR) was established in
advance of the opening of the
Canada Line. This was in part to allay
fears of the general public that a
new mass transit line would bring
with it an increase in crime. Careful
monitoring of the team’s workload
revealed that better and more
effective deployment options were
available and, as a result, the team
was redeployed. The formal joint
working protocol with Richmond
RCMP for this team ended in 2011.
The Transit Police continues to have
an ongoing protocol Memorandum
of Understanding for overall police
coordination – this MOU was
updated in 2011.
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Item Noted
The Transit Police Service
will
address
capacity
enhancement
through
recruitment,
retention,
health
and
wellness,
communications
and
information technology.

Technology
Item Noted
The Intelligent
Transportation Systems
Plan will be updated and
include the Integrated
Regional Signal System;
the Rail Advance Warning
System; the Smart
Corridors Strategy; the
Regional Detectorization
Strategy; involvement in
the design and
implementation of the
Regional Transportation
Management Centre.

March 2012

2010 Statutory Report Response
Through hiring of new recruits and
experienced police officers, the Transit
Police achieved its 2010 authorized strength
for police officers. Regular HR newsletters
enhanced staff understanding of benefits
and health/wellness services, and a fitness
challenge was implemented. A new voice
mail system was initiated to improve
communication between police officers and
the public. The E2MV tool was approved and
will be launched in 2011. E2MV will allow
the visualization of the Transit Police and
Jurisdictional
Police
incidents
and
dispatched resources on a web-based map
viewer, providing communications operators
and decision makers with near real-time
geo-spatial situational awareness across the
Transit Police operating area.

Status Update
An independent Operational Review
of Transit Police took place during
2011. There were three objectives
established. The review looked at
organizational structure, operational
capacity
and
administrative
structure. The report made 30
recommendations all of which are
being considered and progressed as
appropriate. Transit Police are
currently
recruiting
a
Communications Advisor in order to
establish internal capacity in an area
that had historically been contracted
to consultants. In addition, an IT
manager is now in place that is
leading a review of IT for the
organization and working closely
with others in the Enterprise to align
and enhance capacity where
appropriate.

2010 Statutory Report Response
The Intelligent Transportation Systems Plan
will be updated and include the Integrated
Regional Signal System; the Rail Advance
Warning System; the Smart Corridors
Strategy; the Regional Detectorization
Strategy; involvement in the design and
implementation of the Regional
Transportation Management Centre.

Status Update
The Intelligent Transportation
Systems Plan will be updated and
include the Integrated Regional
Signal System; the Rail Advance
Warning System; the Smart Corridors
Strategy; the Regional
Detectorization Strategy;
involvement in the design and
implementation of the Regional
Transportation Management Centre.
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Item Noted
Customer
Information
initiatives as follows: Next
Bus; Partnership with
Google (Maps); Enhance
TransLink website; Realtime traffic information;
Dynamic information such
as service alerts to
customers
online
or
through dynamic signs and
text messaging to their
mobile devices.

2010 Statutory Report Response
In 2010, TransLink continued to develop new
customer information services that provide
up-to-date or real-time conditions to its
customers via a variety of electronic
platforms. TransLink released a trip-planning
“widget”, which allows the trip-planning tool
to be embedded in third party websites.
“Service Alerts” were launched in 2010 as
part of the One Customer account system.
Over 20,000 users signed up for accounts,
and over 8,000 of these subscribe to email
or text-message service alerts. TransLink
also completed the development of an
interface that directs real-time traffic alerts
to the TravelSmart website. A project to
monitor real-time traffic speed on corridors
throughout the region was initiated in 2010.
The data generated by this system will be
integrated with customer information
services and archived for analysis purposes.
TransLink’s partnership with Google
continues, and efforts in 2011 will be
focused on delivering improved data to
Google Transit, Google’s online transit tripplanning tool. The Next Bus project, which
will deliver real-time information via social
media applications, will commence in 2011.
As well, TransLink upgraded its website to
provide improved opportunities for two-way
dialogue with the public.

March 2012

Status Update
Launch of the Real Time Transit
information
website
(http://nb.translink.ca/) to the public
occurred in September 2011. Initial
functionality provided real time
mapping capability of all Coast
Mountain Bus operated coaches. The
team has successfully rolled out
significant functional enhancements
to the site through a managed
release schedule which includes a
multi stop feature, search by route,
enhanced route functionality, search
by GPS location, as well as several
other enhancement requests and
minor bug fixes submitted by our
customers. The team is working to
provide
predictive
next
bus
department times by bus stop in Q2
2012.
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3 2011 Financial Plan
The 2011 Transportation and Financial Base Plan and Outlook (Funding Stabilization Update) included a high-level
Statement of Revenue and Operations Summary (which uses Generally Accepted Accounting Principles (GAAP) as a
starting point) forecast for the year (see page 34). The table below compares the 2011 plan forecast to the
statutory actual results, all on a funded basis. The budget reporting format is consistent with TransLink’s
consolidated statement of revenue and expenditures. Section 5 provides a detailed review of 2011 actual revenue
and expenditures compared to the 2011 budget.
TransLink

($ millions)

2011 Plan compared to Actual Results (Unaudited)
2011
2011
Actual
Plan

Fav./
% Change
(Unfav.)

Revenues
Transit

444.7

437.3

33.7

34.4

(0.7)

(2.0%)

Fuel

311.8

324.3

(12.5)

(3.9%)

Property & Replacement

298.1

297.2

0.9

0.3%

Golden Ears Bridge Tolls

7.4

1.7%

Taxation

Parking Rights Tax

53.7

47.2

6.5

13.8%

Hydro Levy

18.8

18.7

0.1

0.5%

682.4

687.4

3.9

Total Taxation
Interest Income
Senior Government Contributions
Total Revenues

(5.0)

(0.7%)

1.7

2.2

129.4%

21.7

18.3

3.4

18.6%

1,186.4

1,179.1

7.3

0.6%

Expenditures
Transit Operations

815.9

851.9

36.0

4.2%

Roads & Bridges

46.5

46.5

-

0.0%

TransLink (Includes Transit Police)

88.6

72.7

(15.9)

(21.9%)

8.9

3.3

(5.6)

(169.7%)

-

-

-

Total Expenditures

959.9

974.4

14.5

1.5%

Surplus/(Deficit) before Debt Service Costs

226.5

204.7

21.8

10.6%

-

-

-

1.5

15.0

(13.5)

-

(2.7)

Other Programs
Corporate Contingency

Re-Structuring Costs
Gain on Disposal of surplus assets (Real Estate)
(Loss)/Gain on disposal of capital assets

(2.7)

-

(90.0%)
-

Debt Service Costs

259.6

292.7

33.1

11.3%

Surplus/(Deficit)

(34.3)

(73.0)

38.7

53.0%
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The Plan uses an average fare to develop the revenue projections. Transit revenues were $7.4 million higher than
Plan. Increased ridership (due partly to higher fuel prices) and the Stanley Cup Finals contributed to the increased
revenue.
The Golden Ears Bridge Toll revenues were originally developed from a traffic study that was prepared in 2004. The
2011 Plan has been adjusted to reflect current volumes and as such shows only a $0.7 million unfavourable
variance to Plan.
Fuel Tax revenue was $12.5 million below Plan. The Plan forecasted an increase in total fuel consumption of 1 per
cent in 2011, primarily in response to Provincial forecasts of renewed economic growth. Actual results show a
decline in fuel sales volumes in the region.
Parking Rights Tax revenue is $6.5 million higher than plan. Increases in the amount of taxes remitted by parking
vendors and the net increase in registered parking vendors contributed to the favourable variance.
Interest income was higher than Plan by $2.2 million. Surplus cash and other liquid funds available for short term
investment remain higher than budgeted as capital spending was less than anticipated. Short term interest rates
are slightly lower than Plan.
Senior Government contributions towards the operating expenditures of the Canada Line are $1.0 million above
Plan.
Transit operations costs were $36 million below Plan, as savings were realized with lower maintenance costs,
lower fuel & propulsion costs, along with savings from the service optimization initiative. The Business Technology
Division costs were transferred to TransLink with the budget recorded under the Plan. A credit of $22.5 million is
included in the Plan forecast for the Canada Line – Concessionaire credits, whereas the actual credit recorded
under debt service costs.
TransLink costs were above Plan by $15.9 million with the actual costs of the Business Technology and some HR
Divisions from the Transit Operations being transferred to TransLink. Offsetting these are the cost containment
initiatives in the marketing area, and professional and consulting fees. Additional savings were realized from delays
in filling vacant positions, and reductions in discretionary spending.
Other programs costs were $3.2 million above Plan as actual costs included Trip Diary Planning and several Rapid
Transit Studies not included in the Plan.
The gain on disposal of capital assets (Real Estate) is below plan by $13.5 million as the expected sale of some
surplus properties was delayed into 2012.
Debt Service costs were lower than Plan by $33.1 million. A credit of $22.5 million for Canada Line –
Concessionaire credits was recorded under Transit Operations and should have been under this category. Other
contributors to the lower debt service costs were lower interest rates and lower average borrowings, longer
repayment terms on new debt from 20 years to 30 years. Fewer assets were purchased during the year resulting in
lower depreciation costs.
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2011 Capital Program

