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Sustainability Policy
TransLink is committed to being a recognized world leader in transportation sustainability.

Vision:

A better place to live, built on
transportation excellence.

Mission:

Together, we connect the
region and enhance its livability
by providing a sustainable
transportation network embraced
by our communities and our people.

As an organization:

As a transportation provider:

• We will set economic, environmental and social

• We will provide a diversity of transportation services

targets appropriate to our vision and mandate
• We will develop and implement a corporate
sustainability strategy

maximize the benefits to society, the economy and the
environment while minimizing adverse impacts, locally

• We will incorporate sustainability commitments into
our business processes and practices

and globally
• We will develop a resilient transportation system

• We will operate in an open, transparent, responsible
and accountable manner

that can adapt to the region’s changing needs and
foster our capacity to respond in challenging or

• We will make decisions that consider economic,

Values:

and pursue operation and design innovations that

exceptional situations

social and environmental objectives and reflect our
commitment to sustainability and leadership, ensuring

Safety – The safety and security of our customers and employees is paramount. We will operate safely at
all times.

the best value for transportation investments
• We will aim for continual innovation and
improvement in all aspects of our business to

Customer Service – We will provide excellent service to our customers. We understand that our
customers expect accuracy, timeliness and reliability and delivering on those expectations is essential to our
success. Our plans and actions will be driven by customer needs.

reach our goal of becoming sustainable
transportation leaders

effective communication and consultation, with our employees, our stakeholders and the public.

enhance the livability, sustainability and resilience of
our region and provide leadership for transport
systems around the world
consultations with our stakeholders and the public to
obtain meaningful input into TransLink activities

• We will cultivate a diverse, inclusive and respectful

Inclusiveness – We value teamwork and partnerships. We recognize that our success depends on

• We will work with our community partners to

• We will conduct transparent, inclusive and respectful

As an employer:

People – We value our employees and the contributions they make to serve our customers.

As a member of the community:

• We will encourage and recognize the efforts

workplace and provide a safe and healthy

of employees, subsidiaries, service contractors

work environment

and partners for their sustainability practices

• We will encourage employees to innovate and

and innovations

play an active leadership role in the pursuit of our

Integrity – We will act honestly and with integrity at all times. We will treat others with dignity and

in the workplace and encourage them to expand this

To determine how we are doing, to
meet our vision and targets, and to
prepare for future challenges we will:

into their personal lives

• Measure and track our progress towards achieving

sustainability goals

respect and will conduct ourselves in a manner that will instill and foster trust.

• We will empower staff with the resources they need
to make responsible decisions regarding sustainability

Excellence – We will strive for excellence in all that we do and will be a leader in enhancing
sustainability through the transportation services we provide. We will encourage innovation and the
implementation of best practices throughout our organization.

our sustainability targets
• Regularly document our progress in publicly

Sustainability – Sustainability will be a key factor in all our strategies, business plans, decisions, and

available reports

operations. We will incorporate economic, environmental and social factors in our decision-making.

• Evaluate our progress and adjust implementation
where needed

Accountability – We will be results oriented and fiscally responsible. We will set measurable targets

• Monitor emerging economic, social and

and hold ourselves accountable to achieve them.

environmental trends to identify and manage
anticipated challenges and opportunities
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Chair’s Message
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05

Sustainability
is core to
TransLink’s Vision
and Operations

environment, it also saves money. Coast Mountain Bus

TransLink continued its

TransLink continues to make it easier, safer, and secure

commitment to embed

for people to use public transit. The TravelSmart website

sustainability values

was launched in February 2011 to provide information

and processes into all

on how people can utilize the system and best get

aspects of its operations.

where they need to go. There are specialized TravelSmart

Company’s (CMBC) ‘Idle Free’ programs (which won an
award from the Canadian Urban Transit Association) and
better diesel fuel economy saved approximately $2 million
over the period 2009 to 2011.

The organization adopted new policies to incorporate

programs for seniors and new Canadians. NextBus, the

sustainability in the management of infrastructure,

real time locator of each bus in the system for mobile

sustainable purchasing and energy management, is

phone and web users was launched in 2011. NextBus

testing a sustainability decision-making tool for major

provides open access to our data for enterprising web

projects, and formalizing reporting relationships and

designers in the community to create user-friendly ‘apps’.

competencies related to sustainability at the Board level.

Wheelchair accessibility at more than 8,200 bus stops in
the region is now 60.8 per cent, up from 54.0 per cent

Sustainability reporting is vital to our initiatives. We

in 2009. Working with our municipal partners, we will

voluntarily disclose our performance in areas that go

strive to reach the goal of 100 per cent. Transit Police’s

beyond traditional financial reports and are transparent

focus on high visibility and fare compliance have led to

and accountable to the people of the region, all levels of

a 14 per cent decrease in incidents against persons on

governments, employees and industry peers.

transit property per 100,000 boarded passengers in 2011
as compared to 2010. Safety for our employees is also

Our sustainability efforts and achievements have earned

paramount. TransLink works with its operating companies

TransLink distinction as the first transportation agency in

and WorkSafeBC to reduce injuries, lost time, and hence,

North America to achieve Gold Level under the American

reduce costs.

Public Transportation Association’s Sustainability
Commitment in 2011. TransLink reached Gold in part

These are just some of the highlights of the 2012

through ridership gains that were accelerated by the

Sustainability Report. TransLink’s vision - a better place to

successful provision of transit services during the 2010

live built on transportation excellence – is a commitment

Winter Olympics. The ridership gains during the Olympics

to provide transportation that supports the region’s

were not just a two-week special event; ridership on our

aspiration to protect our natural environment while

system continues to increase. TransLink’s 2011 ridership

also meeting social and economic needs. The Board of

is close to seven per cent above the 2010 Olympic year

Directors is committed to this vision and understands the

and 21 per cent higher than in 2009. Our Gold Award

challenges we face to maintain and grow a transportation

was also in recognition of reductions in greenhouse gas

system that contributes to the livability and quality of life

(GHG) emissions and energy use. GHG emissions from

in the Metro Vancouver region.

our fleet were over 9,000 tonnes lower in 2011 than
in 2009, while 26 per cent of the fleet’s energy is now
derived from renewable sources compared to 19 per cent
in 2009. Reducing fossil fuel use is not only good for the
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GRI 1.1

Sustainability
is what we
deliver everyday

reasons behind its creation in 1998. In 2011, 80 per cent
of funding was derived from three principal sources (i.e.
transit fares, fuel tax and property tax), up from 74 per
cent in 2009. Future plans depend on finding funding
solutions that serve the needs of the region. In this

In a very real way,

context, progress toward implementing the sustainability

sustainability is at the core

policy will depend on how well initiatives address

of TransLink’s mandate

financial realities while reducing environmental impacts

when one considers

and meeting social needs.

that the legislation that
governs us requires

In 2013, TransLink’s corporate office will move to New

TransLink to provide transportation services that meet

Westminster near Sapperton SkyTrain Station where

the economic, social and environmental objectives of the

we will lease space in a new office built to LEED Gold

Metro Vancouver region.

Standard. Not only will this reduce energy, water and
waste, but TransLink will realize savings compared to its

TransLink first embraced the principles of sustainability

current leased space in Burnaby by integrating with the

when it adopted an Environmental Policy in 2003, and

Transit Police Service.

has since put in place policies and programs that balance
fiscal, environmental and social responsibility. While our

We are also looking forward to the introduction of the

environmental performance has garnered some attention

Compass card in 2013, which will provide customers

through the American Public Transportation Association

with a better way to pay for transit. The new system will

Sustainability Commitment Gold Award, and Canadian

also enable TransLink to gather information about how

Urban Transit Association awards

we care very much

people use the transit system, which will help inform

about how we serve our customers and communities,

planning decisions. The Compass card will be rolled out

and how well we manage our financial resources.

at the same time as faregates – now being installed at all
SkyTrain stations – to help reduce fare evasion.

In 2011, TransLink improved efficiency by delivering
services to more customers with the same level of

As we work to make the transportation system as

resources. Ridership grew by seven per cent over 2010

efficient as possible, TransLink maintains its commitment

alongside a 1.1 per cent reduction in conventional

to transparency and accountability. We welcome

transit service hours. A service optimization initiative

feedback from the public and other stakeholders on any

took aim at low-performing aspects of the transit service

issue, including this sustainability report.

and reallocated service where it was needed most.
This approach resulted in six million dollars of new fare
revenue in 2011 and is now a regular aspect of service
planning.
Looking forward, TransLink will continue to maximize the

TransLink has a long-standing
commitment to environmental sustainability:
• Environmental Policy, 2003
• Emissions Policy, 2006
• Sustainability Policy, 2009
• Sustainable Decision-Making Tool, 2011
• Access Transit Strategy, 2003
• Customer Service Charter, 2009
• Infrastructure Policy and Transit Passenger Facility
Design Guidelines, 2011
• Sustainable Purchasing Policy, 2011
• Performance-Based Investment Strategy, 2011

Ian Jarvis | Chief Executive Officer

existing system, reduce costs wherever possible, and seek
long-term, sustainable funding. The issue of funding has
persisted since TransLink’s inception, and was one of the
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Report Profile

Report Scope and Boundary

This report covers the period January 1, 2010 to December 31, 2011 and considers only those activities which are
under corporate control

GRI 3.1

. TransLink’s first report ‘Setting a Baseline’, TransLink’s Sustainability Report 2010

GRI 3.2

considered both corporate and regional activities related to the goals and strategies of Transport 2040, TransLink’s 30-

GRI 3.5

TransLink’s first report, ‘Setting a Baseline’ was framed around Transport 2040 goals and strategies, and key risks reflected
that broader regional focus. This report ‘Tracking Progress’ is focused on how TransLink is managing its corporate
performance in the areas of governance, environment, funding, and people.

year vision.  In 2010, TransLink undertook to meet a two-year reporting cycle for corporate reports and a four-year cycle
for corporate/regional reports due to data availability

GRI 3.3

. For more in-depth information about TransLink’s financial

performance, please see the 2010 and 2011 Annual Reports. TransLink management is investigating the opportunities
to unite financial and sustainability reporting in future years to produce integrated reports. Readers are invited to email
sustainability@translink.ca with questions and comments about this report

GRI 3.4

.

TransLink’s Sustainability Report is documented under four themes:

TransLink’s core service mandate is to enhance social, economic and environmental conditions through the delivery of a
regional transportation system that moves goods and people. Through service offerings, TransLink fosters social inclusion,
economic opportunity and environmental quality. This report addresses both TransLink’s internal (administrative and
corporate) and external (regional) roles. TransLink’s understanding of its overall sustainability mandate includes both an
external and internal dimension, as reflected in its vision and mission statements and sustainability policy.

With several years of trend data in hand, this report illustrates the progress of TransLink’s efforts to embed sustainability
thinking in the way it manages its business. The data challenge identified in ‘Setting a Baseline’ has been largely
addressed with a clarification of roles in data collection, efforts to align performance indicators, and the creation of a

Governance and
Management

Environment

Financial

handbook with detailed information about data sources, uses and calculations. The handbook was used extensively in

People

gathering, recording and managing information for this report with good results.
The process of determining what would be included in this report was undertaken by senior staff in the Corporate
Sustainability department and included assessing the degree of significance to stakeholders derived from input received

Reporting to a Global Standard

through public consultation, feedback from customers, management concerns, media interest and peer agency

GRI 3.9

approaches. The degree of interest demonstrated by stakeholders was balanced by an assessment of the degree of

This report complies with Global Reporting Initiative

clarity. Expert Panel feedback is summarized on pages

(GRI) Sustainability Reporting Framework G3

84 and 85

GRI 3.13 .

addition to GRI indicators, TransLink includes custom

TransLink holds membership in the International

performance indicators that reflect operational and

Association of Public Transport (UITP), Canadian

management scope and stakeholder interests. See

Urban Transit Association (CUTA) and the American

for a summary of the

outcomes. The information presented in this report represents those areas where stakeholder interest is demonstrated
and TransLink has considerable influence over outcomes

Guidelines regarding what and how to report. In

the GRI Content Index

influence TransLink exerts over core issue areas to prioritize those impacts where TransLink has operational control over

Public Transportation Association (APTA). In 2011,

GRI indicators used in the report. TransLink assessed

TransLink achieved the highest-ever standing in the

the suitability of GRI Application Level “C” and

APTA Sustainability Commitment when it earned

concluded that this is an appropriate scope for an

Gold Level, a distinction granted for its performance

organization of its size and structure.

in reducing greenhouse gas emissions, cutting energy
use and increasing ridership over baseline levels.

Just as in the first report, TransLink sought the
opinions of sustainability specialists to receive

TransLink won two awards from CUTA for 2011

feedback on the degree to which this report fosters

achievements: an Innovation Award for selling

accountability and transparency and aligns with

carbon offsets and an Environmental Award for the

best practice, considering factors such as relevance,

waste management program at Coast Mountain Bus

balance, completeness, accuracy, comparability and

Company (CMBC).

GRI 3.5

. The current report has fewer indicators than ‘Setting a

Baseline’ because it focuses exclusively on issues under TransLink’s control; notably there is no section on the regional
economy and regional mode share due to data availability.
‘Tracking Progress’ covers the activities of TransLink and its operating companies in the Metro Vancouver region of British
Columbia, Canada.  Where data is available, the activities of key service contractors are included to illustrate progress
since 2009

GRI 3.8

. Please see the diagram on the following page for an overview of TransLink’s operations, including its

operating companies and key service contractors

GRI 3.6

. Of note: the discontinuation of the Albion Ferry service July 31,

2009 and the launch of Canada Line in August 2009. Diesel fuel consumption for the fleet has declined in part because
of the discontinuation of the Albion Ferry and redeployment of articulated diesel buses on the route now served by the
Canada Line which uses approximately 95 per cent hydro-electricity (BC Hydro Annual Report, 2011).  
The reporting period is January 1, 2010 to December 31, 2011, fulfilling the commitment made in ‘Setting a Baseline’
to produce reports on a biennial cycle that alternate between corporate-only performance tracking and regional and
corporate reporting.
This report provides trend data on indicators; where information that has become available since publication of ‘Setting a
Baseline’ leads to changes in the earlier results, corrected trend data is provided in this version of the report.
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11

Organizational Structure

All references to TransLink, the ‘Group,’ the ‘Company’, the ‘Agency,’ the ‘Enterprise’ and the ‘Authority’ within this
report refer to the South Coast British Columbia Transportation Authority. SkyTrain (BCRTC) statistics include Canada

TransLink’s Operating Companies and Key Service Contractors

Line results, except where noted. The use of the word ‘bus’ refers to scheduled bus service unless otherwise stated,

GRI 2.3

and excludes Contracted Community Shuttle and HandyDART services. Data includes Albion Ferry (Fraser River Marine
Transportation Ltd.) results in 2009, except where noted.  Pacific Vehicle Testing Technologies Ltd. (PVTT) is sometimes
referred to as AirCare.

Mayors’ Council on
regional Transportation

regional Transportation
Commissioner

TransLink
Board of Directors

Beyond TransLink’s Reporting Scope

GRI 3.7

This reporting cycle focuses on TransLink’s corporate activities with little or no reference to how external agencies
influence outcomes. This is a departure from the previous report, which was framed around Transport 2040 and included
Transportation Property
& Casualty Co., Inc.
(Captive Insurance)

discussions about TransLink’s role in the regional economy and travel habits, for example.