Schedule 1 below lists the projects that were included in the 2011 Capital Budget and indicates their current
status. Detail on projects added, deleted and not initiated follows.
Schedule 1
2011 Capital Program as at December 31, 2011 ($ 000's)

Project and Program Titles

Approved in
Principle
(AiP)1
Budget

Equipment
ExpoLine SCADA RTU Replacement
All projects less than $1M
Total for Equipment
Facilities
Trolley Overhead Group Relocation
Scott Rd Stn - Accessibility U/G
All projects less than $1M
Total for Facilities
Infrastructure
Highway 1 BRT - 202nd St BUS/HOV Only Connector
2010 Bicycle Capital Program
2010 Bicycle Capital Program
2011 MRN Minor Capital
2011 BICCS Program
UBC Trolley Loop
Running Rail Replacement - OMC Pocket
All projects less than $1M
Total for Infrastructure
Major Construction Projects
Pattullo Bridge Replacement Project
All projects less than $1M
Total for Major Construction Projects
Technology Applications
Farecard Business Intelligence Foundation
Employee Time Collection & Scheduling System
Card Access Control System
All projects less than $1M
Total for Technology Applications
Vehicles Conventional Revenue
SeaBus replacement - 2nd
2012 Conventional Bus Replacement
2012 HandyDart Replacement
2012 Community Shuttle Replacement
MKI Overhaul - Refurb & Modern
All projects less than $1M
Total for Vehicles Conventional Revenue
Vehicles Other Revenue or Non Revenue
CMBC NRV Replacements
All projects less than $1M
Total for Vehicles Other Revenue or Non Revenue

Totals

Specific Project Approval
(SPA)2
Approval Date

2,000
Oct 13, 2011
2,150 N/A
4,150

Budget

Budget with Actual Cost to
PCAs
Date
2,080
1,148
3,228

578
578

Forecast to
Complete

Final Forecasted
Cost

Completion
Date

2,080
12
2,092

2,080
10/7/2013
591 N/A
2,671

5,293
168
5,461

5,293
168
5,461

2,750
822

2,750
822

9,605
2,500
1,322
265
17,263

9,605
2,500
1,322
889
1,439
19,326

102
102

9,929
9,929

10,031
10,031

2,000 ----- Project rolled over into 2012 Capital Program ------2,800
Jun 8, 2011
3,359
3,359
1,425
Jun 8, 2011
1,455
1,455
0
8,491 N/A
5,016
3,100
967
14,716
9,830
7,914
967

2,068
1,455
1,291
4,814

2,068
1,455
2,257
5,781

24,698
38,706
5,985
9,082

25,091
38,731
5,991
9,185

78,471

78,999

50,000 Sep 27, 2011
5,410
Oct 13, 2011
470 N/A
55,880

2,080
1,148
3,228

Current Status 3

0
----- Project Cancelled ------5,410
5,410
470
470
5,880
5,880
0

2,750
Nov 22, 2011
2,750
2,750
50
Dec 2, 2011
50
822
1,400 ----- Project rolled over into 2012 Capital Program ------10,000
Jan 28, 2011
10,000
10,000
3,000
Jan 28, 2011
3,000
3,000
1,900
Jul 6, 2011
1,410
1,410
1,210
May 6, 2011
1,195
1,195
889
5,453 N/A
4,975
3,709
1,174
25,763
23,380
22,885
2,063
9,000
Jul 19, 2011
0 N/A
9,000

9,000
0
9,000

9,005
9,005

14,725
Apr 14, 2011
24,640
25,083
393
39,185
Mar 31, 2011
38,740
38,740
25
6
7,725
Aug 16, 2011
5,994
5,994
5,950
Mar 31, 2011
6,210
9,201
103
55,410 ----- Project rolled over into 2012 Capital Program ------0 N/A
0
122,995
75,584
79,018
527
1,155
Feb 1, 2011
225 N/A
1,380

233,884

1,155
0
1,155

1,155

613

231

844

1,155

613

231

844

128,057

129,085

4,850

118,262

123,112

N/A
5/31/2013
N/A

4/30/2012
6/30/2012
N/A
12/31/2014
12/31/2014
9/1/2012
10/24/2011
N/A

9/30/2019
N/A

N/A
1/31/2013
4/30/2013
N/A

8/1/2013
12/12/2013
11/30/2013
8/1/2012
N/A
N/A

2/28/2012
N/A
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TransLink Capital Program Status - Project Additions, Deletions and Not Initiated
Additions
Project
Budget
Reason
($000s)
GEB AVI System Upgrade
665
Replace roadside equipment and modify central system to
ensure interoperability with Port Mann Bridge and Province’s
GreenLight program.
South Surrey Park and Ride

467

Reconfigure Park and Ride lot to accommodate overcrowding
with sufficient capacity, improving safety and operational
efficiency.

Newton Exchange Bus Shelters

182

Install eight new shelters, removed in early January 2011, to
provide weather protection for waiting passengers.

Golden Ears Bridge – Transponder
Replacement

1,705

Replace transponders to ensure interoperability with Port
Mann Bridge and Province's GreenLight program. Coordinated
with the "GEB AVI System Upgrade" project listed above.

Various Office Moves

507

Undertake various office moves to better utilize TransLink's
enterprise office space through consolidation, utilization and
subleasing.

1,000

Contribute to the initial build of the RTMC in line with
TransLink’s role as a regional partner with MoTI.

Dev. & Test Environments for TL
Websites

156

Establish new development and test environments for
TransLink websites to reduce the risk of systems failure and
unavailability.

Maple Meadows Station Crew
Room

400

Construct a new crew and wash room facility at Maple
Meadows station to allow termination of route #595 at this
location, saving an average 5000 operating hours per annum.

2011 CMBC
Replacement

100

Replace and outfit two Non-Revenue Vehicles involved in
serious collisions and subsequently written-off with new ones.

Regional
Centre

Traffic

Management

NRV

Accident
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Deletions
Project
Broadway Transit Priority - Elec
Design

Fixed Asset System

Budget
($ 000s)
475

March 2012

Reason
Results for Main Street Transit Signal Priority (TSP) was
inconclusive; TransLink and CMBC needed to align with
overall TSP strategy, goals and objectives before proceeding
with additional TSP projects; and there was no capital budget
planned for implementation.

200

SaaS (Software-as-a-Service) solution procured out of
Corporate Controller’s annual operating budget until a new
enterprise financial system is in place.

100

Scope changed to reconfiguring existing websites, so work is
internalized.

LIFT Property Management

100

Project plan and scope has changed significantly since it was
first proposed.

OTC / NVTC Boiler & Heating
System Construction

200

Both sites will close when HTC and MMC opens, so existing
systems will be maintained until transfer of operations.

Rectifier
Station
PLC
and
Protective Relaying Control U/G

400

Scope was rolled into a CMBC active project

Garbage Compactor

200

Replacement was funded as an operating lease.

Water

75

Project funded out of TransLink's Transportation Property and
Casualty Company Inc.

Group

50,000

Scope and site has changed significantly

Service Center Monitoring and
Reporting

200

Lack of internal resources to implement and manage project

Windows 7 Operating
Deployment - desktops

System

100

Deployed over several years under operating, as systems are
replaced.

PeopleSoft Extension to BCRTC
(linked to FoxPro de-integration)

250

Project scope was transferred to and consolidated with the
"HR PeopleSoft for BCRTC (113010)" project.

Safety Software (LC)

185

Project funded out of TransLink's Transportation Property and
Casualty Company Inc.

Consolidation
Websites

of

SeaBus Facilities
Separator (LC)

Corporate

Oily

Trolley
Overhead
Relocation
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Projects Not Initiated
Project
2010 Bicycle Capital Program

Budget
($ 000s)
1,400

Reason
Planned for Phase 2 construction of BC Parkway sections that
are currently being designed in Phase 1.

Farecard Business Intelligence
Foundation

2,000

The pre-requisite Enterprise BI & Datawarehouse Strategy
feasibility study did not begin until fall 2011 due to
organizational capacity challenges, so SPA preparation and
submission for this project could not proceed until Q4 2011.
SPA was granted February 2012.

Security Information, Monitoring
and Detection Systems

400

BTS developed a comprehensive Enterprise Security Program
with this project as one component. The program definition
was developed in 2011 and the subsequent SPA submission is
planned for Q2 2012.

LiveLink/SharePoint Integration

350

Per the Roadmaps development, SharePoint will be upgraded
in Q4 2012, followed by Livelink in Q1 2014. This project will
be deferred to Q3 2014 when both foundational elements are
completed.

TransLink Employee Portal —
Phase II

200

Based on limited capacity, other projects were deemed to
have higher priority, so this project is deferred to Q4 2012.

TOH Arbutus Corridor Feeder
Cable Replacement

700

Alternate solutions were being identified and assessed to
determine the best strategy moving forward, which delayed
implementation into 2012.

Security Incident Reporting System
(SIRS) Replacement

200

Based on limited capacity, other projects were deemed to
have higher priority, so this project is deferred to Q3 2012.

Operator Holiday (TH) System
replacement

250

The urgency to replace this system was delayed due to lack of
bargaining changes in 2011 as well as the delay in the
Hamilton Transit Centre opening to 2015. A Feasibility Study
to explore options will be submitted in 2013, followed by a
Capital Project in 2014.

Network Access Control Security
Appliance

500

BTS developed a comprehensive Enterprise Security Program
with this project as one component. The program definition
was developed in 2011 and the subsequent SPA submission is
planned for Q2 2012.

Unified Enterprise Network

830

BTS developed a comprehensive Enterprise Security Program
with this project as one component. The program definition
was developed in 2011 and the subsequent SPA submission is
planned for Q2 2012.
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Project
MKI Overhaul - Refurb & Modern

Budget
($ 000s)
55,410

Training software (computer
based training)

110

Non-Revenue Vehicles
Replacement

225

March 2012

Reason
October 2011 new vehicle pricing from Bombardier showed a
significant drop, so due diligence review is currently
undertaken to revisit the refurbish or replace decision.
The project is delayed to fully support the safety software
project, which was due to complete in December 2011.
Buy vs. lease analysis is being revisited and should be
complete in Q1 2012.
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Schedule 2 provides a comparison of the 2011 cash flow forecast in the 2010 Funding Stabilization Plan
(Appendix 6) to actual spending for the year, and notes reasons for major variances.
Schedule 2

Project Title

10yr Plan

Equipment
Commercial Bus Radio Network
Canada Line TVM/TVU Procurement
Remaining Equipment Projects
Total for Equipment

2011 Cash Flow ($ 000's)
Actuals
Variance
Jan 1 to Dec 31 Plan - Actuals

0
0
7,862
7,862

4,397
580
5,720
10,697

Facilities
BTCN Renovations
Knight Group Rectifier Replacement - Preliminary Design
Scott Rd Stn - Accessibility U/G
Hamilton Transit Centre Prelim and Detailed Design
Remaining Facilities Projects
Total for Facilities

5,381
3,039
2,575
1,687
1,592
14,273

97
132
309
8,070
8,608

5,284
2,906
2,575
1,377
(6,478)
5,665

Infrastructure
Smart Card & Faregate Project - Phase 3
EXPO Line Propulsion Power System Upgrades
SEE 2010003
Fraser Highway Widening - Phase A/B/C/D/E
MRN Minor Capital (SOGR)
2007 Transit Related Road Infrastructure Program
2008 Major Road Network (MRN) Minor Capital Program
2010 MRN Minor Capital Program
2007 Major Road Network (MRN) Minor Capital Program
2006 MRN Minor Capital Program
SeaBus Berthing Structures Upgrade Preliminary Design
TransLink Wayfinding System Upgrade - Prelim Design
SkyTrain Automatic Train Control (ATC) System Upgrade
2005 MRN Minor Capital Program
Knight Street Bridge Seismic U/G
Bicycle Program Capital (Upgrade)
2010 Bicycle Capital Program

77,544
18,411
0
10,000
0
13,444
7,369
11,970
0
4,809
3,502
10,239
0
(757)
3,000
3,120

33,083
715
12,720
8,739
6,309
546
5,656
5,796
323
97
7,020
3,207
2,358
301

44,461
17,697
(12,720)
10,000
(8,739)
7,136
6,823
6,314
(5,796)
4,485
3,405
3,219
(3,207)
(3,115)
3,000
2,819

Marine Drive Trolley Overhead Extension
2009 MRN Minor Capital Program
Remaining Infrastructure Projects
Total for Infrastructure
Major Construction
Golden Ears Bridge
Evergreen Line Project
Remaining Major Construction Projects
Total for Major Construction

3,341
2,179
12,028
180,200

881
4,469
12,480
104,699

0
5,150
0
5,150

13,811
1,040
14,852

Comments

(4,397) Costs were not forecasted
(580) Project at completion stage, final holdbacks
2,142
(2,835)
Delay in tendering process
Cost forecasts changed from Plan
Delay in project approval
Cost forecasts changed from Plan

Delay in prelim design and construction tendering process
Project schedule delayed to finalize contracts and time install with track operations
The project is with CoS and has been delayed due to preloading taking more time
Delays in municipal construction
Delays in municipal construction
Delays in municipal construction
Delays in municipal construction
Delays in municipal construction
Delays in municipal construction
Delay in prelim design and tendering process
Delays in municipal construction
Delay in prelim design and tendering process
Delays in municipal construction
Cost forecasts changed from Plan
Delays in municipal construction
Delays in municipal construction
Delays in negotiation with City of Vancouver resulted in changed implementation
2,460 schedule/forecast
(2,290) Delays in municipal construction
(452)
75,501

(13,811) Costs related to outstanding landscaping items
5,150 Closed
(1,040)
(9,702)

Minor Capital Account
Minor Capital Account
MCA Allocation
Minor Capital top up
Remaining Minor Capital Projects
Total for Minor Capital Account

5,150
5,150
2,812
0
13,112

Technology Applications
Employee Time Collection & Scheduling System
SkyTrain Fibre Optic System Upgrades
SkyTrain Switch Control RCIU Replacement - Phase 2
Card Access Control System
Farecard Business Intelligence Foundation
Remaining Technology Applications Projects
Total for Technology Applications

3,039
4,053
3,037
1,321
1,133
6,716
19,300

Vehicle Convention Revenue
2011 HandyDART Vehicles Replacement
2011 Community Shuttle Vehicles Replacement
MKI Overhaul - Basic & Modernization
West Coast Express Fleet and Facility Expansion
Remaining Vehicle Convention Revenue Projects
Total for Vehicle Convention Revenue

6,901
3,785
3,272
20
1,658
15,636

1,752
4,146
7,635

1,155
427
1,582

613
5
618

542 Delay in tendering process
422
964

-

250 Contingency not required in 2012
138 Contingency not required in 2012
388

Vehicles Other Revenue or Non Revenue
NRV Replacements
Remaining Vehicles Other Revenue or Non Revenue Projects
Total for Vehicle Other Revenue or Non Revenue
Contingency
Unforeseen urgent capital requirements
Contingency
Total for Contingency

Enterprise Capital Program Totals

250
138
388

257,503

440
440
1,070
409
0
3,631
5,110
1,797
(60)

152,660

5,150 Minor Capital - No longer in use
5,150 Minor Capital - No longer in use
2,812 Minor Capital - No longer in use
(440)
12,672
3,039
2,983
2,628
1,321
1,133
3,085
14,190

Delay in prelim design and tendering process
Delay in prelim design and tendering process
Delay in prelim design and tendering process
Delay in prelim design and tendering process
Carried over to 2012 Program

5,104
3,845
3,272
(1,732)
(2,488)
8,001

Delay in prelim design and tendering process
Consolidated with 2012 CS Replacement
Carried over to 2012 Program
Holdback release forecasted for 2011 was delayed and paid in 2011

104,843
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2011 Financial and Performance Report

(2011 Year-end report will be inserted here upon Board approval)
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Transportation Demand Management

The following table compares the transportation demand management (TDM) objectives that were set for 2011 to
actual results:
Employer Pass Program
Objectives
Increase number of companies and
participants by 10 per cent and train all new
coordinators.

Carpooling and Carpool Hero Campaign
Objectives
Grow new ride-share registrants.

Results
At the end of 2011, 308 companies and 24,978 pass holders
were enrolled in this program, representing a 10 per cent
increase over 2010. Staff presented seven training sessions
with a total of 137 coordinators attending.

Results
4,573 new ride-share registrants in 2011.

Increase number of ride-share groups.

219 new ride-share groups compared to 526 new groups in
2010.

Participating Employer Web sites

5 new sites added in 2011 compared to 11 in 2010.