South Coast British Columbia
Transportation Authority
(TransLink)

(TL Subsidiary Company)

Land-use and urban form, regulations, laws and expectations of external agencies continue to play a role in how

(includes South Coast British Columbia
Transit Authority Police Service)

TransLink operates and influences how efficiently the agency can deliver services. Decisions about zoning, coordination of
policy and implementation of plans between TransLink and local, regional, provincial and federal governments is vital to
the sustainability of Metro Vancouver. TransLink is committed to continued collaboration and partnership activities with all
parties interested in protecting the region while growing for the future.

BUS - Operations managed by CMBC

RAIL - Operations managed by BCRTC

ROADS

Coast Mountain Bus Company Ltd.
(Bus, SeaBus, Community Shuttle)

British Columbia
rapid Transit Company Ltd.
(SkyTrain)

Golden Crossing
General Partnership
(Golden Ears Bridge)
(TL Contractor)

(TL Subsidiary Company)

Bowen Island Community Transit Ltd.
D-W Services Ltd.
(Community Shuttle)

(TL Contractors)

MVT Canadian Bus Inc.
(HandyDArT)

(TL Subsidiary Company)

West Coast Express Limited

(BCRTC Subsidiary Company)

Canada Line rapid Transit Inc.

(TL Contractor)

(TL Subsidiary Company)

Municipality of West Vancouver
(Blue Bus)

InTransit BC Limited Partnership
(Canada Line)

(TL Contractor)

Pacific Vehicle Testing
Technologies Ltd.
(AirCare)
(TL Subsidiary Company)

Envirotest Canada
(PVTT Contractor)

(TL Contractor)

Subsidiary Company
Service Contractor
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GRI 2.1

South Coast British Columbia Transportation Authority

GRI 2.3

GRI 2.4

GRI 2.6
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GRI 2.7

The South Coast British Columbia Transportation Authority (formerly the Greater Vancouver Transportation Authority) is
a regional authority governed by the BC South Coast British Columbia Transportation Authority Act (SCBCTA Act) and is
more commonly known as TransLink.
TransLink provides a regional transportation system that moves goods and people in support of the region’s growth
strategy, provincial and regional environmental objectives, and the economic development of the Metro Vancouver service
region in British Columbia, Canada.
TransLink’s head office is located at 1600-4720 Kingsway, Burnaby, British Columbia. Its functions include major
capital project management, legal services, corporate information systems strategy, corporate finance, strategic and
transportation systems planning, internal audit, marketing, public affairs, real estate services and TravelSmart programs
which promote alternatives to single occupancy vehicle use in the region. TransLink co-plans and co-funds the Major Road
Network (MRN), which comprises major regional arterials in the region not owned by the provincial government. The
MRN includes 2,400 lane-kilometres of roadways and four bridges: Knight Street, Pattullo, Westham Island and Golden
Ears. The roads of the MRN are owned by the region’s 21 municipalities, Tsawwassen First Nation and University of BC
Electoral District; however TransLink owns bridges and provides funding for road maintenance and co-funds some major
and minor capital projects for the MRN.
TransLink is the first transportation authority in North America to have responsibility for planning, financing and managing
all public transit plus major roads and bridges.

With responsibility for both roads and transit, TransLink is a multi-modal transportation authority, and the first in
North America to have responsibility for planning, financing and managing all public transit plus major roads and
bridges. TransLink maintains close relationships through formal processes and regular staff contact with municipal and
regional governments, and with the governments of British Columbia and Canada, all of whom play significant roles in
supporting, maintaining and building Metro Vancouver’s transportation system. Municipal and regional governments are
responsible for land-use planning and policy that both drives and serves the transportation system’s performance, provides
funds through taxation sources and deliberates on transportation plans that require funding beyond the tools provided
through legislation, or that exceed the rate of inflation. Federal and provincial governments provide significant support
on selected infrastructure investments and determine the overall context for urban development, including transportation
initiatives.

History

GRI 2.6

TransLink was established in 1998 under the BC Greater Vancouver Transportation Authority Act. Primary responsibility
for public transit in Metro Vancouver was transferred from British Columbia Transit, a provincial crown corporation,
to TransLink in April 1999. Most assets and liabilities related to the provision of public transportation services were
transferred to TransLink. The Province of British Columbia retains ownership of the infrastructure and property interests
of the Expo and Millennium SkyTrain lines and the West Coast Express (these have an estimated net book value of $1.5
billion), while TransLink is responsible for maintenance operations. The Greater Vancouver Transportation Authority Act
was significantly amended and re-named the South Coast British Columbia Transportation Authority Act in November
2007. In 2008, TransLink published ‘The Road Less Travelled’ to document the formation of the authority and its major
challenges and accomplishments.
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Operating Companies

GRI 2.2

GRI 2.3

GRI 2.8
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GRI 2.9

Transportation services are delivered through operating companies and service contractors.
Operating Companies
Coast Mountain Bus Company Ltd. (CMBC), TransLink’s largest operating company, operates over 96 per
cent of the region’s bus service (the balance of which TransLink contracts out to other organizations). As of
December 3, 2011, the fleet operated by CMBC included 1,062 conventional buses, 261 electric trolley buses,
75 compressed natural gas buses, 139 community shuttle minibuses, and three SeaBus passenger ferries. CMBC
manages Community Shuttle and HandyDART contracted services referenced below.
British Columbia Rapid Transit Company Ltd. (BCRTC) operates the Expo and Millennium automated light
rail SkyTrain lines. At the end of 2011, 258 vehicles were in service – 150 Mark I and 108 Mark II vehicles. BCRTC
manages the Canada Line concession agreement referenced below.
West Coast Express Ltd. (WCE) operates five commuter trains with a total of 44 bi-level cars each weekday
morning from Mission City in the Fraser Valley to downtown Vancouver, with return trips each afternoon. It also
contracts out the TrainBus coach bus service, a direct service linking passengers to WCE stations. WCE is a whollyowned operating company of BCRTC.
Transit Police Service (SCBCTAPS) delivers policing service to the multiple modes of the transit system.
www.transitpolice.bc.ca
Service Contractors
Community Shuttle minibus services in Langley, New Westminster and Bowen Island are operated by
independent contractors using a fleet of 30 minibuses. The District of West Vancouver operates minibus service in
West Vancouver and Lions Bay with a fleet of four vehicles.
West Vancouver Blue Bus transit service is operated by the District of West Vancouver, using a fleet of 48 buses.
HandyDART is a shared-ride custom transit service for people who cannot use conventional services. There are
335 vehicles in the HandyDART fleet operated by MVT Canadian Bus, Inc.
Canada Line is an automated rail system which opened in August 2009, connecting downtown Vancouver with
Richmond and the Vancouver International Airport using 20 two-car train sets. The line is operated under a 35year concession agreement with InTransit BC.
AirCare provides emission testing for vehicles in the Lower Mainland under the name of Pacific Vehicle Testing
Technologies Ltd. www.aircare.ca
The Golden Ears Bridge operates under a 35.5 year agreement with the Golden Crossing General Partnership to
maintain and rehabilitate the bridge.
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Awards and Recognitions
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GRI 2.10

2011

2010

• TransLink became the first-ever member to reach Gold Level of the American Public Transportation
Association’s Sustainability Commitment.

• CMBC named one of B.C.’s Top Employers for the fifth year running.
• The Buzzer Blog named Best Blog at 2010 American Public Transportation Association AdWheel Awards.
• Transit Police and other public safety agencies recognized by Justice Institute of BC Foundation for the 2010
  Heroes and Rescue Award for ensuring security at 2010 Winter Olympic and Paralympic Games.
• Transit Police and RCMP partners recognized at 2010 Richmond 911 Awards for the Station Targeted Area
Response Team initiative.
• Transit Police and BCRTC won the “Commitment for Life Award” from the North American Occupational
  Health and Safety Week for their participation in 2010 Safety and Health Week in BC.

• TransLink won The Learning Partnership’s inaugural Canada’s Outstanding Employer Award for participating in
   Take Our Kids to Work™ Day.
• Translink.ca was recognised with an award of merit for web-based marketing at the Transportation
   and Sales Association (TMSA) Compass Awards. It also received first place in the electronic media category at
   the APTA AdWheel Awards.
• TravelSmart won an award for Transportation Standard of Excellence from The Web Marketing Association’s
   WebAwards; received the Sitecore Best Web application award; and was a finalist in the Digi Awards for Best
in Community Campaigns.
• The Buzzer Blog transit pet peeve campaign won an International Association of Business Communicators
(IABC) Gold Quill award for social media excellence in business communication.
• CMBC was named one of B.C.’s Top Employers for the sixth year in a row.
• CMBC won a Canadian Urban Transit Association Exceptional Performance/Outstanding Achievement award
   for its Idle-Free CMBC program.
• North Vancouver Transit Centre was given a Certificate of Appreciation from the Veteran’s Council of the
local Fraternal Order of Eagles Service Club in North Vancouver for supplying buses to transport veterans to
Remembrance Day ceremonies.
• BCRTC was awarded WorkSafe BC’s Certificate of Recognition for Occupational Health and Safety.
• SkyTrain and West Coast Express staff earned a Canadian Blood Services Partners for Life Certificate of
Recognition award. BCRTC also donated 45 units of blood on December 22, setting a new record for units of
blood collected in the BC Bloodmobile in a day.

TransLink, its operating companies and employees proudly supported the following organizations in 2010:
• BC Children’s Hospital

• Greater Vancouver Food Bank

• Blanket BC

• Heart and Stroke Foundation

• Canadian Blood Services

• Surrey Food Bank

• Canadian Cancer Society

• Teens Against Gangs

• Canadian Diabetes Association

• Toys for Tots

• Canadian Red Cross

• Variety – The Children’s Charity

• Chile Earthquake Relief Fund

• United Way

• For a second year, Transit Police and BCRTC won second in the category of Transportation of People at the
   North American Occupational Health & Safety (NAOSH) Week Awards.
• The Transit Police team was named Athlete of the Month on the World Police Fire Games’ international website.
• The Transit Police and Surrey RCMP won the Arnold Silzer Community Policing initiative award for their role in
the Surrey City Centre Crime Reduction project presented by the Surrey Board of Trade.
• TransLink received 2011 Outstanding Corporate Award by the Canadian Diabetes Association.

• UBC Shinerama for Canadian Cystic Fibrosis Foundation

Key to
Symbols:

Performance against
UITP indicators

GRI 3.7

Performance against
GRI indicators

Click for more
information

TransLink
performance targets

Strategic

! challenges

Red Glossary
Text term

First Page

Previous View

Previous Page

Contents Page

Next Page

Next View

Last Page

Sustainability Report 2012

South Coast British Columbia Transportation Authority

Governance and Management

18

The Sustainability Imperative

19

Sustainability Policy Framework

GRI 1.2

Sustainability is core to TransLink’s mandate in providing transportation options that meet the social, environmental and
economic needs of a growing region. TransLink has embraced sustainability more fully as it continues to improve as a

Long Range Strategy; Transport 2040

transportation provider and steward of public resources.
With road-based transportation responsible for more than one third of all greenhouse gas (GHG) emissions in the Metro
Vancouver region, TransLink’s service offerings play a critical role in protecting health and the environment. Providing a
reliable, accessible, high-quality service that treats customers with respect, while using financial resources wisely, is critical

Sustainability Policy

to delivering on TransLink’s social and economic sustainability policy commitments.
Since 2009, TransLink has increased the efficiency of its operations and increased ridership while maintaining service
hours. Staff-led idle-free campaigns in bus depots and exchanges saved 364,000 litres of diesel in 2010 and 500,000
litres in 2011, saving money and avoiding significant greenhouse gas emissions from reduced diesel consumption.
Since adopting a Sustainability Policy in 2009, TransLink has made important strides towards embedding sustainability

Environmental

Economic

Social

Governance

into its business model, including adopting a sustainability decision-making tool to be used on selected major projects.
Energy Management Policies were adopted at Bus and Rail Divisions in 2010.
Environmental
Policy

In 2011 the following policies and commitments were adopted:
• Sustainability Decision-Making tool adopted for testing on two major capital projects;

Emissions
Policy

Infrastructure
Policy

Sustainable
Purchasing
Policy

Access Transit
Strategy

Customer
Service
Charter

Safety
Policy

• Infrastructure Policy and Transit Passenger Facility Design Guidelines;
• Sustainable Purchasing Policy;
• Customer Commitment; and

Adopted

In Development

• Performance-Based Investment Policy
The implementation of these policies will be undertaken in 2012 as resources permit.
Existing Sustainability Related Policies Include:

Through its Sustainability Policy, TransLink as an organization:

• Environmental Policy (adopted 2003)

• Will set economic, environmental and social targets appropriate to our vision and mandate; and

• Emissions Policy (adopted 2006)

• Will aim for continual innovation and improvement in all aspects of our business to reach our goal

• Customer Service Charter (adopted 2009)

of becoming sustainable transportation leaders.

• Access Transit Strategy (adopted 2003)
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Governance Structure

GRI 4.1

GRI 4.2

GRI 4.3

21

The Board

GRI 4.7

GRI 4.2

GRI 4.3

GRI 4.7

TransLink has a multi-tiered governance structure that includes the Board of Directors, the Mayors’ Council on Regional

TransLink’s Board is made up of nine independent directors who collectively oversee the management of TransLink’s

Transportation, and the Regional Transportation Commissioner. The Mayors’ Council is comprised of the mayors from the

affairs. Before any person is selected as a member of the Board, he or she must first be screened by an independent panel

21 municipalities within the Metro Vancouver region and the Chief of the Tsawwassen First Nation.

comprised of one member each from the Vancouver Board of Trade, Chartered Accountants of British Columbia, Greater

Created through an Act of the Legislature of British Columbia, TransLink does not have shareholders, nor is it a publicly-

Vancouver Gateway Council, Ministry of Transportation and Infrastructure and the Mayors’ Council. The Screening Panel

traded company or crown corporation. The Business Corporations Act does not apply to TransLink. Further information

assesses each potential candidate using a rigorous evaluation process.  Sustainability is a specific skill and competency that

can be found in the South Coast BC Transportation Authority Act.

is evaluated and is one of the key areas of expertise for which individuals are recruited. Please see Article 13 of TransLink’s
Board Charter for more information.
The Screening Panel is also responsible for establishing director compensation as prescribed by legislation.

Governance Structure: Roles and Responsibilities

The roles of Board Chair and Chief Executive Officer are filled by two separate individuals. Board members do not exercise
management roles for TransLink.

TransLink Board of Directors
• Appoints Chair and Vice Chair of Board
of Directors

Further details on committees and their mandates, and additional general information on TransLink’s approach to

Mayors’ Council

governance can be found in the Board Governance Manual.

• Appoints Chair and Vice Chair of Mayors’ Council
At the end of 2011, TransLink’s Board of Directors included three women (33 per cent) and one person from a visible

• Appoints TransLink Board of Directors

• Appoints CEO

• Appoints Commissioner & Deputy Commissioner(s)

• Establishes subsidiaries and appoints

• Receives base transportation and financial plans

boards & chairs

minority.

• Approves or rejects supplemental transportation and financial plans

• Supervises the management of the affairs

As of December 31, 2011, TransLink’s Board of Directors had four committees, as follows:
• Audit
• Governance

of TransLink

• Human Resources and Compensation

• Prepares long-term transportation

• Major Capital Projects

strategies (30-year) & 3-year
transportation and financial plans

For details on committee mandates and additional general information on TransLink’s approach to governance, please see

• Proposes to the Commissioner a customer
satisfaction survey process and conducts
surveys annually
• Proposes to the Commissioner a
customer complaint process and
implements it

• Approves public consultation plans

GRI 3.7

• Approves short-term fare increases (beyond allowable base plan levels)

TransLink’s governance practices were self-assessed against the BC Crown Agency Corporate Governance
Good Practices Checklist and conformed to all of the items on the checklist.