Drive site visitation with Carpool Hero
Campaign

19,736 site visits during campaign – a 41 per cent increase over
2010.
There were lower Jack Bell Ride Share registration numbers in
2011 as a result of the extensive TDM Olympic Games outreach
during 2009 and 2010, which included ridesharing.
Also, The Ride-Share Week campaign was shifted to general
awareness approach, with significantly more public
participation versus an emphasis on JBRS. In all, nearly 25,000
participated in the Carpool Hero campaign versus 14,000 in
Rideshare Week 2010 – included 205 Carpool Hero stories
submitted.
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Cycling and Walking /Bike to Work Week (BTWW)
Objectives
Results
Support overall cycling participation and 1,251 new commuter cyclists in 2011; 937 new commuter
participation in Bike to Work Week 2011 to cyclists in 2010.
increase cycling mode-share in Metro
Vancouver and support Transport 2040.
6,721 registrants in 2011, including 2,325 first-time registrants;
6,867 registrants in 2010. 1,666 registered workplaces in 2011;
1,723 in 2010.
65 commuter stations in 2011; 72 in 2010.
Nearly 12,000 cyclists were counted at core commuter stations,
70 per cent more than 2010.
Distance cycled during 2011 BTWW: 348,032; 276,522 in 2010.
The number of registrants declined slightly as many people
who already cycle to work do not register. However, the
number of new bike commuters increased substantially.
Developed and implemented a BikeMore general awareness
campaign to support cycling.
Telework
Objectives
Continue to promote telework as viable work
option, and support companies with start-up
documentation.

Results
Ongoing as part of business outreach.

Transportation Management Associations (TDM)
Objectives
Results
Continue to work with current and new Tilbury and Glenlyon are active associations. Both have
transportation management associations ridesharing portals and participate in the Employer Pass
when opportunities arise.
Program. TDM staff facilitates all meetings. A transportation
fair was held in the Tilbury business park in late May, with over
500 people attending.
Discussions are ongoing with potential new TMAs in Langley
and Richmond.
Car Sharing
Objectives
Promote car sharing as option to car
ownership
and
use
of
sustainable
transportation for most trips to individuals
and Corporate CarShare to businesses.

Results
TransLink continued to promote car sharing as an option to
vehicle ownership on travelsmart.ca and in business outreach
activities.
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TravelSmart – Ongoing Relationship Management & Promotion of TravelSmart Program
Objectives
Results
Encourage employers to become TravelSmart A total of 75 outreach presentations were made including
workplaces.
business meetings, transportation fairs, and transportation
management association meetings. Staff facilitated transit
partnerships with the BC Lions, Vancouver Aquarium,
Vancouver Giants and Zipcar and numerous others. Staff
worked with several employers to develop TravelSmart
workplace case studies to profile on the website.
Encourage the
travelsmart.ca

public

to

register

for

TravelSmart to School
Objectives
Development of TravelSmart to School
Program for elementary schools to support
Pilot a Secondary School Program

TravelSmart Seniors
Objectives
Deliver presentations and train 80 Senior
Advocates to assist seniors in understanding
transportation options.
Scrap-It
Objectives
Program to get older vehicles off the road
and reduce GHG emissions.
Park and Ride
Objectives
Review and renew 27 ride-share parking
spaces at Scott Road Park and Ride.

Committees
Objectives
Serve on Board of Association of Commuter
Transportation (ACT) Canada; sit on Regional
Clean
Air
Communications
Meeting,
Provincial Cycling Education Strategy
Committee and Youth Summit.

Over 9,500 people registered for TravelSmart in 2011, nearly
double the target of 5,000 for the first year. Also saw web
traffic of 68,000 unique visits, over twice the original target of
25,000.

Results
The program was delivered to approximately 10,000 students
in 13 elementary schools across Metro Vancouver.
A TravelSmart for Secondary Schools pilot program was
developed and successfully rolled out in 2011.

Results
The TravelSmart Seniors Program trained a total of 208 Senior
Advocates in 2011 in 11 training sessions.

Results
In 2011, 3,655 vehicles were scrapped and 479 transit passes
were issued.

Results
In 2011, all 27 ride-share spaces were renewed and a waiting
list of 5 carpools developed.
In addition, at the South Surrey Park and Ride, a total of 13
spaces were created to help manage demand – with those
spaces fully subscribed.

Results
TDM department staff contributed to and attended meetings
throughout the year. TransLink is a board member of ACT
Canada and hosted the 2011 Sustainable Mobility Summit in
early November of 2011 – featuring over 150 delegates from
across Canada.
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Short-term Fares Assessed

Short-term fares for bus, SeaBus, SkyTrain and HandyDart are shown in the table below.

Fare
Type
Cash

Status

Time

Adult

Regular
Off-Peak
Regular
Off-Peak

Concession
FareSavers
(10 tickets)

Adult
Concession

DayPass

Adult
Concession

No
restrictions

Within
Within
Within
1-Zone
2-Zones
3-Zones
$2.50
$3.75
$5.00
All Zones — $2.50
$1.75
$2.50
$3.50
All Zones — $1.75
$21.00
$31.50
$42.00
One Zones— $17.00, Add-Fare required for additional
Zones during peak periods.
$9.00 — valid all zones
$7.00 — valid all zones

West Coast Express operates on a different fare structure than other transit service.
Short-term fares for West Coast Express are shown in the table below.

Fare
Type
One-way Ticket
Return Ticket

Status
Adult
Concession
Adult
Concession

Within
1-zone
$5.00
$3.00
$9.50
$5.75

Within
2-zones

Within
3-zones
$6.75
$4.00
$12.50
$7.50

Within
4-zones
$8.25
$5.00
$15.50
$9.60

Within
5-zones
$11.25
$7.00
$21.00
$13.25
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Borrowings Undertaken in 2011
8.1 Long-term Borrowing

During 2011, TransLink made one long-term bond issues and renewed three existing debt issues. The renewals of
existing debt issues were done automatically by the Municipal Finance Authority of BC (MFA). These three MFA
issues are further broken down into 6 different amortization periods. Issues 74 and 77 were both renewed on June
1, 2011 and Issue 75 was renewed on December 1, 2011. On all these MFA issues only the interest rate changed.
The terms of these renewed issues are summarized below.
Issue No.

Amount
Borrowed

Revised
Coupon
Rate
(Note 1)

Amortization
Period

Maturity Date

01-Jun-2021

Revised SemiAnnual
Interest
Payments
(Note 2)
$823,500

74 (92A)

$54,000,000

3.05%

20 years

74 (92B)

$36,000,000

3.05%

75 (92A)

$37,800,000

75 (92B)

Sinking Fund
Payments
(Note 3)

$1,633,099.71

17 years

01-Jun-2018

$549,000

$1,393,169.10

3.05%

17 years

01-Dec-2018

$576,450

$1,462,827.56

$12,200,000

3.05%

20 years

01-Dec-2021

$186,050

$368,959.56

77 (2002S)

$15,000,000

3.05%

16 years

01-Jun-2018

$228,750

$634,048.62

77 (92)

$80,000,000

3.05%

20 years

01-Jun-2022

$1,220,000

$2,419,406.98

Note 1: Coupon rate fixed to maturity.
Note 2: Due semi-annually on June 1 and December 1.
Note 3: Due annually on June 1 or December 1 according to maturity date.
The terms of TransLink’s second independent debt issue is detailed below.
Series TL-2 (New Debt)

Issue Date: June 20, 2011

Amount
Borrowed
(Note 1)

Coupon
Rate
(Note 2)

Term

Maturity Date

$200,000,000

4.65%

30 Years

20-Jun-2041

Semi-Annual
Interest
Payments
(Note 3)
$4,650,000

Principal due on
maturity
(Note 4)
$200,000,000

Note 1: Unsecured.
Note 2: Coupon rate fixed to maturity. Effective yield is 4.70 per cent.
Note 3: Due semi-annually on June 20 and December 20. First payment of $4,650,000 due December 20, 2011.
Note 4: Due on June 20, 2041.
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8.2 Short-term Borrowing – via Commercial Paper Program
On May 13, 2010, TransLink launched a $500 million Commercial Paper Program backstopped with a line of credit
from a syndicate of six Canadian chartered banks. Having this $500 million program available at favourable interest
rates, compared to using a bank facility, provides flexibility in managing TransLink’s cash flow needs.
Commercial Paper – Short-Term Borrowing for 2011
Action
Deal #
Loan (Fixed Rate) Interest Rate
(%)
Issue
27
30,000,000
1.06480

6-Jan-11

Repay

25

(30,000,000)

6-Jan-11

Issue

28

60,000,000

Repay

26

(60,000,000)

Issue

29

30,000,000

Repay

27

(30,000,000)

Issue

30

60,000,000

Repay

28

(60,000,000)

Issue

31

30,000,000

Repay

29

(30,000,000)

Issue

32

60,000,000

Repay

30

(60,000,000)

Issue

33

30,000,000

Repay

31

(30,000,000)

Issue

34

60,000,000

Repay

32

(60,000,000)

Issue

35

30,000,000

1.07024

5-May-11

16-Jun-11

120,000,000

Issue

36

30,000,000

1.05435

26-May-11

30-Jun-11

150,000,000

Repay

33

(30,000,000)