• Approves customer satisfaction survey process
• Oversees sale of major assets

• Holds a public annual general meeting

Performance against
UITP indicators

• Advises whether parameters and assumptions (including financial 		
estimates) in transportation and financial plans are reasonable

• Approves customer complaint process

• Publishes an annual report

Key to
Symbols:

the Board Governance Manual.

Commissioner

Performance against
GRI indicators

• Publishes an annual report on TransLink’s performance against its 		
plans and submits it to the Mayors’ Council

Click for more
information

TransLink
performance targets

Strategic

! challenges

Red Glossary
Text term

First Page

Previous View

Previous Page

Contents Page

Next Page

Next View

Last Page

Sustainability Report 2012

South Coast British Columbia Transportation Authority

Governance and Management (continued)

22

23

BC Crown Agency Corporate Governance and Good Practices Checklist
Board Composition and Succession

Orientation and Professional Development

• Board composed of directors with required competencies and attributes

• Board has a comprehensive orientation program for new directors

• Board is independent from management

• Board has a culture that encourages new directors to participate fully

• Nominations committee in place

• Board provides ongoing educational opportunities for directors

• Competency matrix exists
• Board succession plan in place

Board, Committee and Director Assessment

• Director biography and term is published

• Board annually assesses its performance and performance of committees, chair and directors

Board Responsibilities

Communications Strategy

• Board publishes a charter that outlines governance process

• Communications Strategy is in place that meets needs of stakeholders, employees, government and others
• Board chair is authorized spokesperson for Board and CEO is primary spokesperson for the organization

Committees
• Committees address finance, governance, human resources and compensation, and audit functions
• Committee terms of reference are written, publicly available and reviewed annually
• Committees are informed of emerging best practice in corporate governance
• Audit Committee members are financially literate; at least one with financial background; independent from
external auditors
• External auditor reports to Audit Committee
Board Chair
• Chair and CEO positions are separate
• Responsibilities of chair are described and publicly available
• Chair and responsible Minister communicate regularly
Individual Directors
• Responsibilities of directors are described and publicly available, including minimum attendance expectations;
directors’ attendance records are public
• Annual compensation to individual directors is published
Chief Executive Officer or President
• Board has a job description for CEO
• Board establishes annual CEO performance expectations and conducts annual CEO performance evaluation
• Directors regularly meet in camera
Corporate Secretary
• Board has a position description for the corporate secretary
Code of Conduct and Ethical Standards
• Board has adopted and published a Code of Conduct and Ethics
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Transparency

25

Stakeholder Engagement

GRI 4.4

GRI 4.14

GRI 4.15

As a public agency, TransLink has a strong commitment to ensuring the public is aware of and can provide input on key

We strive to continually engage and educate our regional partners, community members, all levels of government and

issues. In addition to public consultation on projects and plans, TransLink makes available a summary of agenda items

other stakeholders to address their priorities and ensure the success and understanding of our plans and policies. Since

for regularly-scheduled board meetings on its website five calendar days before each meeting, provides time for public

decisions can have significant implications for the regional economy, environment and communities, it is essential that we

delegations at the start of every board meeting and posts the CEO Report, quarterly financial reports and a summary of

consult the public and key stakeholders on major plans and decisions consistently and comprehensively. A complete list

decisions made by the Board to the TransLink website, within two business days of the conclusion of a board meeting.

of stakeholder consultations undertaken in 2011 is available on pages 57-59 of this report. In identifying stakeholders for

TransLink’s financial performance reports, including annual reports, are available online, along with an annual summary of

consultation and engagement, TransLink is guided by its stakeholder map. The stakeholder map was developed through

customer feedback and complaints. For full details, including the nature of complaints and how they were resolved, see

staff consultation and reflects the extensive range of key partners and perspectives which TransLink takes into account

the 2011 Statutory Annual Report.

when undertaking major initiatives.

Management, Policy and Planning

GRI 4.8

Sustainability Planning Context: Transport 2040

GRI 4.8

GRI 4.12

GRI 4.13

e Generations
Futur

In 2008, TransLink adopted Transport 2040, a long-term transportation plan for the region. Transport 2040 provided

Lower

a framework for ‘Setting a Baseline’ which reported on progress toward achieving goals and strategies discussed in
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that plan. An update to the long-range plan is currently in progress with an expected completion date in 2013. Further
progress reports on the implementation of that plan will be provided in the next sustainability report, which will include
both regional and corporate performance metrics.

ts

GRI 1.2

on
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Comm

We will develop a resilient transportation system that can adapt to the region’s changing needs and foster our capacity to
respond in challenging or exceptional situations.
Enterprise Risk Management (ERM) is recognized as an integral part of good management and corporate governance

er

to support and advance the corporate objectives and strategic priorities. TransLink approaches the management of risk

i
un
mm
Co

strategically through its Enterprise Risk Management (ERM) program. The Risk Management Policy approved by the
TransLink Board of Directors sets out a systematic process for identifying, assessing, mitigating, monitoring and reporting

ty

of risk effectively and consistently across the Enterprise with the intent of:

Sectors:
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ice
• Public serv
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s
i
• La ness • Transport
bour
• Education

• Increasing the probability of achieving the Enterprise’s objectives and strategic priorities;
• Recognizing the importance of risk management to the Enterprises’ governance responsibilities, strategic business planning
   and resource allocation process;
• Outlining the responsibilities and accountability for managing the risks of the Enterprise; and
• Supporting reasoned risk taking and the continuous application of consistent risk management practices in decision making.
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See page 42 of TransLink’s 2011 Annual Report for more information on its approach to Risk Management.
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Sustainability Partnerships and Innovations

TransLink’s operating companies have also undertaken partnerships and innovation to achieve favourable

We will aim for continual innovation and improvement in all aspects of our business to reach our goal of becoming

• A processed engineered fuel program between CMBC and Lafarge which provides the cement producer with materials

sustainable regional outcomes. Some examples in 2011 include:

sustainable transportation leaders.

   that would have otherwise gone to landfill to engineer alternative fuels for industry.

We will work with our community partners to enhance the livability, sustainability and resilience of our region and provide

   installing motor efficiency controllers to SkyTrain station escalators and a lighting redesign of BCRTC’s Operations,

• Facilities retrofits made possible through partnership with BC Hydro’s Power Smart program. Projects include

leadership for transport systems around the world.

Maintenance and Control (OMC) facility.
• A diesel oxidization catalyst project between BCRTC and Environment Canada to reduce emissions from commuter

In late 2010, TransLink approached BC Transit with the idea of implementing public transit’s first North American carbon
offset initiative. The idea was to receive carbon offset credits for a joint fuel switch project which involved replacing
conventional diesel buses with lower emission vehicles. Under the initiative, TransLink receives carbon offsets by operating

   rail. As part of the project, Environment Canada funded the purchase, installation, and testing of a post-turbocharger
   emission device manufactured by Environmental Solutions Worldwide to a WCE locomotive which greatly reduced
particulate matter and other criteria air contaminants.

214 diesel-electric hybrids & electric trolleys in the Lower Mainland and BC Transit for operating 20 hydrogen buses
in Whistler. The objectives of the project are to reduce GHG emissions by using cleaner-running more energy-efficient
vehicles which rely less on fossil fuels, improve local air quality, and to monetize the value of GHG emissions avoided.
For Service and Infrastructure Planning, all planning projects are undertaken to achieve sustainable regional outcomes
considering financial, environment and social factors.
Some specific examples from 2011 include:
• A Service Optimization Initiative that reallocated 170,000 service hours to improve productivity and revenue
performance while respecting basic transportation needs throughout the region.
• Three major infrastructure planning studies that considered a range of alternatives to improve transportation in the
region and evaluated them based on multiple account evaluation framework (UBC Line Rapid Transit Study, Burnaby
Mountain Gondola Business Case, and Surrey Rapid Transit Study).
• A half dozen infrastructure development projects that developed plans for transport infrastructure following an
integrated design approach.
• An Area Transit Plan vision for the North Shore that establishes a long-term view of transit investment to support the
   land use and transport goals of the region and of five North Shore municipalities: City of North Vancouver; District of
   North Vancouver, District of West Vancouver; Village of Lions Bay; and Bowen Island Municipality.
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Governance and Management (continued)

Summary: Governance and Management Achievements and Plans

Summary: Governance and Management Achievements and Plans

29

2010 & 2011 Plans

2010 & 2011 Achievements

Plans for 2012 and Beyond

- Develop and implement
  sustainability decision-making tool

- Sustainability decision-making tool developed
and approved by TransLink Executive in 2011

- Sustainability decision-making tool to be used to evaluate two major capital projects in 2012

- Develop a ‘sustainability dashboard’
to be reviewed by the Board annually

- Dashboard report with sustainability performance
metrics received by the TransLink Board in 2011

- Continue to supply Board with annual sustainability dashboard reports to track progress toward goals and look to align
metrics which satisfy reporting requirements to agencies, such as APTA and CUTA
- Formalize relationships and competencies related to sustainability at the Board level

- Develop and implement a sustainable purchasing policy

- Sustainable Purchasing Policy approved in 2011
by Executive

- Begin using sustainable procurement policy and inform suppliers

- Update Board manual and include
sustainability training in Board orientation

- Board manual updated in 2011 to reflect
new sustainability elements
- Corporate Social Responsibility (CSR) training
session for Board members held in 2011

- Continue to hold sustainability training sessions with new Board members

- Measure employee sustainability alignment/perception

- TransLink’s TravelSmart team developed an
employee commute survey which was piloted with
TransLink staff in fall of 2011

- Refine the tool based on feedback and input received and use annually to report employee mode share
- Continue to develop ways to measure scope 3 emissions

- Develop process to manage infrastructure
development which considers economic,
  social, and financial sustainability

- Infrastructure Policy and Transit Passenger Facility
Design Guidelines accepted by the Executive in 2011

- Develop Transit-Oriented Communities Design Guidelines to complement existing Transit Passenger Facility Design
Guidelines in 2012
- Conduct climate change adaptation study to assess impact of climate change on infrastructure and identify
adaptation measures

- Continue to implement the Sustainability Policy

- Published second sustainability report covering
performance for years 2010 and 2011
- Developed how-to sustainability reporting
handbook to streamline reporting process

- Continue to refine reporting structure and track performance against targets and goals
- Continue to investigate new and best practices for sustainability reporting to improve transparency and accountability
- Look at syncing sustainability reporting with financial annual report

- Participated in APTA development of sustainability
metrics and participated in peer review process on
sustainability performance of member agencies

- Continue to participate in peer review process to share information and  learn from industry peers

- Implement a new Enterprise Risk Management approach to evaluate awareness and sensitivity towards risk in 2012
and beyond
- Conduct hazards risk and vulnerabilities assessment covering security issues and natural hazards
- Investigate feasibility of developing a sustainability management framework to better track sustainability performance
and tie progress to performance
- Update TransLink’s long-range plan in 2013
- Develop 2013-2015 Sustainability Strategy
- Develop a new public transit offset protocol to quantify emission reductions and pursue emissions trading opportunities
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31

TransLink set out to be a recognized world leader in creating a sustainable
region through transportation excellence. The gold award TransLink received
under APTA’s Sustainability Commitment in fall 2011 validates our efforts to
reduce our corporate and regional footprint.

26%: share of fleet energy derived

from renewable sources in 2011, up from
19% in 2009

9,174: tonnes of fleet GHG

In September 2011, TransLink won gold for its environmental performance
becoming the first ever American Public Transportation Association

emissions cut between 2009 and 2011

member to reach the gold level under APTA’s Sustainability Commitment.

50.4: grams of GHG emissions per

Among the Commitment’s 77 transit authorities, including organizations in
New York, Montréal, Toronto, Seattle, Los Angeles, and Portland, TransLink
is a recognized leader in sustainability amongst its peers. Our ability to

passenger kilometre for TransLink system in
2011, down from 66.9 grams in 2009

sustain 2010 Olympic level ridership into 2011 while stabilizing fleet
energy use helped us secure top spot.

224.1: grams of GHG emissions per
passenger kilometre for a mid-size single
occupant vehicle

“The great thing about APTA Sustainability
Commitment signatories is their eagerness
to share their experiences and practices
so that we can all progress. TransLink
signed the APTA commitment in 2009 as
a founding member and they’ve shown
that leadership and management systems
deliver results. It’s not easy to reach the
gold level of the commitment, but with
Translink’s success I hope that others will
see that it is possible”.
William Millar, President,
American Public Transportation Association
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Delivering Environmental Sustainability

Land-Use and Transit

Transportation accounts for the largest share of greenhouse gas (GHG) emissions in British Columbia. In fact, road-based

Among other large Canadian transit agencies, TransLink’s large service area and relatively low density pose a unique

transportation accounts for more than one-third of all GHG emissions in Metro Vancouver alone, with the majority from

challenge delivering sustainable transportation services at an affordable price while maintaining emissions. The region’s

private vehicles. Metro Vancouver has set targets to reduce GHG emissions 33 per cent by 2020 and 80 per cent by 2050

varied geography includes many water courses, mountains, designated green zones and agricultural reserves which

from 2007 levels.

are uninhabitable. Over the years, there has been considerable growth in outer-lying communities, especially south of
the Fraser River, which is traditionally suburban in nature and low-density. Delivering services in these areas can make

TransLink has a dual role offering alternative transportation choices and encouraging smart transportation choices for people
and goods movers while also reducing its own corporate footprint. Sustainability is a collective pursuit. We all have the
power to take positive actions that, together, will create a sustainable future for our communities, our region and the world.

emissions management difficult given the greater distances that transit users and buses must travel to reach destinations.
City (Transit Agency)
Population Served
Area Served (km²)
			

Population Density
(persons / km²)

TransLink recognizes that its own fleet of vehicles, rail cars and vessels must seek opportunities to reduce emission impacts. In

Toronto (TTC)

2,503,281

2009, through monies made available through the Federal Gas Tax Fund, TransLink was able to purchase 214 low emissions

Montréal (STM)

1,934,082

500.5

3,864.3

vehicles. Going forward, TransLink will continue to seek cost effective, technologically viable, short and long term solutions

Ottawa (OC Transpo)

800,300

454.9

1,759.3

that will improve air quality and at the same time maintain safe, economically viable transportation choices for residents.

Vancouver (TransLink)

2,391,300

1,800.0

1,328.5

Calgary (Calgary Transit)

1,071,515

848.0

1,263.6

632.0

3,960.9

Source: Canadian Urban Transit Association, Canadian Transit Fact Books – 2006 to 2010.