Issue

37

30,000,000

1.09126

2-Jun-11

4-Aug-11

150,000,000

Issue

38

60,000,000

1.07024

9-Jun-11

21-Jul-11

210,000,000

1.06480

Transaction Date

20-Jan-11

Maturity
Date
10-Feb-11

10-Feb-11

24-Feb-11

24-Feb-11

17-Mar-11

17-Mar-11

31-Mar-11

31-Mar-11

21-Apr-11

21-Apr-11

5-May-11

5-May-11

150,000,000
90,000,000

26-May-11

21-Apr-11
1.05435

120,000,000
90,000,000

31-Mar-11
1.06480

150,000,000
90,000,000

17-Mar-11
1.05435

120,000,000
90,000,000

24-Feb-11
1.05435

150,000,000
90,000,000

10-Feb-11
1.05435

120,000,000
90,000,000

20-Jan-11
1.06480

Total Outstanding

120,000,000
90,000,000

9-Jun-11

5-May-11

150,000,000
90,000,000

26-May-11

120,000,000

Page 58 of 79

South Coast British Columbia Transportation Authority—2011 Statutory Annual Report

March 2012

Commercial Paper – Short-Term Borrowing for 2011
Action
Deal #
Loan (Fixed Rate) Interest Rate
(%)
Issue
39
30,000,000
1.09126

9-Jun-11

Repay

35

(60,000,000)

9-Jun-11

Issue

40

30,000,000

Repay

34

(30,000,000)

16-Jun-11

180,000,000

Repay

36

(30,000,000)

30-Jun-11

150,000,000

Repay

38

(60,000,000)

21-Jul-11

90,000,000

Issue

41

30,000,000

Repay

40

(30,000,000)

Issue

42

30,000,000

Repay

37

(30,000,000)

Issue

43

30,000,000

Repay

39

(30,000,000)

Issue

44

30,000,000

Repay

41

(30,000,000)

Issue

45

30,000,000

Repay

42

(30,000,000)

Issue

46

30,000,000

Repay

43

(30,000,000)

Issue

47

30,000,000

Repay

44

(30,000,000)

Issue

48

30,000,000

Repay

45

(30,000,000)

Issue

49

30,000,000

Repay

46

(30,000,000)

1.07024

1.05435

Transaction Date

16-Jun-11

28-Jul-11

Maturity
Date
11-Aug-11

4-Aug-11

28-Jul-11

1-Sep-11

11-Aug-11

8-Sep-11

1-Sep-11

15-Sep-11

8-Sep-11

6-Oct-11

15-Sep-11

13-Oct-11

6-Oct-11

20-Oct-11

13-Oct-11

10-Nov-11

20-Oct-11
20-Oct-11

120,000,000

120,000,000
90,000,000

17-Nov-11

13-Oct-11
1.05435

120,000,000

90,000,000

6-Oct-11
1.05435

120,000,000

90,000,000

15-Sep-11
1.05435

120,000,000

90,000,000

8-Sep-11
1.05435

120,000,000

90,000,000

1-Sep-11
1.05435

120,000,000

90,000,000

11-Aug-11
1.05435

210,000,000

90,000,000

4-Aug-11
1.04390

240,000,000
180,000,000

28-Jul-11
1.05435

Total Outstanding

120,000,000
90,000,000

24-Nov-11

120,000,000
90,000,000
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Commercial Paper – Short-Term Borrowing for 2011
Action
Deal #
Loan (Fixed Rate) Interest Rate
(%)
Issue
50
30,000,000
1.05435

10-Nov-11

Repay

47

(30,000,000)

10-Nov-11

Issue

51

30,000,000

Repay

48

(30,000,000)

Issue

52

30,000,000

Repay

49

(30,000,000)

Issue

53

30,000,000

Repay

50

(30,000,000)

1.06800

Transaction Date

17-Nov-11

Maturity
Date
15-Dec-11

24-Nov-11

19-Jan-12

15-Dec-11
15-Dec-11

120,000,000

120,000,000
90,000,000

26-Jan-12

24-Nov-11
1.05435

Total Outstanding

90,000,000

17-Nov-11
1.06800

March 2012

120,000,000
90,000,000

19-Jan-12

120,000,000
90,000,000
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B. Audited Financial Statements
(Audited Financial Statements will be inserted here upon Board Approval)
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C. Complaints Summary
Corporate Overview
In 2011, TransLink’s combined service hours for the bus and rail division was 6.31 million service hours from 6.38
million in 2010, the difference being the Olympics. Boarded passenger totals rose by slightly more than 2.1 per
cent in 2011 to 356.2 million from 347.2 million in 2010.
Corresponding to the increase in boarded passengers for 2011, complaints also rose slightly. In 2011, there were
30,272 transit service complaints; an increase of slightly more than 2 per cent over the 29,424 transit service
complaints received in 2010. With the increase in 2011 of ridership and complaints, our current transit system
standard measure of complaints per 1,000,000 boarded passengers grew very slightly to 84.9 from 84.7 in 2010.
A new measure for 2011 is “complaints per million customer interactions”. It represents the ratio of all complaints
from across the Enterprise against the total number of Enterprise-wide customer interactions. For this measure,
customer interactions are defined as: all transit trips taken on the system (including contractor operated parts of
the system, Golden Ears Bridge crossings and AirCare tests). For 2011, comparing the Enterprise-wide complaint
total of 33,891 against a total of 366,508,995 customer interactions, we end up with a ratio of complaints per
million customer interactions of 92.4.
Table A
Corporate Summary
2011
2010
CMBC
27,496
26,547
SkyTrain (Expo/Millennium Lines)
385
404
SkyTrain (Canada Line)
468
733
West Coast Express
529
445
HandyDART
1,394
1,295
AirCare
277
262
Golden Ears Bridge
1,340
1,226
TransLink Corporate
2,002
1,683
Total Complaints
33,891
32,595
Total Customer Interactions*
366,508,995
Complaints per Million Customer Interactions**
92.4
* “Customer Interactions” include: all transit trips, Golden Ears Bridge crossings and AirCare tests
** New measure for 2011
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Coast Mountain Bus Company
For CMBC, slightly more than half of the complaints involve staff (operators) and approximately one quarter of
complaints relate to service delivery. These complaint percentages are similar to previous years.
All complaints are logged and assigned a priority code of P1 or P3. P1 complaints are urgent and must be resolved
within 48 hours. P3 complaints are less critical and must be resolved within 15 business days. Approximately 99 per
cent of all CMBC complaints received in 2011 were closed in the year. Approximately 90 per cent of complaints
were closed within 14 business days.
CMBC continues to aggressively address complaint issues through a variety of programs with its front line field
support and customer service training. Some of their customer service initiatives for 2011 include:
•
•
•

•

•

Expansion of the “one route per month” initiative to solicit information as well as report back to
employees and customers on service resolution.
Frontline support program. Each Service Delivery Supervisor gets out in the field once per week to discuss
customer and employee concerns on service issues.
Development of an Operator performance review process where Operators will receive an annual
performance review highlighting and tying in their individual efforts to corporate goals such as reducing
complaints, acknowledging commendations and their personal attendance record and effect on service
reliability and delivery.
Priority return to training (PRTT) for Operators was initiated in 2011. This is designed to bring Operators
into a 1-day refresher on customer interaction/conflict resolution and professional driving habits.
Operators who had completed their probationary period and those operators who had been identified
through the complaint investigation process that need additional training or refreshing of their skills were
targeted for this training.
Utilized Social Media (Twitter) to push out information to customers such as bus re-routes, special events,
cancellations, service disruptions updates on system issues and complaint resolution. Started the year at
3,000 followers and reached over 17,000 by the year’s end.

SkyTrain — Expo and Millennium Lines
The most significant percentage variances in the number of complaints from 2010 to 2011 are related to Service
Schedule and Fares/TVM. Service Schedule complaints increased due to several delays; one third of all delays were
ATC (Automatic Train Control) related, which we expect will improve upon the replacement of the fiber optics on
the Expo Line, planned for 2012. This upgrade will improve the continuity and strength of ATC messaging.
The overall majority of delays continue to be a result of track intrusion by customers, but this only serves to
confirm the ongoing need for these important safety features. A major service delay of 5 hours was experienced in
November, notable not only for it length, but also as it marked the first time SkyTrain has felt impacts related to
leaf residue (many of our counterparts in other markets are affected by these issues on a regular basis). SkyTrain
will adjust its procedures for track inspection during the weather and environmental conditions to ensure client
delays are avoided or, where not possible, minimized.
Fares and TVM’s also experienced a marked year over year variance in the number of complaints. SkyTrain is
confident that the new Compass Card and Faregate system will alleviate these issues in future, as it will mean the
complete replacement of all TVM and TVU machines on the entire system.
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Construction related to the preparation for Faregate installation and the new Plaza 88 complex (at New
Westminster Station) contributed to an increase in the number of Safety/Security complaints, however the
introduction of the Construction Guides represents our commitment to assisting customers through this process,
as well as ensuring their safety. The Construction Guides on the system, as well as the increased customer service
focus inspired by the CUTA customer service training rolled out in 2010/2011 helped to decrease in the number of
customer service related complaints.
In 2011, 95 per cent of complaints were responded to and closed within 10 business days. This is an improvement
over 2010’s 93 per cent response and closing rate.
SkyTrain — Canada Line
The May 5, 2010 Information Sharing Agreement between TransLink and the concessionaire remains in effect.
With COMS installed at Canada Line, the operator, PROTRANS BC, addresses all operational complaints directed to
them.
In 2011, complaints pertaining to the operations and maintenance of the Canada Line were focused on three major
categories – customer service, noise and train service. Complaints related to customer service were investigated
and, if validated, coaching and corrective actions were taken by the operator, PROTRANS BC. Noise generated by
the operations and maintenance activities of the system drew complaints from the Lansdowne and Yaletown
neighborhoods. Adjustments in operations maintenance plans were made by PROTRANS BC to mitigate this impact
while maintaining the high reliability of the system. The system’s popularity and steady increase on ridership
continued to elicit calls for further increase in train service from passengers.
West Coast Express
In 2011 the top four areas of complaint for WCE were Temperature (equipment), TrainBus, Communications
(delays), and Escalators.
The temperature complaints refer to problems with controlling and maintaining the internal temperature on train
cars. The new car purchase in 2010 allowed WCE to extend train lengths. The new 10-car trains put a strain on the
locomotive hotel power (HEP), which provides power for heat and air conditioning to the cars. WCE has almost
completed the two year upgrade program to the HEP engines which should effectively end these power failures.
The complaints about TrainBus related to the cancellation of weekend TrainBus service as part of the enterprise
route rationalization. Many of these complaints originated from Mission residents, who were most dramatically
affected. WCE tries to ensure that we communicate with customers at all times; however, over the past couple of
years changes in staffing have resulted in a lack of training on how to deliver public announcements. A training
module in this area is being prepared for delivery to all front line staff, including train crews, in 2012.
Complaints regarding problems with escalator function were an ongoing issue in 2011. Environmental factors,
mainly rain penetrating the escalator structures, caused many ongoing problems for the Waterfront escalators. In
2012, WCE is looking at developing an escalator refurbishment program and evaluating the feasibility of enclosing
the escalators.
WCE Customer Service staff are able to resolve most problems immediately and over 90 per cent of all concerns
are resolved within 48 hours. Complaints that require assistance from other departments or other areas of transit
may take up to five or seven business days to complete.
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HandyDART
HandyDART complaints were slightly higher in 2011 over 2010. Driver-related complaints continue to account for
over 60 per cent of all complaints. For 2012, staff will continue to work with MVT to address these concerns, and
will ensure that each and every complaint will continue to get a thorough follow-up with both the employee as
well as the customer.
HandyDART addresses complaints in the same manner and timeframe as CMBC; P1 within 48 hours and P3 within
15 business days. In actual practice, most complaints are responded to and closed within two days.
AirCare
AirCare received and processed a similar volume of complaints as in 2010. The most common complaint concerned
testing procedures and policies, often related to the use of on-board diagnostic (OBD) testing in lieu of tailpipe
emission measurements.
Vehicle damage claims were the next most frequent, but these were down significantly from 2010. An emphasis on
damage prevention by the testing contractor contributed to this improvement. In 2011, about 50 per cent of tests
involved computer interrogation of the vehicle as opposed to a driving test. The OBD percentage will exceed 60
per cent in 2012, meaning that the potential for vehicle damage will be further reduced. As the motoring public
and the repair industry gain greater experience with OBD testing and its requirements, the number of complaints
related to procedures and policies should also decline. Most responses are handled by the contractor (Envirotest
Canada) and monitored by AirCare staff. All complaints must be responded to within 48 hours if received by email
or within hours (where possible) if received by phone.
Golden Ears Bridge
Toll operations on the Golden Ears Bridge are contracted through agreement with toll operator V-Flow Tolling Inc.
(V-Flow). Although the agreement does not require customer satisfaction surveys to be conducted and reported
on, V-Flow voluntarily performs customer satisfaction surveys by telephone throughout each month. In 2011,
15,036 customers were surveyed giving an overall ‘Completely Satisfied’ annual average rating of 95.8 per cent.
The agreement sets monthly performance requirements regarding the number of complaints that are allowed. VFlow has met or exceeded, unless noted below, these performance requirements each month in 2011:
•
•
•

•
•

Written complaints are not to exceed two per 1,000 accounts regarding the toll system and
operations of the toll system.
Complaints regarding data entry errors by the Toll Operator are not to exceed five per 1,000
accounts.
Telephone complaints are not to exceed five complaints per 1,000 calls received about the toll system
and operations of the toll system. V-Flow exceeded this requirement in 8 different periods during
2011 for an average of 8 complaints per 1,000 calls per month.
Less than 2 accounts closed due to customer service dissatisfaction out of every 400 accounts closed
with respect to the toll system and operations of the toll system.
Total complaints are not to exceed 15 per 1,000 customer contacts regarding the toll system and
operations of the toll system.

Complaints are compiled and summarized by V-Flow. Most complaints are received and responded to immediately
if by telephone. Written complaints or complaints requiring written response are responded to within five business
days.
Page 65 of 79

South Coast British Columbia Transportation Authority—2011 Statutory Annual Report

March 2012

Detailed Complaint Tables
Tables “B” and “C” show complaints received in 2011. Table “B” reflects specific transit service complaints. Table
“C” covers AirCare, Golden Ears Bridge and TransLink Corporate.
Table B
Complaints by Transit Service Type
CMBC *
Service Delivery
Service Planning
Staff
Website
Fares/ Fare
Equipment
Cell Phone/Radio
Accessibility/Racks
Other
Subtotal

7,685
1,910
16,287
546

2011

2010

9

8,247
2,007
17,066
556
49

7560
1,471
17,234
394
64

1394

55
266
957
29,419

151
247
1,166
28,287

West Coast
Express

Handy
DART

102
97
70
10
40

532

55
264
749
27,496

2
208
529

SkyTrain Expo and
Millennium Line
70
17
139
38
103
18

SkyTrain
Canada Line
32
232
25
59
112
8

853

System Schedule
102
77
Fares/TVM
249
7
Stations/Parkways
164
235
Trains
97
127
Customer Relations
215
314
Safety/Security
26
27
Other
356
Sub-Total
385
468
853
1,137
Total Complaints
30,272
29,424
Boarded Passengers (actual)
356, 219,967
347,194,229
Complaints per Million Boarded Passengers
84.9
84.7
* (Includes SeaBus, and Community Shuttle, plus the contracted services of Langley, New Westminster Community
Shuttles and West Vancouver Transit)
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Table C
AirCare Complaints
Service
Test Procedure
Damage Claim
Repair Results
Data Entry Error
Contractor
Program/PVTT
Website
Total Complaints
Vehicles Tested
Complaints per Million Tests**
** New measure for 2011

2011

2010

88
76
11
18
57
21
6
277
498,028
556

72
91
11
16
66
6
0
262
453,325

Golden Ears Bridge Complaints
Customer Service
Toll System and Processes
Toll Charges and Payment
Miscellaneous
Total Complaints
Total Crossings
Complaints per Million Crossings**
** New measure for 2011

2011
902
322
26
90
1,340
9,791,000
136

2010
639
478
109
n/a
1,226

TransLink Corporate Complaints

2011

2010

Policy-Related (Fares, Wayfinding, etc)