Emissions Policy – 2012 and Beyond
The strong relationship between land-use and transportation is what drives TransLink’s focus on creating and servicing
transit-supportive communities. In 2007, TransLink developed a Frequent Transit Network (FTN), an interconnected

To meet emission commitments, TransLink will:

network of transit corridors with service frequency of every 15 minutes or better throughout the day and into the
• Surpass applicable emission regulations and standards in the procurement of new fleet vehicles and vessels;

evening, seven days a week. By making frequent, reliable public transit available for longer periods of time, more people

• Seek continuous improvement in emissions from the existing fleet by retrofitting or replacing existing equipment

can make sustainable travel choices.

   and using cleaner fuels;
• Continue to investigate the feasibility of alternative fuels and technologies;

While the FTN was not expanded during 2010 and 2011 due to funding constraints, an ongoing Service Optimization

• Increase the fuel and energy efficiency of the TransLink fleet;

Initiative resulted in slight adjustments to service delivery. As a result, the share of population and jobs accessible to the

• Adopt accepted environmental practices and implement best management practices to reduce emission impacts;

FTN changed slightly. As of December 31, 2011, 48 per cent of population and 66 per cent of jobs were accessible to the

• Monitor and report on progress toward achieving fleet emissions objectives; and

FTN compared to 45 per cent of population and 65 per cent of jobs in 2009. For the purposes of calculating this metric,

• Ensure that fleet emission policies and actions are compatible with Metro Vancouver’s Livable Region Strategic Plan

‘accessible’ is defined as being within a five minute walking distance to a bus corridor (400 metres) or within a ten minute
walking distance to a rapid transit station (800 metres).

and the goals and strategies of Metro Vancouver’s Air Quality Management Plan

Because 2006 Census Canada data is still used to perform this calculation, we know that the current increases are due to
the expansion of the FTN rather than changing development patterns.

CMBC’s
Conventional
Fleet by
Fuel Type

Conventional diesels: 880 (62.9%)
Diesel hybrids: 182 (13.0%)

Trying to Encourage More Sustainable Land-Use Patterns

Electric trolleys: 261 (18.7%)

Municipal and regional governments are responsible for land-use planning and policy that both drives and serves the

Compressed natural gas: 75 (5.4%)

transportation system’s performance. Although it is difficult to reverse land-use development patterns, TransLink has
begun creating a Performance Based Investment Strategy. The overall aim is to work with municipal partners to ensure
that land-use tools, such as zoning and density allowances, are put in place alongside investments in transportation. The

As of January 2012

goal is to foster transit oriented development in communities so that they can support transit. It is most cost effective to
deliver transportation service to communities that are more dense and compact.
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TransLink’s Corporate Footprint

35

kilometres in 2009 to 55.8 litres/100 kilometres in 2011. This translates into a substantial cost savings given the price per

GRI E18

Energy and Emissions

litre of diesel fuel. In a two year period between 2009 and 2011, TransLink cut diesel fuel use by 1.6 million litres, saving two

TransLink first adopted a corporate Environmental Policy in 2003, committing the organization to reduce the

locations with fewer stops and less idling at depots contributed to the savings.

million dollars. Redeploying the former 98 B-Line buses that used to travel from Richmond to Vancouver to more suburban

environmental impacts of its operations and services, to include the environment as a factor in business decisions, and to
adopt and maintain an environmental management system. TransLink and its operating companies use an Environmental
Management System (EMS) that follows ISO 14001 – an international standard – to ensure proper monitoring, response
and improvement across TransLink and its operating companies. The System includes a process for regular review of
environmental impacts and performance, as well as setting goals for continual environmental improvement and staff
training and awareness. In implementing the Environmental Policy, TransLink has focused its efforts on managing the
GHG emissions of its transit fleet and facilities, reducing the air quality impacts of its operations and exceeding legislation,

TransLink continues to implement measures to lessen its carbon footprint. Cleaner running vehicles have avoided 16,000
tonnes of emissions when compared to similar conventional diesels since beginning service in early 2009. Carbon emission
reductions realized by the decision to purchase low-emissions vehicles instead of conventional diesel buses have enabled
TransLink to generate revenue through the sale of emission offsets. In early 2011, TransLink partnered with BC Transit to
develop a joint carbon offset project.

regulations and accepted environmental practices.

The Low Carbon and Electric Vehicle Offset Project will continue to be a source of new revenue for the next several years

Fleet

trolleys are less noisy than conventional diesels. A principal benefit is improved air quality for the many communities both

Sustaining ridership levels achieved during the two weeks of the 2010 Winter Olympic Games throughout 2010

For TransLink, the project has encouraged the organization to incorporate carbon offsets into our business plans and to

and beyond without adding service has improved corporate environmental results and helped TransLink secure Gold

identify new potential projects.

with both customers and communities benefitting from the fuel switch project. Cleaner-running buses such as hybrids and
agencies serve. The innovative project shows a balance between social, environmental, and economic pillars of sustainability.

recognition under APTA’s Sustainability Commitment. TransLink used less energy in 2011 and carried more people. In
2010, fleet energy use was 2.46 million gigajoules and ridership was 216 million revenue passengers. In 2011, fleet

The staff-led CMBC anti-idling campaign, launched in 2009, continues to deliver results. An estimated 364,000 litres of

energy use declined to 2.40 million gigajoules while ridership grew to 232 million passengers.

diesel were avoided in 2010 and an additional 500,000 litres avoided in 2011 which together have saved roughly one million
dollars. CMBC has adopted a system which tracks idling compliance rates. Rates are compared among the various depots to

The slight increase in energy use for the rail division between 2009 and 2010 was the result of adding 48 Mark II SkyTrain

create competitions. In 2011, the average idling rate was 9.46 per cent, down from 13.25 per cent in 2009. The 2011 year

vehicles to Expo and Millennium lines beginning January 2010. This new addition to the rail system has been absorbed

remains the best since the campaign’s inception. CMBC has set a target for 2012 to further reduce the 2011 idling rate by

given the decrease in overall fleet energy use in 2011. Together, more riders and less energy have contributed to a

one per cent

.

substantial improvement in the amount of GHG emissions emitted per passenger kilometre. In British Columbia, 95 per
cent of electricity is derived through clean sources (BC Hydro Annual Report, 2011). Québec is the only other Canadian

When the anti-idling campaign is combined with the five per cent share of diesel which is derived through plant based

province with such a high share of clean energy, primarily from hydro-electricity.

bio-fuel, emission reductions are noteworthy. In all, TransLink’s revenue fleet emitted 9,174 tonnes less than in 2009 while
moving more people (twenty-one per cent increase in revenue passengers for 2011 over 2009 levels). In 2010, CMBC
set a target of three per cent reduction in GHG emissions intensity to be achieved by 2013, basing its target on fleet

to 50.4 grams, a 25 per cent improvement. This is on par with

mileage rather than an absolute reduction

STM’s (Montréal’s transit agency) efficiency of 49 grams of

organization continues to move forward.

GHG emissions per passenger kilometre in 2010; a noteworthy
achievement considering that TransLink’s service area is more
than three times that of STM’s.
As TransLink replaces aging diesel buses with more fuel efficient
technology the overall fleet gains better fuel efficiency. By
diversifying the fleet and cutting fuel consumption TransLink
reduces its exposure to fuel price shocks.

Fuel Consumption (l/100km)

Between 2009 and 2011, grams of GHG emissions per passenger kilometre have dropped from a high of 66.9 grams

Diesel Fleet Fuel Consumption
62
60
58
56
54
52

The Canada Line opened in August of 2009 connecting downtown Vancouver to Richmond and Vancouver International
Airport. It is powered by 95 per cent hydro-electricity (BC Hydro Annual Report 2011), carrying 100,000 passengers per day.
The Canada Line has been an unprecedented success surpassing ridership expectations after less than one year of operations.
This addition to the SkyTrain network replaces diesel buses with virtually zero-emission vehicles and is the principal reason
why the proportion of energy use from renewable sources grew to 26 per cent in 2011 from 19 per cent in 2009.

2008 2009 2010 2011 2012

YEAR
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TransLink has demonstrated a commitment to environmental protection through policies and actions, but further work on
corporate practices, innovation, and development of more robust metrics will continue to support the agency’s aspiration to

Diesel fleet fuel efficiency has improved from 59.3 litres/100

Key to
Symbols:

. Effective management of fleet emissions will continue to be a focus as the

be a world leader in this area. A list of 2012-2013 environmental action items is available on pages 42-43.
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Facilities and Infrastructure

The Energy Managers are tasked with identifying projects which result in energy and cost savings and have used
creative methods to get results. In collaboration with employee ‘green teams’, CMBC hosted a competition to raise

TransLink finalized an Infrastructure Policy in 2011, which speaks to how sustainability commitments are expressed in

awareness about energy conservation by dressing “appropriately” in cold winter months. Congratulations to Kemal

the management of infrastructure throughout its lifecycle. The Policy is supported by Transit Passenger Facility Design

Hadzic, Vancouver Transit Centre bus operator for his good humour and a much-deserved win for what is clearly a

Guidelines which provide a framework for designing transit passenger facilities and their surrounding context that can be

very ugly sweater...

consistently applied to the development of all new transit facilities and facility upgrades.
“Transit passenger facilities and their surrounding communities should be designed to reflect TransLink’s sustainability
vision by balancing the three factors of sustainability – social, environmental, economic – through the design process.
Beyond realizing operational cost savings over the life of the building, environmentally responsible design contributes to
the long-term health and well-being of transit passengers, local communities and the natural environment”.
Guidelines for environment design are organized under three broad design strategies which aim to:
• Minimize negative environmental impacts of transit facilities through using materials responsibly and exploring
   innovative design and construction practices;
• Reduce energy consumption through energy efficiency and exploring renewable energy opportunities; and
• Design healthy sites through the use of urban heat islands, mitigating water use, and improving site ecology.
Air Quality
Transit-Oriented Communities Design Guidelines will be released in summer 2012. These guidelines will make
of the appendix

recommendations, through design, encouraging people to drive less and walk, cycle, and take transit more.

A full summary of criteria air contaminant emissions is contained on page 95

In 2010, TransLink used approximately 346,000 gigajoules of energy to power its facilities in a year with 2,614 heating

TransLink regularly tracks its release of criteria air contaminants (CACs), a group of air pollutants that cause smog,

degree days. In 2011, facilities used approximately 358,000 gigajoules of energy, a 3.5 per cent increase over 2010 that

acid rain and health hazards. Typically these are the by-products of combustion from fossil fuels and/or industrial

reflects colder temperatures in 2011. Overall, 2011 achieved greater energy efficiency despite being colder than 2010. To

processes. Criteria air contaminants from the diesel bus fleet are decreasing due to the incorporation of emission

see how these two years compared to 2009, please refer to the table on page 94

of the appendix

.

.

control technologies such as exhaust gas recirculation and diesel particulate filters on buses purchased since 2007.

The improvement in facilities energy use the last few years is likely the result of designated Energy Managers appointed

Between 2009 and 2011, CACs from fleet fell by 31 tonnes mainly through reductions achieved through

in 2010 and 2011 at Bus and Rail Divisions supported by Power Smart, the conservation arm of BC Hydro. Examples

replacement of older diesel buses with cleaner alternatives, opening the Canada Line and decommissioning the

of projects undertaken through the Power Smart partnership include replacing all incandescent light bulbs at TransLink

Albion Ferry in 2009.

depots, building automation systems, and installing motor efficiency controllers to SkyTrain station escalators. Future
projects include a retrofit to the Burnaby South Transit Centre which is expected to save an estimated 1.5 million kilowatts

In a recent green city index published by the Economist Intelligence Unit, a business and research group, Vancouver

(kW) a year, the installation of a rain water collector when building the Hamilton Depot in Richmond to wash buses; and

placed first among all North American cities in lowest GHG emissions and best air quality categories.

a lighting redesign of SkyTrain’s operation and maintenance control office.
With the start of the September 2011 academic year, an additional 10 public post-secondary institutions in Metro
Vancouver joined the University of British Columbia (UBC) and Simon Fraser University (SFU) to expand the U-Pass
BC program. Through a partnership between the Province of British Columbia, TransLink, and BC Transit, the U-Pass
BC program is open to all public, post-secondary schools across the province. This truly “Universal” U-Pass is a
Canadian first. The recent expansion of the U-Pass BC Program is estimated to have displaced 8.7 million vehicle
kilometres in Metro Vancouver in 2011.
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Managing Resources
In an effort to improve corporate environmental monitoring, TransLink began collecting data on paper use and waste
diversion ratios across the organization in 2010 in addition to bus wash discharge.
The production and use of paper has a number of adverse environmental impacts, especially chemical bleaching.
Conventional bleaching of wood pulp using elemental chlorine produces and releases into the environment large amounts
of chlorinated organic compounds, including chlorinated dioxins. Between 2010 and 2011, TransLink and its operating
companies used an additional 343,000 sheets of paper while maintaining a stable workforce. As a result, the number
of sheets used per employee has increased. In recognizing the need to curb corporate paper use, TransLink is currently
developing a printing strategy which will cut down on the number of standalone printers as TransLink Corporate and Transit
Police move in 2013 to New Westminster. The goal is to make it less convenient to print so that people think twice before
choosing to print. In addition, CMBC has moved toward electronic pre and post signup sheets to generate schedules for
bus operators and also moved toward purchasing paper with 100 per cent post consumer waste content. TransLink will
continue to monitor paper use and develop strategies to cut down on paper use.
Metro Vancouver experiences high levels of precipitation but water use is emerging as an area of strategic challenge !
because of continued population growth and resulting pressure on existing reservoirs and infrastructure. Between 2009 and
2011, bus wash discharge increased by 13,246 cubic metres (M³) far outpacing increases in ridership. Conducting a water
audit across the organization to better manage and track use will be necessary to develop strategies to help curb use.
CMBC is currently the only operating company that tracks waste and recycling levels to generate a waste diversion ratio,
an indicator used to track progress toward diverting waste to landfills. Monitoring began in 2010. A waste diversion ratio
compares the amount of trash to recycling. Although the amount of waste generated in 2011 was up by 0.41 tonnes over
2010, the diversion ratio was higher at 71.16 per cent. The ratio is a better indicator of success given that higher ridership
is likely to result in greater waste generation. The key is how much waste is recycled rather than sent to landfill. In 2011,
TransLink partnered with the University of British Columbia to replace nine concrete trash bins at the bus loop with solar
big belly trash compactors. Solar energy is used to compact trash thrown in waste bins so that pick up can be less frequent,
resulting in fewer emissions.

Commencing in July 2011, CMBC began to pilot a “Processed Engineered Fuel” (PEF) program in
conjunction with Lafarge, one of North America’s largest cement manufacturers. These programs
involve utilizing materials that would otherwise be disposed of in landfills to engineer alternative
fuels for industry. The materials are sent to Lafarge for incineration and become fuels for cement

Key to
Symbols:

kilns. In the recycling hierarchy (Reduce, Reuse, Recycle, Recover), this program falls under “Recover”

One of nine “Big Belly” Solar

as it deals with recovering energy. Three months in, the pilot at the Burnaby Transit Centre is proving

Trash Compactors at the

successful and has diverted seven tonnes of waste from landfill.

University of British Columbia
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Environmental Spills and Permit Exceedances
For 2009 results, please refer to page 93 of TransLink’s 2010 Sustainability Report

.

TransLink operating companies use an Environmental Management System (EMS) that conforms to ISO 14001 to track
environmental spills and permit exceedances. It was approved by the TransLink Board in 2003. The system provides
a structured framework to guide informed decision making and effective management of environmental risks. In
accordance with the EMS framework, an EMS summary report is provided to the Board on a semi-annual basis.
2010 and 2011 Results
Coast Mountain Bus Company
There were 1,416 spills of substances that required follow-up in 2011 up from 1,334 in 2010. Nine spills were reportable
(as defined by the Ministry of Environment) to the Provincial Emergency Program (PEP) in 2011 and 13 spills were reported
to PEP in 2010. All spills were successfully cleaned up and no fines were issued. There were two permit exceedances of
permitted wastewater discharge in 2011 and seven in 2010. All were minor and remediated. No fines were issued.
BCRTC (SkyTrain)
BCRTC had three reportable incidents in 2010; one each at Burrard and Royal Oak electrical rooms during the annual
inspection of equipment. An additional incident was due to a hydraulic spill at King George station elevator. All three
incidents were reported to the Provincial Emergency Program and no fines were issued. BCRTC did not record any spills,
exceedances, or fines in 2011.
Others
Canada Line, WCE, HandyDART and West Vancouver Transit did not record any spills, exceedances or fines in 2010. West
Vancouver Transit had three reportable diesel fuel releases in 2011. All were minor and remediated. No fines were issued.
CMBC developed a spill action plan in early 2012 to address the slight rise in coolant and oil spills since 2009. Although
small, there has been a 12 per cent increase in these spills per million kilometres travelled. The spill action plan aims to
identify and replace all existing silicone hoses on buses with newer hoses rated for higher temperatures and also identify
and fully shield silicone hoses with heat shield (e.g. thermo-blankets) that are directly exposed to high temperature
components. CMBC also replaced Burnaby Transit Centre and Port Coquitlam’s waste oil tanks in 2011/2012.
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Summary: Environment Achievements and Plans
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2010 & 2011 Plans

2010 & 2011 Achievements

Plans for 2012 and Beyond

Sustainable Workplace			
- Investigate opportunities to implement sustainability
programs in administrative areas

Sustainable Workplace
- CMBC moved toward electronic pre and post sign-up
sheets to curb paper use in 2011 and began
  purchasing 100 per cent post-consumer waste content
paper in 2010

Sustainable Workplace
• Initiate ‘green team’ at TransLink Corporate Office
• Expand CMBC program of purchasing 100 per cent post-consumer waste content paper to other operating companies
• Move TransLink and CMBC corporate offices, and Transit Police to LEED Gold building in New Westminster (Sapperton)
• Develop a ‘printing strategy’ as TransLink moves into Sapperton office to cut down on number of stand-alone printers
• Retrofit Burnaby South Transit Centre to improve energy efficiency
• Carry out lighting redesign of SkyTrain’s operations, maintenance and control (OMC) facility

Emissions Reductions			
- Develop GHG management plan for administrative
   areas and non-revenue fleet

Emissions Reductions			
- No progress

Emissions Reductions			
- Set targets for GHG emissions and energy use reductions in administrative areas and non-revenue fleet
- Develop strategies to improve GHG emissions from non-revenue fleet

Revenue Fleet Fuel Consumption / GHG Emissions
- Implement anti-idling policy and measures across
CMBC depots
- Implement alternative fuel demonstration project
  and route-optimizing opportunities as identified
through UBC study
- Implement program to replace  hydraulic fans with
electric fans on coaches
- Develop longer term GHG emission reduction plan
  and targets for revenue fleet to improve efficiency
- CMBC target of three per cent reduction in carbon
footprint intensity measured as tonnes of CO2 emitted
per million kilometres of fleet mileage by 2013

Revenue Fleet Fuel consumption / GHG Emissions
- Idle-free campaign at CMBC bus depots avoided
use of 864,000 litres of diesel fuel in 2010 and
  2011; achieved 9.46 per cent idling rate in 2011,
down from 13.25 per cent in 2009
- Reallocated articulated diesels buses from 98 B-line
  route to suburbs. Improved diesel fleet fuel efficiency
from 59.3 litres/100km in 2009 to 55.8 litres/100km
in 2011, which cut 1.6 million litres of fuel
- Ongoing program: 11 hydraulic fans on coaches
replaced with electric fans in 2011
- Sold 16,428 tonnes of CO2e offsets to fund innovation
- 2013 target achieved in 2011

Revenue Fleet Fuel consumption / GHG Emissions
- Continue idle-free campaign at depots to further reduce unnecessary idling. Reduce idling rate at depots by one
   per cent over 2011 figure in 2012
- Continue to explore emerging technologies for fleet
- Continue to replace hydraulic fans on coaches with electric fans as funding permits to curb fuel use and
reduce emissions
intensity of one percent annually
- Continue to aim for reductions in GHG emissions
- Maintain 2013 target levels

Water Quality and Conservation		
- Storm water upgrades to be completed at all depots
and bus loops at three SkyTrain stations
- Complete Surrey Transit Centre bus wash and fuel
island replacement
- Implement physical upgrades recommended
by fluid handling audit (e.g. alarm systems and
equipment redesign)
- Reduce water consumption for bus and train washing

Water Quality and Conservation		
- Storm water management upgrades completed for
Surrey Central, Ladner, Scottsdale, Knight and Marine.
Braid Station upgrade is currently underway
- Surrey Transit Centre bus wash and fuel island
replacement completed in late 2010
- Burnaby Transit Centre and North Vancouver Transit
Centre leak alarms installed
- Bus wash reduction target was not achieved

Water Quality and Conservation		
- Conduct a water audit to determine intensity of use at depots/facilities and use data to set targets for reduction
- Use water audit findings to develop strategies to curb water use
- Completion of physical upgrades expected in 2012
- Install rain water collectors for bus wash when building new Hamilton Depot in Richmond

Energy Use Reduction			
- Continue to implement and expand energy
management programs

Energy Use Reduction			
- Energy management policies adopted at bus and
rail divisions in 2010, resulting in two Energy
Managers being appointed

Energy Use Reduction			
- Continue to pursue innovative partnerships with external agencies, such as Power Smart to curb energy use;
  convert one Energy Management position to a corporate-wide mandate

Spills			
- Continue with environmental training to eliminate
potential for spills

Spills			
- Spill response drills conducted annually at transit
depots, environmental newsletter for staff published
regularly at CMBC as well as annual ‘EnviroDay’

Spills			
- Continue to develop and implement environmental training and staff awareness programs including environmental
training for all positions
- CMBC to develop and implement a spill action plan in 2012 to cut down on the number of fuel, coolant and
hydraulic spills
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Financial Policy Commitments
As a steward of public resources, TransLink will strive to:
• Set economic, environmental and social targets
   appropriate to our vision and mandate;
• Make decisions that consider economic, social and
environmental objectives and reflect our commitment to
  transportation investments; and

2011 Revenues (000’s)		
Total $1,310,878

• Monitor emerging economic, social and environmental

34% Transit

sustainability and leadership, ensuring the best value for

trends to identify and manage anticipated challenges

24% Fuel Tax					

and opportunities.

22% Property Tax					
10% Capital Contributions & Interest
4% Parking Sales Tax				
3% Golden Ears Bridge Tolls			
3% Other (includes AirCare)
(80% of TransLink’s Revenue comes from three
sources: Transit, Fuel Tax and Property Tax).

“Healthy cities need efficient and
properly funded public transit
systems. Achieving this requires
a strong collective will among
all levels of government and the
public, especially in a growing
region such as Metro Vancouver.
TransLink provides services critical
to the residents and economy of
our city and is committed to the
provision of reliable, safe and
efficient public transportation
now and into the future”.

80.0%: share of revenue that depends on three

principal sources (i.e. transit fares, fuel tax and property tax)
in 2011, up from 74.0% in 2009.

232: million revenue passengers in 2011, up from 191
million in 2009, a 21% increase.

52.6%: operating cost-recovery for 2011, up from

48.3% in 2009.

						

2011 Expenses (000’s)
Total $1,363,350
60% Transit Operations				
13% Interest Expense
12% Amortization of Capital Assets
7% Maintenance and Funding for MRN
and Capital Infrastructure Contributions

$2: million saved through reduced diesel fuel consumption

5% Administration				

Richard Walton, Chair
Mayors’ Council

between 2009 and 2011.

2% Security
1% AirCare
Transit Operations expenses account for 60% of
the total expenditures. Only 5% of expenses go
towards administration.
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Securing Sustainable Funding

Efficiency and Effectiveness

Securing long-term sustainable funding for public transportation has been a defining feature of TransLink since the

Organizational change instituted in 2010 has reduced the number of senior staff through realignment of roles and

agency was created in 1999. Having bridged a structural funding gap in 2010, by increasing fares and fuel and parking

responsibilities. While large-scale changes have been substantially complete, TransLink continues to pursue operational

tax rates, TransLink has been able to maintain service levels and avoid deep cuts. However, the levels of funding required

and administrative alignments that improve its ability to deliver a sustainable transportation network effectively and

to achieve the goals set out in Transport 2040, TransLink’s long-range plan, have not been achieved, stalling progress

efficiently.

towards building the transportation system to support the region’s present and future needs.
In terms of operations, reducing use of electricity and reducing waste to landfill have set out a course for longer term
In September 2010 the Province of British Columbia and the Mayors’ Council signed the Livable Cities Agreement

savings with returns on investment accelerated through capital cost-sharing programs with partners such as Power Smart

that committed the two parties to work together to develop a sustainable funding strategy for Metro Vancouver’s

(BC Hydro). In early 2013, TransLink’s corporate headquarters will integrate with Transit Police operations by moving into

transportation system. Discussions led to a decision to fund the Moving Forward 2012 Supplemental Plan, which included

a LEED Gold standard office building adjacent to the Sapperton SkyTrain station. The design of the building will allow

a fuel tax increase to pay TransLink’s share of the Evergreen Line. The Moving Forward plan also included a property tax

TransLink to function more efficiently with less space than it now occupies by sharing common facilities with the Transit

increase for 2013 and 2014, but this was only to go into effect if the Province and Mayors’ Council could not agree on an

Police. LEED features which will make better use of natural light and improved energy efficiency will also help TransLink

alternate long-term revenue source to fund the transportation improvements detailed in the plan.

reduce its corporate environmental footprint while reducing operational costs.

At the end of 2011, the region appeared ready for transportation expansion to take place but a series of events in early

Compass Card and Fare Gates

2012 added to TransLink’s funding challenges. The TransLink Commissioner turned down a proposed transit fare increase

In 2013, TransLink will introduce the Compass Card, to make buying fares and using transit more convenient, secure and

for 2013, and instead recommended TransLink find internal efficiencies to fund expansion before reapplying for a transit

efficient. Fare gates that work with Compass Card will be installed at SkyTrain stations to provide a visual and physical

fare increase. The Province and Mayors’ Council were unable to develop a new way to fund the improvements outlined in

deterrent to entering the system without payment, helping to reduce fare evasion. The new system will allow TransLink

the Moving Forward plan. The Province announced an audit of TransLink before approving any new sources of revenue.

to collect important trip and ridership data to enable more coordinated system planning and deployment. Compass Card

On this news, the Mayors’ Council voted to repeal the proposed increase in property taxes that formed part of the

will allow transit users to reload cards through the internet, over the phone or on their transit trip, reducing or eliminating

Moving Forward plan.

the need for trips to Fare Dealers. The card will track trips and limit fare charges to a daily maximum.
The project cost of approximately $171 million is supported by a provincial government contribution of $40 million

Other economic realities pose a challenge to the stability of TransLink’s revenue sources. Revenues from fuel taxes

plus an additional $22.8 million for bus equipment and federal government contribution of $30 million provided under

have dropped as rising prices depress demand, vehicles become more fuel efficient, and vehicle owners seek relief

the Building Canada Fund. After the Compass Card has been in use for a period of time sufficient for meaningful data

by purchasing fuel in areas where the fuel tax does not apply. TransLink’s costs for fuel have also risen, however, the

collection, TransLink will conduct a fare structure review.

organization has taken several steps to reduce its exposure to price fluctuations in the short-term which include buying
diesel futures, locking in a portion of sales one year out and investing in cleaner-running vehicles, such as hybrids
and trolleys, that consume less diesel fuel. Without financial certainty on a long-term and sustainable funding source,
TransLink has put on hold expansion plans, with the exception of the Evergreen Line. The current financial challenge
throws into question the capacity of the region to build a transportation system that will meet its growing needs.
Strategic Challenge ! - Portion of Operating Costs Covered by Fares
The share of operating costs paid by transit users has been increasing slightly in the last few years to 52.6 per cent in
2011, up from 48.3 per cent in 2009. TransLink’s Efficiency Review published in March 2012 indicates that TransLink’s
cost recovery remains below competitor average by 1.2 per cent (2010 figures). The optimal rate of fare recovery varies
depending on policy objectives. A high level of cost recovery can indicate that a system is at its maximum capacity and
requires significant investment, while a lower rate can signal that public transportation is of high quality and affordable
for the vast majority of users.
TransLink has been working to increase the portion of operating costs covered by transit fares by tackling fare evasion
through increased random fare checks, continually looking at ways to make the transit system as efficient as possible and
seeking innovative new sources of revenue.
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Service Optimization Initiative

Strategic Challenge ! - Aging Society

TransLink’s Service Optimization aims to increase ridership without adding service through analysis of route performance.

Metro Vancouver’s climate, which is mild by Canadian standards, is attractive to many people, including a growing

This initiative has become an ongoing aspect of transit planning and has delivered many efficiency gains, including an

number of older people who may not be able to use conventional transit services. HandyDART provides door to door

estimated six million dollars in new fare revenue in 2011.

transportation for people whose ability to use the conventional system is either temporarily or permanently restricted,
including those requiring transportation to medical appointments, employment, shopping and social engagements.
The nature of HandyDART service means the cost per ride is significantly higher than for regular transit services, but

What is the Service Optimization Initiative?
It is a process undertaken by TransLink to decrease the gap between transit operating costs and fare

passengers pay the same full adult fares as other customers. Recently, HandyDART has focused on making the service
more efficient by tackling late cancellations, ‘no-shows’ and ‘cancellations-at-the-door’ because these passenger

revenue. The initiative has helped increase productivity of the transit system by reallocating resources

behaviours delay service to other clients and can lead to trip denials when service is scheduled but not used. The number

from less used services to improve service offerings where demand is higher. The initiative also

of “cancels-at-the-door” and “no-shows” decreased by 31.8 per cent, but late cancellations increased by 3.1 per cent.  

reduces delivery costs by realizing operational efficiencies. The Service Optimization Initiative is now
an ongoing program of transit service adjustments.

Penalties to users who repeatedly cancel late or fail to appear for a scheduled trip have been implemented and early
indications show this approach is having an impact on customer behaviour. One way TransLink has been able to reduce
reliance on costly custom transit service is to decrease barriers to using the conventional transit system, such as improving
the number of wheelchair accessible bus stops and operating a 100 per cent low-floor accessible bus fleet.

The Service Optimization Initiative earned honourable mention from Gordon Price, Director of the
City Program at Simon Fraser University when he named TransLink as having the best performance
by a government agency in 2011. It is one of many reasons TransLink was able to maintain Olympic
ridership levels beyond 2010.