2,002

1,683

Complaint Handling Through Social Media
At the start of 2011, TransLink was operating in three areas of social media: Twitter with four TransLink-family
accounts, the Buzzer blog and Facebook. Following the success of our social media customer communication
channels during the 2010 Winter Olympics, management of both the Buzzer blog and Twitter was maintained
while management of the TransLink Facebook page was augmented.
Based on the success of the 2010 Social Media Pilot Program, the dedicated Twitter staff became permanent in
2011. The increase to staffing levels through this pilot program brought the TransLink Twitter account back to the
highly-lauded customer service levels provided during the Olympic Games. This corresponded to another boost in
followers plus a high number of messages being sent and received by TransLink for the remainder of the year.
In the fall of 2011, Facebook was looked at as a customer service channel that could be better serviced and grown.
As Facebook is the largest social media property in North America, this venue was seen as a valuable place to
communicate with and handle our customers’ complaints. Building on roughly 2,400 followers, TransLink launched
a Facebook page campaign called “Transit Pet Peeve Battle.” The campaign both grew our audience by 60 per cent
and educated followers on a common topic of customer complaints: transit etiquette. The TransLink Facebook
page currently has roughly 4,425 followers.
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The social media channels TransLink now uses provide new and significant opportunities for communication with
customers. It has allowed TransLink to respond almost instantly to customers on issues, particularly service delays
and disruptions. With the ability to send out an immediate message to the TransLink social media community,
TransLink is able to quickly and effectively address issues directly with our customers and indirectly with many
others through those same customers as these customers re-broadcast TransLink’s response to their social media
connections. From a complaint management standpoint, this quick response time undoubtedly minimizes the
number of the complaints TransLink would normally received had there not been the ability to provide customers
with timely updates on issues.
Three evaluations provide some measure of understanding in this regard:
1) Buzzer Blog Analytics
In 2011, the Buzzer blog was viewed 404,069 times by 164,626 different visitors. The blog averages roughly 11
comments per post. The most popular post received 102 comments. Popular subject matters included the new
mobile site, wayfinding, public toilets, reader polls, the announcement of Compass card, I Love Transit, Service
th
Optimization, Burnaby Gondola and the 25 anniversary of SkyTrain. According to COMs reports on customer
complaints regarding the blog, there were 15 customer suggestions, 17 customer commendations and 18
customer complaints. Complaints include dislike of the old mobile application, technical issues with the blog and
service issues.
2) Twitter Analytics
Currently, Customer Information has been averaging approximately 103 tweets per day. At the end of 2011,
TransLink had over 17,300 followers. In comparison, at the end of 2010, TransLink had 5,623 followers. In terms of
tweets, near the end of 2011 TransLink averaged approximately 80 tweets per day versus an average of nine
tweets per day in the fall of 2010.
3) Facebook Analytics
The TransLink Facebook page was created in October 2010. Over the 13 months leading up to November 2011, the
page gained roughly 2,500 followers. As of the end of 2011, the page had roughly 4,300 followers. Much of the
gain was attributed to a 12-day transit etiquette campaign in November. During this campaign, there were more
than 8,600 visitors to the page, and the page was visited more than 18,000 times. This campaign reached 445,398
people on Facebook.
The page averages roughly reaches 6,000 people daily. A cursory review of wall posts shows that categories of
complaints identified are: scheduling, operators, transit etiquette, money spent and general service delivery.
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D. Customer Satisfaction
2011 Customer Service Performance Ratings
The Table D below summarizes the percentage of customers who gave top-box (good to excellent) service ratings,
which is defined by industry standards as a rating of 8, 9, or 10 out of 10.
All Transit System and mode-specific attribute measures, including overall service, are based on asking the
customers directly. In other words, overall service is not calculated mathematically from any of the specific service
attributes such as frequency or reliability.
The analysis is segmented into the following groups:
•
•
•
•
•
•

Transit System (includes past 30-day riders of the bus, SeaBus or SkyTrain)
Bus System (includes all CMBC bus service as well as non-CMBC bus service such as West Vancouver
Transit)
SkyTrain (as of August 17, 2009 the SkyTrain segment includes the Canada Line)
SeaBus
West Coast Express (normally, the survey is conducted twice a year, onboard the train service only and
excludes TrainBus), and
HandyDART (survey conducted once per year, by phone with registered HandyDART customers).

Data is from three sources:
•
•

•

TransLink’s Bus, SkyTrain, SeaBus Customer Service Performance Survey, which interviews past 30-day,
adult users of transit in Metro Vancouver. Interviews are conducted daily and by phone.
TransLink’s West Coast Express Customer Service Performance Survey, which is normally, conducted twice
per year (March and September) onboard the West Coast Express train. Surveys are administered by an
interviewer.
TransLink’s HandyDART Customer Service Performance Survey, which is currently, conducted once per
year in the fall by phone and primarily with past month users of the service.
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Customer Service Performance Summary for 2011 — Transit System, Bus, SeaBus, SkyTrain, West Coast Express
and HandyDART
Transit System
In 2011, 6 out of 10 transit riders or 61 per cent gave the system good-to-excellent scores of 8, 9 or 10 out of 10 for
overall service. This is the same rating as 2010 suggesting that even without substantial additions in service, and
increased ridership, overall perceptions of service quality have been maintained.
Similar to 2010, the transit system service attributes that customers are most critical of include: the amount of
transit information available at stops and stations and on-board buses; as well as the number of bus shelters
available throughout the region. After slight improvements over the past three years, less than half of customers
rate these aspects of transit service as being good to excellent (8 or higher out of 10). Although less than half (46
per cent) of customers feel they are getting good-to-excellent value for the money they spend on transit, this is a
slight improvement over 2010.
Bus System
6 out of 10 (61 per cent) bus riders rate the overall bus service provided in Metro Vancouver as good to excellent;
this is unchanged from 2010.
The top three areas of bus service strength are: having an operator who drives safely and professionally, feeling
safe from crime on board the bus, and having a direct route. Over three-in-four riders gave scores of 8 or higher to
these attributes.
Overcrowding, on-time reliability and frequency of service continue to have the greatest impact on bus customers’
perceptions of overall bus service and these remain the three lowest-rated bus service attributes (47 per cent, 55
per cent, & 48 per cent respectively). The ratings of these three attributes have remained stable over the past
three years.
SkyTrain
In 2011, 77 per cent of SkyTrain customers, which includes Canada Line riders, give the overall service good-toexcellent scores. This is an increase over 2010 and likely a result of an improvement in BCRTC’s overall service
score; likely stemming from improved perceptions of crowding and frequency of service.
Overcrowding, although not the lowest-rated attribute, is SkyTrain’s weakest area of service because of the
relative impact that crowding has on customers’ perceptions of the overall SkyTrain service. Relative to 2010
SkyTrain’s overcrowding ratings have improved slightly (47 per cent good to excellent vs. 45 per cent in 2010), but
this improvement is due to higher BCRTC scores given that Canada Line’s overcrowding ratings have declined over
the year.
SeaBus
Eight in 10 SeaBus customers (81 per cent) give the service an 8 or higher out of 10 for overall service.
SeaBus continues to perform well on all service attributes: good-to-excellent scores range from 92 per cent for ontime, reliable service to 60 per cent for staff available when needed.
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West Coast Express
West Coast Express receives the highest scores of all TransLink’s transit services with a large majority (85 per cent)
of customers giving it good-to-excellent ratings for overall service. Six out of 10 (60 per cent) riders feel they
receive good-to-excellent value for their money.
Ratings for overcrowding have improved from 47 per cent last year to 55 per cent in 2011. “Convenient hours of
operation” remains the lowest-rated service attribute with less than half of customers (45 per cent) rating this
service attributes an 8 or higher out of 10.
HandyDART
HandyDART is a very well-rated service with more than two-thirds (68 per cent) of customers who have used the
service in the past month rating it 8 or higher out of 10 for overall service. The service is also well valued, with 82
per cent rating value for money at 8 or higher. HandyDART also receives very high marks on a number of service
attributes including two driver-related aspects of service: courteous, competent and helpful driver (92 per cent),
and driver’s skills to assist passengers with a physical disability (89 per cent).
Three aspects of the service tend to be rated lower than the rest: ease of booking at trip on HandyDART (66 per
cent); availability of HandyDART when needed (65 per cent); and on-time, reliable service (67 per cent). These
attributes also tend to have the greatest negative impact on customers’ perceptions of the service.
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Table D - 2011 Customer Service Performance Scores
Attributes

Transit
system

Bus
system

Skytrain*

Seabus

West
Coast
Express

HandyDART

Per cent who gave scores of 8, 9 or 10 out of 10
Overall Service

61

Value for Money

61

77

81

85

68

46

60

82

Good Connections

45

64

Adequacy of Transit Information — Stops/Stations

43

Adequacy of Transit Information On-Board — Bus

42

Adequacy of Transit Information On-Board-- SkyTrain 56
Adequacy of Transit Information On-Board — SeaBus 49
Transit Information Availability (On-Board and
Stations)

70

Operation of Service During Convenient Hours

50

45

Having Enough Bus Shelters

33

Ease of Contacting Telephone Information Clerk

68

Ease of Navigating Website

55

Having a Courteous Bus Operator/Having Courteous,
Competent and Helpful Staff/Drivers**

71

80

Safe and Professional Bus Operator

79

Feeling Safe from Crime On Board the Bus / SkyTrain

79

69

Feeling Safe from Crime at the Stop and Transit
Exchange /Inside SkyTrain Stations / at SeaBus
Feeling Safe from Crime (On-Board and Stations)

73

69

85

84

92

78
87

Feeling Safe from Crime (WCE Parking Lots)