Key Service Optimization Targets and Initiatives:
• Reallocated 170,000 hours of service between September 2010 and September 2011
• Revenue ridership grew seven per cent and total transit revenue increased five per cent between in 2011 (over 2010).
• Shifted some routes from conventional bus to community shuttle vehicles which have lower hourly operating costs,
but the same number of service hours.
• Fare revenue increased by $20.6M between 2010 and 2011
• Service increases in urban areas to reduce overcrowding were particularly successful while service increases in suburban
areas have resulted in slightly less productive services and may take more time to be taken up by riders.
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Summary: Financial Achievements and Plans

Summary: Financial Achievements and Plans

2010 & 2011 Plans

2010 & 2011 Achievements

Plans for 2012 and Beyond

- Develop new sustainable funding sources

- No progress. Transportation-related funding sources
increased from 70.3 per cent of revenue in 2009 to
72.5 per cent in 2011

- Identify new sustainable funding sources
- Support dialogue on sustainable funding options
- Develop new public transit offset protocol and continue to identify projects which result in emission reductions and
cost savings

- Reduce costs through increased efficiency and
resource realignment

- Service Optimization Initiative resulted in $6 million
in new fare revenue
- Ridership grew by seven per cent in 2010 over
previous year while service hours were reduced by
1.1 per cent over the same period

- Include Service Optimization Initiative as a regular aspect of service planning
- Integrate TransLink and CMBC corporate offices with Transit Police to new Sapperton office in New Westminster
- Review efficiencies suggested by the Commissioner and implement as feasible
- Create Change Management Director position to facilitate realignment
- Aim to increase ridership by 4.5 per cent in 2012 over 2011 results

- Continue to work on smart card technology for fare
payment and system data gathering for launch in 2013

- Began fare gate installation at SkyTrain stations

- Continue to install fare gates across all SkyTrain stations as part of ongoing implementation of smart card technology
- Develop data management strategy to house smart card data and develop strategy to use data to inform
service planning
- Conduct comprehensive transit fare review after the launch of the Compass Card

- Initiate revenue task force to examine reasons for
decline in fare yield and implement recommendations
- Began work on performance based investment
policy in 2011

- Develop performance based investment policy
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Customers, Communities, and Employees
TransLink values the contributions made by its customers, employees and municipal partners to improve the livability of
the Metro Vancouver region. As a community partner, TransLink will:

Customers and Communities

• Provide a diversity of transportation services and pursue operation and design innovations that maximize the

60.8%: share of the more than 8,200

• Work with our community partners to enhance the livability, sustainability and resilience of our region and

   benefits to society, the economy and the environment while minimizing adverse impacts, locally and globally
provide leadership for transport systems around the world

bus stops in the region which are wheelchair
accessible, up from 54.0% in 2009.

• Conduct transparent, inclusive and respectful consultations with our stakeholders and the public to obtain
meaningful input into TransLink activities
• Encourage and recognize the efforts of employees, subsidiaries, service contractors and partners for their

23,886: number of employees in the

sustainability practices and innovations

region receiving discounted transit passes from
their employer under the Employer Pass Program,
up from 20,869 in 2009.

Customer Focus

GRI PR5

In 2009 TransLink created a Customer Service Charter to better deliver positive experiences for transit users. The
Customer Service Charter is a public document that is a promise of quality service. Customers can ask a question,
complain, give a commendation, or get information through a variety of channels:

348,032: kilometres cycled in the region

• Call Centre
• Customer Relations

during two Bike to Work Week events in 2011.

• Lost Property

5.6%: increase in conventional transit

• Customer Information Automation
• Access Transit Customer Care

service hours between 2009 and 2011; ridership
gains were up 21% during the same period.

• Administrative Services (e.g. reception, FareDealer, etc.)
• Buzzer Blog and/or Twitter

Employees

6: number of Executive members after an

organizational review throughout 2010 and 2011
to create a smaller more focused team.

Between 2009 and 2011, TransLink’s customer

Mode

satisfaction with the level and quality of

Bus

Results:

2009

2010

2011

7.6

7.6

7.7

service on a scale of one to ten increased for

SkyTrain (including Canada Line)

7.8

8.1

8.2

all modes, with the sole exception of WCE,

SeaBus

8.4

8.5

8.5

although it still remains highest.

WCE

8.9

8.7

8.6

Since the ‘Setting a Baseline’ report was published, TransLink has increased its social media presence to reach a broader
customer base, enabling the organization to be more responsive and accountable. In 2011, more than five million calls

6.5: number of injuries reported per 200,000

were made to Customer Information (CI). Most calls were handled by the Interactive Voice Response System; 1.7 million
were handled by CI Agents. The Twitter account, staffed by CI agents, has over 20,000 followers. Agents monitor

working hours in 2011, down from 7.0 in 2009.

Twitter carefully throughout the day, usually responding in minutes to customer tweets about route changes, service
concerns and commendations and scheduling information. Developing greater channels for feedback ensures that the
customer voice is heard. The number of customer complaints (measured per million boarded passengers) rose from 82.29
complaints in 2009 to 87.48 complaints in 2011; the increase corresponds with offering customers greater access to
provide comments through new means, particularly social media. TransLink will continue to pursue innovations to improve
the customer service experience.
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Customer Service Innovations

conventional system is either temporarily or permanently restricted, including those requiring transportation to medical

TravelSmart’s website was launched in February 2011 to correspond with the one year anniversary of the 2010 Winter
Olympic Games. This innovative transportation demand management program uses a unique combination of face to face
outreach, online support and strategic partnerships, to change the way that people view transportation and how they
utilize it in their daily lives. TravelSmart provides transportation information to members so that they can make informed
decisions about how to best get from point A to B. Since its launch, TravelSmart has had significant achievements
attaining over 10,000 members in its online community, reaching over 12,000 students, 400 seniors and 1,000 new
Canadians through targeted outreach initiatives. As well, the program is positively impacting people’s behavior; the initial
survey of TravelSmart members indicates that 86 per cent have made changes to their driving habits with over 61 per
cent of those driving less. Current transit ridership is up seven per cent (2010 – 2011), even above the once-in-a-lifetime
ridership gains from the 2010 Winter Olympics.

appointments, employment, shopping and social engagements. Service hours increased by 1.8 per cent in 2011 over
2008, with a 3.9 per cent in the number of customers using the custom service (note: 2008 was chosen as a baseline
given that HandyDART experienced service disruptions due to a labour dispute in 2009).
Wayfinding Program
The new TransLink Wayfinding Standard was adopted in 2010, with the goal of improving signage, maps and service
information in transit facilities so all customers can more easily plan transit trips and get around the region. The project
team worked with the UAC to develop designs that work for customers with limited mobility or vision. Design revisions
include increasing colour contrast and text size, adjusting the height of maps, and ensuring wheelchair-accessible station
entrances were clearly marked. Future work will look at developing a consistent approach to tactile information and audio
announcements in elevators, as well as the launch of a pilot project to explore the use of tactile information at bus stops.
Accessibility Progress

• All buses are 100% low-floor wheelchair accessible with annunciators and bike racks

• TravelSmart for Seniors

• NextBus, which provides real-time schedule information, along with improved trip planner and

• TravelSmart for new Canadians

  wayfinding program aim to make it easier to choose transit

• Website accessibility features support mobile devices and software for people with visual impairments
• Making travel information for SkyTrain and WCE available in 164 languages, up from 150 in 2010. CMBC timetables

• Regional Cycling Strategy released in 2011

   are printed in English, French, simplified Chinese, traditional Chinese, and Punjabi

• Transportation Demand Management - involves programs that help people choose more

• Access Transit sends email alerts to participating customers on system issues such as elevator repairs
• All buses have “annunciators” to announce stops – important for visually-impaired customers

sustainable travel options such as transit (Employer Pass Program), ridesharing (Jack Bell
  partnership), walking (TravelSmart outreach to schools) and involvement in Bike to Work Week
and Commuter Challenge (TransLink provided $1500 in transit tickets to support Commuter

• Special phone number for visually-impaired to call for assistance before arriving at SkyTrain stations
• Automated telephone reminders to HandyDART clients to remind them of scheduled trips
• Persons-with-disabilities training centre at Vancouver Transit Centre created in collaboration with CMBC

Challenge in 2011).

• More bus stops fully accessible
• HandyDART/custom transit service hours increased for 2010 and 2011

Accessibility
Access Transit
TransLink strives to encourage use of its conventional transit fleet for a broad range of passengers by lowering barriers to
the system for people with physical or sensory limitations. Since adopting the Access Transit Strategy in 2007, TransLink
has made meaningful progress improving access for all users to the full range of transportation services. A Users’
Advisory Committee (UAC) was established, a new model for service delivery was created, customer support initiatives
undertaken and communications methods improved. The entire fleet is wheelchair accessible and buses have automatic
announcements of upcoming stops to assist all users. Working with municipal governments, TransLink is making more
of the region’s 8,200+ bus stops fully wheelchair accessible, having increased the proportion of accessible stops from
54.0 per cent in 2009 to 60.8 in 2011. Through its Wayfinding Program, TransLink is also working to help all users move
through the region’s transportation system more easily (see Wayfinding Program on the following page).
Custom transit service is a very important part of TransLink’s Access Strategy, with more than 20,000 individual
HandyDART customers in 2011. HandyDART provides door to door transportation for people whose ability to use the
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Affordability of Transit

• Golden Ears Bridge noise concerns

Transit fares generate about one-third of TransLink’s revenue and pay for more than half of operating costs. Please see

• The Service Optimization Initiative

page 45 of this report for a breakdown of TransLink’s revenue sources. Pre-paid fares increased on April 1, 2010 to

• Marine Drive Transit Bus Lane

generate about $18 million in new revenue to support transit capacity increases. Monthly Fare Cards are tax-deductible
under the Federal Transit Pass Tax Credit program. Fare increases attempt to balance the needs of low-income transitdependent people with the need to maintain the system and share costs equitably among transit users, drivers and

• U-Pass Expansion
• United Boulevard Extension

property owners.

• Richmond Hamilton Transit Centre

Transit affordability is assessed in comparison to the Consumer Price Index (CPI). Between 2008 and 2011 the price

A variety of methods are used to engage the public and stakeholders; from traditional community meetings and open

of cash fares for all zones fell 4.2 per cent relative to CPI; monthly fare prices for all zones increased by 6.8 per cent
compared to CPI for the same period.

houses to newer methods like webinars and other online tools. TransLink’s efforts to reach stakeholders and communities
by using these different techniques have been fruitful with often thousands of individuals becoming involved with a given
project’s engagement process.

Market research among transit users shows that the perception of value for money is the highest in five years on the
conventional system. West Coast Express riders are the exception, with only 60 per cent feeling they get good value for
money, down from 69 per cent in 2009. Fares are higher on WCE, a premium commuter rail service that has seen steady
ridership growth. Fortunately the sense of “not being overcrowded” has improved on WCE in 2011, reversing a multi-

Stakeholder Opportunities and Challenges for 2012 and 2013
In the next two years TransLink will engage the public and stakeholders on a number of plans and projects, some of

year decline. The change is likely due to the addition of more cars to handle increased demand.

which include:

Stakeholder Engagement

• Pattullo Bridge Project

We strive to continually engage and educate our regional partners, community members, all levels of government and
other stakeholders to address their priorities, receive input and ensure the success and understanding of our plans and
policies. Since decisions can have significant implications for the regional economy, environment and communities,
TransLink ensures it consults with the public and key stakeholders on major plans and decisions consistently and
comprehensively.

• Langley Transit Exchange
• 2013 Base Financial Plan
TransLink will continue to seek input and engage customers, government and other stakeholders to facilitate widespread
appreciation of TransLink’s mandate, vision and priorities. Timely and effective communication of accurate and factual
information to all stakeholders will be increasingly important to facilitate informed discussion.

In identifying stakeholders for consultation and engagement, TransLink is guided by its stakeholder map. The stakeholder
map was developed through staff consultation and reflects the extensive range of key organizations and perspectives
which TransLink takes into account when undertaking major initiatives. For a visual representation of TransLink’s

Public Consultation 2011 – The Numbers

stakeholder map, please refer to page 25 of this report.

North Shore Area Transit Plan Phase II: January 2011

Stakeholder Activities in 2010-2011

• Two workshops were held and invitations were sent directly to target groups on the North Shore

Over the last two years TransLink has engaged the public and stakeholders from across Metro Vancouver in order to
receive input and guidance on a myriad of plans, projects, programs and policies.
These include:

° Total Personal Interactions: 62 people

• ‘Bloggers Breakfast’ attended by eight transportation bloggers and other influential social media personalities

• The UBC and Surrey Rapid Transit Studies

• Approximately 300 people attended four community consultation workshops

• The Burnaby Mountain Gondola Business Case

• A webinar attracted 46 participants and an additional 225 views of the playback video posted on YouTube

• The Roberts Bank Rail Corridor Program

• Approximately 120 people attended seven small group meetings with committees identified by the City of

• The 2011 Supplemental and Base Financial Plans

Vancouver and UBC

• The 2012 Supplemental and Base Financial Plans

Performance against
UITP indicators

• A meeting with elected officials was held April 7th

UBC Rapid Transit Study Phase II: March 30th – April 22nd, 2011

• The North Shore Area Transit Plan

Key to
Symbols:

• 202nd Street (Walnut Grove) Park and Ride

GRI 3.7

Performance against
GRI indicators

Click for more
information

TransLink
performance targets

Strategic

! challenges

Red Glossary
Text term

First Page

Previous View

Previous Page

Contents Page

Next Page

Next View

Last Page

Sustainability
Report 2012 Authority
South Coast British
Columbia Transportation

South Coast British Columbia Transportation Authority

People (continued)

58

45
59

• Approximately 100 people took part in two, four-hour drop-in sessions held in Central Broadway

Totals:

• Two meetings were held with the Musqueam First Nation during Phase II

° Personal Interactions: Approximately 130
° Feedback forms: 486 (436 online and 50 in-person)

• More than 13,000 people visited the site during the consultation period
Totals:

Golden Ears Bridge:

° Personal interactions: Approximately 528 people
° Internet interactions (including webinar): Approximately 13,271 people
° Number of feedback forms: Approximately 1,500 (1,430 online and 77 written)

• Three community action group meetings were held in 2011 attended by 72 people
Community Events attended by staff in TransLink’s Public Consultation Department during 2011 ranged in size from

Burnaby Mountain Gondola Phase II: May 2011

5,000 to 100,000 people and included:

• Community Consultation Workshops

• Epic Trade Show – May 13th – 15th

• Seven meetings with committees and groups attended by 117 people.

• West Vancouver Community Days – June 4th

Totals:

• Newton Community Festival – June 11th

° Personal interactions: Approximately 404 people
° Number of feedback forms: Approximately 671 (172 Feedback forms were received from the stakeholder meetings/

• Whalley Community Festival – June 18th
• Main Street Car Free Days – June 19th

open houses, 48 Feedback forms were returned to TransLink, 341 Feedback forms were received from Citizens

• Mountain Equipment Coop Bike Fest – June 25th

Opposing The Gondola and 110 inputs were received by TransLink in the form of emails and/or letters)

• North Delta Family Day – June 26th
• Surrey Canada Day – July 1st

Surrey Rapid Transit Study Phase II: May 26 to June 24, 2011

• Party on the Pier (North Vancouver) – July 16th – 17th
• Mount Pleasant Business Improvement Association Shift into Autumn Festival – September 17th

• ‘Bloggers Breakfast’ attended by four transportation bloggers and other influential social media personalities
• Approximately 100 members of the public attended four in-person workshops
• A webinar on May 30 attracted 30 participants and an additional 170 views of the playback video posted on YouTube
• Four small groups attended one combined meeting
• More than 3,600 people visited the site during the consultation period

if people don’t feel safe they won’t use transit. TransLink actively monitors crime on the transit system and perceptions of

° Personal Interactions: Approximately 123 people
° Internet Interactions (including webinar): Approximately 3,800 people
° Number of feedback forms: Approximately 382 (40 written and 342 online)

safety among passengers. Passenger perceptions of safety across TransLink and its family of companies since 2009 have
been trending between 7.8 for SkyTrain Expo Line and 9.0 for West Coast Express with the balance of services assessed
within that range. Scores above 8.0 reflect good-to-excellent ratings; this is the range for most of TransLink’s services.  
Transit Police and Transit Security are working together to develop strategies to target fare evasion in areas where there is

Roberts Bank Rail Corridor:

a higher than normal incidence of fare evasion or where conflicts arise frequently.

• Four Public Open Houses attracted more than 340 people

Transit Police

Service Regulation, Transit Police have the full powers of provincial police, including the ability to enforce the Criminal
Code of Canada and issue violation tickets for infractions of provincial statutes, including fare violations. The safety of

• Four open houses were held, attracting 130 participants

transit customers is the priority of Transit Police who, along with other transit staff, are able to respond quickly to calls for

• A webinar on July 19 attracted 51 participants with another 525 views to the recording after the event:

° Four sub-regional meetings were held with elected officials including the Mayors’ Council, the Metro Vancouver
Regional Planning Commission, and the Metro Vancouver Board
• During the consultation period, TransLink’s “Be Part of the Plan” website recorded more than 11,000 page views –
7,780 page views for the Supplemental Plan page and 3,374 for the “Get Involved” page

GRI 3.7
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Established in 2005 as a designated policing unit under the South Coast British Columbia Transportation Authority Police

Consultation on the Supplemental and Base Plan: July 12 to September 23, 2011
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Managing safety for TransLink’s customers and employees – reducing injuries on the system and in the workplace
Keeping people safe and secure while travelling is an end unto itself, but ensuring people feel safe is the real test because
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conduct as municipal police officers. Complaints against a member of the Transit Police force may be submitted to the

Safety in the Workplace

Transit Police Professional Standards Unit, the Transit Police Discipline Authority, or the B.C. Office of the Police Complaint

Keeping employees safe continues to be a key focus for TransLink. Concern over workplace injury rates, insurance

Commissioner. The number of complaints per officer has declined from 0.16 in 2010 to 0.13 in 2011. More information

assessments and claims duration has inspired a more focused approach in recent years. TransLink, its operating

about the complaints process can be found on the Transit Police website.

companies, and WorkSafeBC are working together to reduce injuries, lost time and costs to both entities. The joint

GRI LA6

initiative includes: data analysis to identify issues and develop strategies to prevent injuries; an exploration of new ways
The Transit Police force is considered a supplementary policing agency because the jurisdictional police agency retains

to help employees return to work sooner recognizing that the longer a worker is off the job the more challenging it is

primary responsibility for policing. As such, the Transit Police force works in close partnership with other jurisdictional

to return; and the Stay at Work Centre is a process that looks at what opportunities are within reach for a returning

police forces.

employee beyond usual scope. Other initiatives include harmonizing data collection to facilitate better management of
safety and introducing or continuing programs to reduce violence towards front-line employees.

The Transit Police Board governs the Transit Police and is appointed by and accountable to the Minister of Justice and
Attorney General. The role of the Transit Police Board is to ensure that the force provides effective and efficient services,

A safety climate survey was undertaken in 2011 at SkyTrain and CMBC operating companies, TransLink Corporate and

and preserves the safety and security of the transit system.

Transit Police to gauge how employees perceive safety in the organization and to determine whether safety initiatives
were having an impact on safety culture. Survey responses indicated that a majority of employees deem TransLink to be a

Emergency Management

safe employer. Lost time frequency, measured by the number of injuries per 200,000 working hours, has improved from 7

Metro Vancouver is located in the Pacific “Ring of Fire”, an area in the basin of the Pacific Ocean with a large number

injuries in 2009 to 6.5 in 2011. For information on how our family of companies performed, please refer to page 96

of earthquakes and volcanic eruptions. While the region has not experienced a significant earthquake in modern history,

in the appendix of this report.

geologists predict that one could occur at any time. TransLink has been involved in emergency preparedness for many
years, but has increased its focus and efforts in recent years. Using earthquake planning as a platform, emergency
management prepares for all hazards. TransLink hosted a half-day session in November 2011 with presentations from
subject area experts for approximately 100 internal and external stakeholders. Next steps include development of a suite

Transit Operator Safety Initiatives

of plans, identifying resources and an implementation strategy. The intended outcome is a program that improves the

• Five-hour training module on situational awareness/conflict resolution for all drivers

resiliency of the transportation system in the event of significant disruption, however caused.

• Full day course on customer relations available to all drivers
• Conflict resolution video for bus drivers created by CMBC and Canadian Auto Workers’

Employees

  (CAW) Union

TransLink values its employees and the contributions they make everyday to serve our customers. As an employer:

• Radio-based assistance on all buses allow immediate communication with Transit Communications
• Centre allows fast responses and the ability to ‘listen in’

• We will cultivate a diverse, inclusive and respectful workplace and provide a safe and healthy work environment
• We will encourage employees to innovate and play an active leadership role in the pursuit of our sustainability goals
• We will empower employees with the resources they need to make responsible decisions regarding sustainability in the

• Violence in the Workplace Steering Committee created to focus efforts to reduce assaults
on drivers
• Defuser and employee assistance programs to help drivers who have been involved in

workplace and encourage them to expand this into their personal lives.

critical incidents
• ‘Union Violence in the Workplace’ representative positions have been established
• CMBC and SkyTrain operating companies have supported initiatives to institute greater penalties
for assaults on transit employees
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Health and Wellness in the Workplace

Employee Engagement

Corporate Wellness initiatives delivered through Human Resources include fitness programs, fitness testing, incentive

TransLink is committed to promoting quality work-life balance and encouraging teamwork across all operating companies,

challenges and health education and awareness. An employee and family assistance program, with a range of services, is

as well as communicating and consulting with employees to build an engaged and motivated workforce. A key indicator

available to all staff.

of employee satisfaction is employee engagement. In an effort to monitor employee satisfaction and promote employee
engagement, an exempt (non-union) employee engagement survey is conducted every two years. To ensure confidentiality,

Health and Wellness Fairs raise awareness and provide employees with tools and information to manage their health and

this survey is conducted and analyzed by an independent consulting company. The survey results show engagement levels

prevent illness, such as:

and provide insight on indicators that explain engagement levels. The results also provide the TransLink Executive and
senior leaders with direction on where to focus initiatives to improve employee engagement. The TransLink Executive and

• Awareness of physical check-ups

divisional leaders throughout TransLink and its operating companies take these results and develop action items in an effort

• Prevention and risk factors for disease

to continually improve employee engagement.

• Tools and techniques for overall mental health
• Blood pressure check-ups

The employee engagement survey was first run in 2008 and again in 2010. The average 2010 engagement score has

• Body Mass Index (BMI) testing

decreased since 2008. In an effort to determine the reasons for the decrease, the TransLink Executive held several

• Bone density screening

information sessions where employees could voice issues and/or concerns. From these sessions, the Executive put several

• Employee and family assistance program information

initiatives in place in an effort to address the concerns raised by employees and raise the level of engagement within

• Healthy eating and nutritional information

TransLink. In 2011, the TransLink Executive held an Exempt Employee Engagement Pulse Check consisting of seven
questions in order to evaluate whether the initiatives put in place following the 2010 survey were addressing employee
concerns. Overall, TransLink and its operating companies’ engagement scores stabilized between 2010 and 2011.

Other wellness initiatives are coordinated for all parts of TransLink and its operating companies, such as:

Management will continue to pursue employee and leadership development and wellness programs and activities to
encourage improvements in engagement through 2012.

• Flu clinics
• Mammogram clinics
• Blood pressure clinics

Strategic Challenge !

• Lunch and Learns

The TransLink family of companies is expected to deliver excellent customer service in an environment of significant
organizational change and external demands. Management will continue to focus on our employees through leadership

Employee Engagement - Exempt Employees

2008

2010

			

2011
(Pulse Check)

TransLink Family of Companies (Average)

61%

59%

58%

TransLink Corporate

54%

56%

49%

CMBC

78%

66%

71%

BCRTC

51%

54%

54%

Best Employer Average

77%

69%

78%

and development programs and wellness initiatives to foster greater engagement.
Employee Development and Leadership Development

GRI LA11

Continuous employee development has been an essential part of TransLink’s overall strategy to build internal capacity
and foster employee engagement. As an organization, TransLink strives to develop talent from within by utilizing a variety
of leadership and employee development initiatives. TransLink currently supports the following employee development
initiatives: tuition reimbursement; career development counseling; attendance at conferences and workshops; professional
memberships; apprenticeships; and operator and maintenance trainee wages. In addition to these initiatives, TransLink
offers a selection of internal courses, lunch and learns and seminars capitalizing on the knowledge and expertise of inhouse subject-matter experts. Mandatory training is also delivered to employees in operating companies as required to

Note: BCRTC includes WCE for 2010 and 2011. In 2008, WCE engagement score was 46%.

maintain qualifications.
Note: CMBC maintained its position as a Top 55 Employer in BC in 2010 and 2011. The ‘Best Employer Average’ refers to
Special attention has been given to programs that foster leadership at all levels of the organization, such as “The Leader’s

the average engagement score of employees at Canada’s Top 50 Employers.

Window” delivered by the Sauder School of Business. This program provides practical tools to stimulate individuals and
teams to realize their best possible performance, with specific emphasis on relationship management. “The Leader’s
Window” was originally offered in 2011 to members of the Executive, Directors and a group of Senior Managers across the
TransLink family of companies. This training will be extended to managers from the second half of 2012 through to 2013.
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Developing people will continue to be TransLink’s focus in the coming years. Commitment to broaden the leadership skills

Unions at TransLink and Operating Companies

at all levels of the organization will be reflected in upcoming training programs. Contemporary approaches, such as the

The following is a list of unions that represent employees across the TransLink family of companies.

“Building Resilience to Change Management and Situational Leadership” course will be available to support managers in

For unionization rates, please refer to the table on page 96

keeping pace with today’s business challenges.

TransLink

• Canadian Office and Professional Employees (COPE): Collective agreement expired March 31, 2011

CMBC

• Canadian Auto Workers’ (CAW): Collective agreement expired March 31, 2012

Management Diversity

GRI LA13

GRI LA4

in the appendix of this report.

• COPE: Collective agreement expired March 31, 2011

In 2010 and 2011, two of six executive positions were held by women, compared to two of seven in 2009. Organizational
restructuring throughout 2010 and 2011 has resulted in a smaller more focused executive team of six members.

• Canadian Union of Public Employees (CUPE): Collective agreement expired December 31, 2011
BCRTC

• CUPE: Collective agreement in place from August 31, 2010 to August 31, 2013

PVTT

• COPE: Collective agreement expired March 31, 2011

Employee Pension Plans
TransLink, CMBC, PVTT (AirCare) and their employees participate in a defined benefit pension plan and contribute to the
Public Service Pension Plan, which is administered by the British Columbia Pension Corporation in accordance with the
Public Sector Pension Plans Act.
Participation in the pension plan is mandatory for all full-time regular and part-time regular employees as well as
temporary employees who reach 50 per cent of the Year’s Maximum Pensionable Earnings (YMPE). Enrollment is optional
for temporary employees who have not reached 50 per cent of YMPE, but who have more than two years of service.
Employees of BCRTC and WCE participate in a defined contribution plan administered by Great West Life Assurance
Company. At BCRTC participation is mandatory for all full-time regular and part-time regular employees. After one
month of service, temporary employees are eligible to make voluntary contributions. At WCE, full-time employees are
eligible from the date of hire and part-time/casual employees are eligible after two years of continuous employment and
with earnings of 35 per cent of YMPE in each of two consecutive years. All full-time and part-time/casual employees are
eligible to participate in the pension plan.
Sustainability in the Workplace
Green Teams are in place at CMBC and SkyTrain, the largest employers in the TransLink family of companies. TransLink
administrative offices have less direct control over office energy use and waste, but that will change with a move to a
new LEED Gold building in 2013. Throughout 2010 and 2011, and continuing into 2012, corporate focus has been on
establishing sustainable and sufficient revenue streams. As a result, TransLink has been unable to proceed with plans to
develop and implement a sustainable workplace policy and program for administrative areas. In 2013, once we have
moved to the new building TransLink will focus on creating a ‘Green Team’ at corporate offices and communicating
regularly with staff regarding environmental issues they can address at work and at home.
Strategic Challenge - Progress Since 2009 !
‘Setting a Baseline’, TransLink’s first sustainability report, identified changes to the organizational structure as a strategic
challenge to creating the transportation network that would help make the region a better place to live. In 2010,
organizational realignment was undertaken to bring the entire family of companies under one vision, mission and values,
and to streamline decision-making. The number of executive positions was reduced, capital management processes were
amended, and Human Resources services were reorganized. In addition, the position of Chief Operating Officer was
created to provide superior executive oversight of service delivery.
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People (continued)

People (continued)

Summary: People Achievements and Plans

Summary: People Achievements and Plans
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2010 & 2011 Plans

2010 & 2011 Achievements

Plans for 2012 and Beyond

Customers
- Continue to create comprehensive safety and security
plans and systems to protect customers and employees
from accidents and threats

Customers
- Implemented high visibility policing initiatives which
greatly increased presence of police on transit
- Witnessed 14 per cent reduction in assaults per
100,000 boarded passengers on the system in
2011 over 2010

Customers
- Continue to ensure that transit environment is safe, welcoming and comfortable

- Continue to develop customer service innovations to
improve dialogue with stakeholders

- Customer Commitment adopted in 2011
- Continued to develop social media presence on
Facebook and Twitter to increase dialogue and
  provide real-time information to customers

- Continue to improve accessibility for transit users with
mobility limitations

- Target: 57 per cent bus stops to be accessible by
2010 – achieved (60.8 per cent bus stops
accessible at end of 2011)
- SkyTrain language service offerings increased from
150 in 2010 to 164 in 2011

- Continue to increase the number of accessible bus stops by two per cent annually
- Carry out accessibility retrofits to Scott Road Station

- Improve wayfinding and delivery of real-time
information to increase reliability and improve customer
user experience

- Launched pilot of ‘NextBus’ to communicate
  real-time scheduling and arrival information to
customers

- ‘NextBus’ made available in 2012
- Develop new wayfinding standards and improve signage and regional maps on system

- Implement systematic approach to sponsorships
and partnerships across TransLink and its
operating companies

- Conducted four major studies consultation
processes (UBC Line Rapid Transit Study, Burnaby
Mountain Gondola Business Case, and Surrey
Rapid Transit Study)

- Implement strategic approach to community outreach and engagement

- Promote TravelSmart behaviour as legacy of the
2010 Olympics

- TravelSmart website launched in February 2011

- Develop approach to ‘last/first mile’ of public transit travel to promote integrated nature of TransLink system and
address transit use barriers

Employees
- Establish a voluntary baseline of employee commute
mode share and respective emissions

Employees
- TransLink TravelSmart team developed employee
commute tool which was piloted with TransLink
staff in fall of 2011

Employees
- Identify opportunities to better manage and report on scope three emissions, including employee commute patterns

- Continue partnership with Work Safe BC to reduce
workplace accidents and their effects

- TransLink lost time injury frequency per 200,000
working hours decreased from 7.0 injuries in 2009
  to 6.5 in 2011; CMBC lost time injury frequency
per 200,000 working hours decreased from 7.1 in
2009 to 7.0 in 2011

- Achieve TransLink lost time injury frequency target of 6.5 per 200,000 working hours for 2012
- CMBC target set for 6.7 for 2012

- Continue organizational review process to build
effective and accountable team

- Organizational review launched/underway; a
smaller more focused Executive team was
  developed; fewer staff in 2011 over 2009 across
TransLink family of companies

- Develop and implement plan to improve employee engagement scores through focused leadership development and
increased health and wellness initiatives
- Extend Change Management and Situational Leadership courses to junior and senior managers in 2012 and 2013

- Implement employee sustainability program

- Employee sustainability program implementation
delayed as focus was on securing sustainable funding

- Develop and implement training on sustainability decision-making tool for staff
- Launch employee led ‘green team’ at TransLink corporate office
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INDICATOR

MEASURE

2010

Indicator Summary
2011

GRI

UITP

Share (%) of independent
(i.e. non-executive) Board
members

100% of the Board
members are
independent

No change

4.3

Sustainability-related
Experience of Board
Members

Inclusion of sustainability
competencies in Board
selection

Sustainability is one of
the specific skills and
competencies included
in the Board Skills and
Experience Profile, and
is one of the areas of
expertise for which
individuals are recruited
to the Board of Directors

No change

4.7

Director of Corporate
Sustainability reports
to VP, Planning and
Strategy. Throughout
2010 and 2011 a
cross-departmental
director-level group
was responsible
for implementing
TransLink’s sustainability
policy, and related plans.