74

Not Being Overcrowded

47

47

63

55

On-Time, Reliable Service

55

82

92

81

Clean and Graffiti Free Buses / SkyTrain Cars / Vessel
/ Vehicles And Stations

67

72

81

90

Having A Direct Route

75

Trip Duration from the Time You Boarded to the
Time You Got Off

70

81

82

Frequency of Service

48

74

61

60

Staff Availability

34

60

78

Delays Are Announced and Explained

33

67

66

Enough Parking

66

Equipment Provides a Safe Ride

89
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89

Feeling Safe from Injury When Riding HandyDART
91
Ease of Booking a Trip on HandyDART
66
HandyDART Vehicle Cleanliness and Good Repair
87
Availability of HandyDART When Needed
65
* As of August 17, 2009, the SkyTrain measures include the perceptions of Canada Line customers.
* *Beginning in April 2008, the bus service attribute, courteous, competent and helpful bus operator was split into two
attributes, having a courteous bus operator and having an operator who drives safely and professionally.
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E. Changes to Articles of the Authority
Pursuant to Section 190(3) (f) of the South Coast British Columbia Transportation Authority Act, the Board of
Directors must establish Articles of the South Coast British Columbia Transportation Authority. The Articles were
amended on June 13, 2011 to clarify the use of teleconferencing and to update the timelines for publication of
board material on the TransLink website. The Articles are posted on the TransLink website at:
http://www.translink.ca/en/About-Us/TransLink-Governance-and-Board/Board-Manual-and-Articles.aspx
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F. Board Summary
Date

Type

Outcomes

January 17, 2011

Board of Directors

United Boulevard Extension and North Fraser Perimeter Road Proposed Project Development Plan
approved

January 24, 2011

Audit Committee

Knight Street Bridge Seismic Upgrades recommended for Board approval
2011 Strategic Business Plan, Budget and Capital Plan recommended for Board approval

January 24, 2011

Human Resources and
Compensation
Committee

Various Human Resources & Compensation initiatives discussed

January 26, 2011

Governance
Committee

Various governance-related topics discussed, including Board Effectiveness

January 26, 2011

Major Capital Projects
Committee

Status of Major Capital Projects and Real Estate initiatives recommended

January 28, 2011

Board of Directors

Knight Street Bridge Seismic Upgrades approved
2011 Strategic Business Plan, Budget and Capital Plan approved
2011 Standing Committee Appointments approved
Vice-Chair elected

March 7, 2011

Major Capital Projects
Committee

Real Estate Transactions recommended for Board approval

March 11, 2011

Board of Directors

January 2011 Regional Growth Strategy ratified
Real Estate Transactions approved

March 28, 2011

Major Capital Projects
Committee

Status of Major Capital Projects and Real Estate initiatives discussed

March 28, 2011

Governance
Committee

Appointment of Conduct Review Advisor recommended for Board approval
Amendments to Governance Documents recommended for Board approval
Direction for Sustainability-Related Revisions to Board Governance Manual recommended for Board
approval
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Date

Type

Outcomes

March 30, 2011

Audit Committee

2010 Year End Financial and Performance Report recommended for Board approval
2010 Audit Consolidated Financial Statements recommended for Board approval
2010 Statutory Annual Report recommended for Board approval
2011 Property Tax Bylaw and 2011 Replacement Tax Bylaw recommended for Board approval
Golden Ears Bridge Toll Assessment Bylaw recommended for Board approval
Banking Resolution recommended for Board approval
Air Care Program Contract Renewal recommended for Board approval

March 30, 2011

Human Resources and
Compensation
Committee

Various Human Resources & Compensation initiatives discussed

March 31, 2011

Board of Directors

2010 Year-End Financial and Performance Report approved
2010 Audited Consolidated Financial Statements approved
2010 Statutory Annual Report approved
2011 Property Tax and 2011 Replacement Tax Bylaws approved
Golden Ears Bridge Tolling Bylaw Amendments approved
Banking Resolution approved
Air Care Program Contract Renewal approved
Conduct Review Advisor approved
Governance Documents approved
Direction for Sustainability-Related Revisions to Board Governance Manual approved

April 11, 2011

Board of Directors

Consultation Strategy for 2012 Transportation and Financial Base Plan approved

May 11, 2011

Board of Directors

Real Estate Transaction approved

June 13, 2011

Audit Committee

2010 Financial Information Act Filing recommended for Board approval
Changes to Accounting Standards recommended for Board approval
Appointment of External Auditor recommended for Board approval

June 13, 2011

Major Capital Projects
Committee

Status of Major Capital Projects and Real Estate initiatives discussed
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Date

Type

Outcomes

June 15, 2011

Governance
Committee

Amendments to Board Governance Manual recommended for Board approval
Subsidiary Governance Structure recommended for Board approval
Designation of Board Chair as the proxy to sign consent resolutions in lieu of annual general meetings
of subsidiary recommended for Board approval
Director and Employee Code of Conduct Amendments recommended for Board approval

June 17, 2011

Board of Directors

2010 Financial Information Act Filing approved
Changes to Accounting Standards approved
Appointment of External Auditor approved
Board Governance Manual Amendments approved
Subsidiary Governance Structure approved
Consent Resolutions in Lieu of Subsidiary 2011 Annual General Meetings approved
Director and Employee Code of Conduct Amendments approved
SFU Community Pass Program Termination approved
Consultation Plan for 2012 Supplemental Transportation and Financial Plan and Outlook approved

July 11, 2011

Major Capital Projects
Committee

SmartCard and Faregate Project - Amendment to Project Agreement recommended for Board
approval

July 11, 2011

Audit Committee

2011 Tariff Bylaw recommended for Board approval
Contracted Service Review and Extension of Community Shuttle Agreement recommended for Board
approval

July 12, 2011

Human Resources and
Compensation
Committee

Various Human Resources and Compensation initiatives discussed

July 13, 2011

Governance
Committee

Sustainability-Related Amendments to the Board Governance Manual recommended for Board
approval

July 13, 2011

Board of Directors

2011 Tariff Bylaw approved
Contracted Service Review and Extension of Community Shuttle Agreement approved
Sustainability-Related Amendments to the Board Governance Manual approved
Update on Consultation Plan for 2012 Supplemental Transportation and Financial Plan and Outlook
approved
SmartCard and Faregate Project - Amendment to Project Agreement approved
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Date

Type

Outcomes

July 29, 2011

Board of Directors

2012 Base Transportation and Financial Plan and Outlook approved

August 24, 2011

Audit Committee

Operating Agreement with MVT Canadian Bus recommended for Board approval

August 24, 2011

Board of Directors

Operating Agreement with MVT Canadian Bus approved

September 23, 2011

Board of Directors

2012 Supplemental Transportation and Financial Plan and Outlook approved

October 12, 2011

Major Capital Projects
Committee

Status of Major Capital Projects and Real Estate initiatives discussed

October 12, 2011

Governance
Committee

Dissolution of Fraser Bridge Project Ltd. recommended for Board approval

October 17, 2011

Audit Committee

Director and Officer Insurance changes recommended for Board approval

October 19, 2011

Human Resources and
Compensation
Committee

Various Human Resources & Compensation initiatives discussed

October 20, 2011

Board of Directors

Dissolution of Fraser Bridge Project Ltd. approved
Proposed Amendments to Metro Vancouver Regional Growth Strategy approved
Towards a Performance Base Approach to Investing in the Regional Transportation Strategy approved
Director and Office Insurance changes approved

November 4, 2011

Major Capital Projects
Committee

Real Estate Transaction approved

November 16, 2011

Board of Directors

Transit Police Variance Application to Labour Relations Board approved

November 28, 2011

Audit Committee

2012 Transit Tariff Bylaw recommended for Board approval
Motor Fuel Tax Bylaw recommended for Board approval
Financial Risk and Debt Management Policies recommended for Board approval
International Swaps and Derivatives Association Master Agreement recommended for Board approval
Extension of Credit Agreement recommended for Board approval
Changes to various TransLink Policies recommended for Board approval

November 28, 2011

Governance
Committee

Sustainability Assessment Tool recommended for Board approval
Operating Subsidiary Board Appointments recommended for Board approval
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Date

Type

Outcomes

November 30, 2011

Major Capital Projects
Committee

Real Estate Strategic Framework recommended for Board approval
Sustainability Assessment Tool recommended for Board approval

December 1, 2011

Human Resources and
Compensation
Committee

Executive Compensation Plan recommended for Board approval

December 7, 2011

Board of Directors

Strategic Initiatives Overview and 2012 Budget Parameters and Priorities approved
2012 Transit Tariff Bylaw approved
Motor Fuel Tax Bylaw approved
Financial Risk and Debt Management Policies approved
International Swaps and Derivatives Association Master Agreements approved
Extension of Credit Agreement approved
Changes to various TransLink Policies approved
Sustainability Assessment Tool approved
Operating Subsidiary Board Appointments approved
Real Estate Strategic Framework approved
Executive Compensation Plan approved
2012 Board Standing Committee Appointments approved

March 2012
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