As a result of
reorganization,
Director of Corporate
Sustainability reports to
VP, Financial Services.

Sustainability Responsibility
in the Organization

Key to
Symbols:

Director and/or working
group responsible for
implementing sustainability

Receipt of Regular
Reports on Sustainability
Performance

Regular reports on
sustainability performance to
Board of Directors

The Director of
Sustainability reported
to the Governance
Committee on an
as-needed basis
throughout 2010 and
2011

No change

Director Code of Conduct

Share (%) annual sign off of
the Directors and Officers
Code of Conduct

100%

No change

Conformance with the BC
Crown Agency Corporate
Governance Good Practices
Checklist

Benchmark practices against
the Checklist

100% compliance

No change

Performance against
UITP indicators

GRI 3.7

Performance against
GRI indicators
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performance targets

4.9

4.9

4.3
and
SO2

Strategic

! challenges

MEASURE

2010

Number of times TransLink
published a summary of
items to be considered by
the Board in advance of a
meeting and a summary of
decisions made following the
board meeting

TransLink publishes a
summary of agenda
items for regularly
scheduled board
meetings on its website
five calendar days
before each meeting
and time is allocated to
public delegations at
the start of every Board
meeting

No change

4.16

Number of times the CEO’s
report, quarterly financial
reports and summary of
decisions made by the Board
were posted on the website

In 2009, six CEO
reports and Board
meeting summaries,
three quarterly
performance reports
and one annual report
were published on
translink.ca.

In 2009, six CEO
reports and Board
meeting summaries,
three quarterly
performance reports
and one annual report
were published on
translink.ca.

4.16

Stakeholder Input to the
Board of Directors

Number and type of special
sessions held with public /
stakeholders

In 2010 and 2011, TransLink consulted with the
public to seek stakeholder input on 13 projects/
initiatives. A sample list is available on pages
56-59 of this report.

4.4

Sustainability Innovation
and Partnerships

Number and nature of
sustainability innovations and
partnerships

In 2010 and 2011, TransLink participated in 14
sustainability initiatives with external partners. A
sample list is included on page 26 of this report.

4.13

Sustainability Policies and
Procedures

Statements of mission or
values, codes of conduct,
and principles relevant to
economic, environmental,
and social performance

Mission, Vision, Values
Safety Policy
Sustainability Policy
Environmental Policy
Emissions Policy
Customer Service Charter
Access Transit Strategy
Infrastructure Policy
Sustainable Purchasing Policy
Sustainability Decision-Making Tool
Performance Based Investment Policy

4.8

GOV4

Accountability

Summary of the number
and nature of customer
complaints (per one million
boarded passengers) received
and TransLink’s response

82.29 complaints
/ million boarded
passengers (2009)

4.17

SOC3

Comparison of operations to
the strategic plan

TransLink reports
financial performance
quarterly and reports
annually on operational
performance compared
to the strategic plan

Public Reporting of Board
Discussion and Corporate
Performance

Sustainability Governance and Management
Director Independence

INDICATOR

GOV1

GOV2

GOV12

Red Glossary
Text term
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INDICATOR

MEASURE

Directors’ Sustainability
Knowledge

2010

Number and nature of
sessions on sustainability
offered and attended by
directors

Sustainable Risk
Management

See page 40 of 2010
Annual Report

Risk management process

2011

GRI

TransLink Directors and
Executive attended
a special session on
sustainability with
a presentation on
current trends, tailored
to TransLink’s needs

4.7

UITP

See page 42 of 2011
Annual Report

GOV10

INDICATOR

Environment

Key to
Symbols:

FTN Accessibility

Share (%) of population and
jobs in the region within
400m of frequent transit
corridors and/or within 800m
of rapid transit stations

44% population
65% jobs

48% population
66% jobs

ECO16

TransLink Energy
Consumption and GHG
Emissions

Revenue fleet and facilities
energy use in gigajoules (GJ)
equivalents

Fleet:
2,455,045 GJ
Facilities:
345,542 GJ

Fleet:
2,400,997 GJ
Facilities:
357,917 GJ

EN4

Fleet energy use as a GJ
equivalent, normalized to
passenger transit vehicle km
(% change over previous year)

Fleet Energy:
2,455,045 GJ
Passenger KM (100’s):
26,160,647.50 KM
Factor: 0.094 (-12.1%)

Fleet Energy:
2,400,997 GJ
Passenger KM (100’s):
27,512,082.31 KM
Factor: 0.087 (-7.4%)

EN3

Proportion of total transit fleet
energy consumption from
renewable sources; proportion
of facility energy consumption
from renewable sources

Direct Fleet Energy:
1,804,539 GJ
Indirect Fleet Energy:
650,505 GJ
Total Fleet Energy Use:
2,455,045 GJ
Share Renewable
Sources: 24.6%

Direct Fleet Energy:
1,743,577 GJ
Indirect Fleet Energy:
657,420 GJ
Total Fleet Energy Use:
2,400,997 GJ
Share Renewable
Sources: 26.0%

Direct Facilities Energy:
119,705 GJ
Indirect Facilities
Energy:
209,388 GJ
Total Facilities
Energy Use:
345,542 GJ
Share Renewable
Sources: 56.4%

Direct Facilities Energy:
119,288 GJ
Indirect Facilities
Energy:
220,863 GJ
Total Facilities
Energy Use:
357,917 GJ
Share Renewable
Sources: 58.6%

Performance against
UITP indicators

GRI 3.7

Performance against
GRI indicators
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Reportable Discharge
and Incidence of Spills/
Exceedances
EN3
&
EN4

Strategic

! challenges

MEASURE

2010

2011

Total GHG Emissions (CO2e)
from revenue fleet in tonnes
(t) per passenger km (%
change over previous year)

Fleet CO2e: 144,142 t
Passenger KMs:
2,616,064,750 KMs

Fleet CO2e: 138,683 t
Passenger KMs:
2,751,208,231 KMs

Grams CO2e/Passenger
KM: 55.1 g (-17.6%)

Grams CO2e/Passenger
KM: 50.4 g (-8.5%)

Fleet and facilities GHG
emissions expressed in CO2e
(tonnes)

Fleet: 144,142 t
Facilities: 9,090 t

Fleet: 138,683 t
Facilities: 9,098 t

Energy consumption
propulsion fleet (GJ)
(propulsion refers to non-road
based transport)

Propulsion energy use:
610,767 GJ
Total Fleet Energy Use:
2,455,045 GJ
Share Propulsion:
24.9%

Propulsion energy use:
616,571 GJ
Total Fleet Energy Use:
2,400,997 GJ
Share Propulsion:
25.7%

ENV3

Energy consumption on-road
fleet (GJ) (on-road refers to
vehicles that travel by road e.g. bus, shuttle bus, minibus)

On-Road Energy Use:
1,844,278 GJ
Total Fleet Energy Use:
2,455,045 GJ
Share On-Road: 75.1%

On-Road Energy Use:
1,784,425 GJ
Total Fleet Energy Use:
2,400,997 GJ
Share On-Road: 74.3%

ENV3

Total water discharge (in cubic
metres, M3) by quality and
destination

Vancouver: 8,882 M3
Burnaby: 9,633 M3
North Van: 3,802 M3
Surrey: 6,025 M3
West Van: 1,692 M3
Port Coq: 9,125 M3
Richmond: 9,125 M3

Vancouver: 14,789 M3
Burnaby: 8,541 M3
North Van: 2,792 M3
Surrey: 8,654 M3
West Van: 1,291 M3
Port Coq: 9,125 M3
Richmond: 9,125 M3

Total: 48,284 M3

Total: 54,317 M3

Number and volume of
significant spills/exceedances
and $ value of fines

CMBC: 1,334 spills; 13
reportable releases
CMBC: 7 permit
exceedances
BCRTC: 3 reportable
releases/incidents
Others: None

Emissions from transit
vehicles, by CAC type (tonnes)

CO: 206 t
NO: 788 t
SO2: 1 t
VOC: 28 t
PM10: 18 t
PM2.5: 18 t
NH3 :2 t

ENV5

Criteria Air Contaminant
(CAC) Emissions
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ENV14

CMBC: 1,416 spills; 9
reportable releases
CMBC: 2 permit
exceedances
BCRTC: No reportable
incidents
Others: WVT = 3
reportable releases

EN23
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EN28

ENV14

CO: 205 t
NO: 785 t
SO2: 1 t
VOC: 28 t
PM10: 18 t
PM2.5: 18 t
NH3 :2 t
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INDICATOR

MEASURE

2010

2011

GRI

Paper Consumption

Total paper consumption in
sheets; sheets per employee

Total Sheets: 8,807,940
sheets
Number of Employees:
6,829
Sheets/Employee:
1,290

Total Sheets:
9,151,350 sheets
Number of Employees:
6,853
Sheets/Employee:
1,335

Waste Diversion Ratio

Total recycling and waste in
metric tonnes (t), at CMBC
transit depots; waste diversion
ratio

Waste: 58.41 t/month
Recycling: 135.78
t/month
Diversion Ratio (trash /
recycling): 30.09% /
69.91%

Waste: 58.81 t/month
Recycling: 145.20
t/month
Diversion Ratio (trash
/ recycling): 28.84% /
71.16%

EN22

Share (%) of bus stops,
conventional fleet and
infrastructure which are
accessible to people with
disabilities

Bus Stops: 57.2%
Fleet: 100%
Air Care: 100%

Bus Stops: 60.8%
Fleet: 100%
Air Care: 100%

SO1

Share (%) of fleet and stations
which include real time
announcements and displays

SkyTrain Stations:
100% (Canada Line
has both
announcements
and visual display of
arrival info; Expo and
Millennium Lines have
announcements)

SkyTrain Stations:
100% (Canada Line
has both
announcements
and visual display of
arrival info; Expo and
Millennium Lines have
announcements)

SO1

WCE Stations: 100%

WCE Stations: 100%

CMBC Buses, incl
Community Shuttles:
100%

CMBC Buses, incl
Community Shuttles:
100%

Contracted
Community Shuttles:
0% (not scheduled)

Contracted
Community Shuttles:
0% (not scheduled)

SeaBus: real-time
arrival display (countdown)
WVT: 0

SeaBus: real-time
arrival display (countdown)
WVT: 0 (estimated
completion Q1 2013)

SkyTrain: 150
languages
WCE: 150 languages
CMBC: timetables
printed in English,
French, simplified
Chinese, traditional
Chinese, and Punjabi

SkyTrain: 164
languages
WCE: 164 languages
CMBC: timetables
printed in English,
French, simplified
Chinese, traditional
Chinese, and Punjabi

UITP
ENV1

INDICATOR
Incidence of Crime on
TransLink Property

Number of languages in
which travel information and
public information is available
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SOC1

Strategic

! challenges

2010

2011

Incidences of crime on
TransLink property, total; by
type of crime

Crimes Against Person:
1,405
Property Crime: 1,840
Other Criminal Code:
1,840
CDSA Offences: 1,110
Other Occurrences:
10,293
Prov. Statute (incl. fare
violations): 32,053

Crimes Against Person:
1,409
Property Crime: 2,250
Other Criminal Code:
2,293
CDSA Offences: 1,177
Other Occurrences:
10,617
Prov. Statute (incl. fare
violations): 68,145

Ratio of crime incidents
and share of stations, by
municipality

Burnaby: 8,731
incidents; 11 stations
(22% stations / 18%
incidents)

Burnaby: 15,646
incidents; 11 stations
(22% stations / 19%
incidents)

New West: 4,121
incidents; 5 stations
(10% stations / 8%
incidents)

New West: 8,028
incidents; 5 stations
(10% stations / 9%
incidents)

Surrey: 7,809
incidents; 4 stations
(8% stations / 16%
incidents)

Surrey: 12,659
incidents; 8 stations
(8% stations / 15%
incidents)

YVR: 23,970 incidents;
22 stations (45%
stations / 49%
incidents)

YVR: 42,589 incidents;
22 stations (45%
stations / 50%
incidents)

Richmond: 3,420
incidents; 7 stations
(15% stations / 7%
incidents)

Richmond: 5,252
incidents; 7 stations
(15% stations / 5%
incidents)

Other: 587 incidents; 0
stations (0% stations /
1% incidents)

Other: 335 incidents; 0
stations (0% stations /
0% incidents)

Total Incidents: 48,638;
49 stations (100%)

Total Incidents: 84,509;
49 stations (100%)

593,840 hrs
19,445 customers

602,823 hrs
20,319 customers

ENV15

Community and Stakeholders
Accessibility for the
Mobility, Hearing and
Visually Impaired, and those
for whom English is not a
First Language

MEASURE

SOC6

SOC6

SOC6
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INDICATOR

MEASURE

TravelSmart Program
Impacts

2010

2011

GRI

UITP

Employer Pass Program

INDICATOR
Transit Convenience

a) number of employers
participating (as a proportion
of all registered companies in
the region)
b) number of employees
participating (as a proportion
of all employees in the region)

a) 285; 1.6%

a) 298; 1.8%

b) 21,598; 1.7%

b) 23,886: 1.8%

Total estimated reduction in
vehicle kilometres travelled
(km) and GHGs (tonnes) from
program

VKT Reduction:
1,584,650 km
GHG Reduction: 294 t

VKT Reduction:
1,525,886 km
GHG Reduction: 279 t

MEASURE

a) 4,209
b) 360,000

a) 4,470
b) 248,000

c) 12,200,000 km

c) 16,400,000 km

d) 3,367 t

d) 4,526 t

e) $4,806,800

e) $6,789,600

Availability of Transit
Services

6,284,716 hrs
2,613 hrs per 1,000
people

SO1

Total service hours delivered;
per capita

6,382,059 hrs; 2,688
hrs per 1,000 people

6,310,390 hrs; 2,624
hrs per 1,000 people

SO1

Service hours delivered by
transit mode, total and per
capita

Bus: 4,965,906 hrs;
2,092 hrs

Bus: 4,909,124 hrs;
2,041 hrs

SO1

SeaBus: 11,246 hrs;
4.7 hrs

SeaBus: 10,730 hrs;
4.5 hrs

SkyTrain:
1,185,748 hrs; 499 hrs

SkyTrain:
1,165,828 hrs; 485 hrs

WCE: 35,016 hrs;   
14.8 hrs

WCE: 36,540 hrs;  
15.2 hrs

Canada Line:
177,331 hrs; 74.7 hrs

Canada Line:
182,413 hrs; 75.9 hrs

Bus: 100.0%

Bus: 99.6%

SeaBus: 99.9%

SeaBus: 100.4%

SkyTrain: 102.4%

SkyTrain: 103.4%

WCE: 98.5%

WCE: 98.8%

Canada Line: 101.8%

Canada Line: 104.6%

Bus: 15,765 hrs

Bus: 15,585 hrs

On-time Reliability

Key to
Symbols:

Performance against
UITP indicators

GRI 3.7

SOC20

a) commuter stations
b) registered participants
c) registered workplaces
d) registered new cyclists
e) registered new winter
cyclists
f) commutes logged
g) GHG emission reductions
(CO2e) in tonnes (t)
h) distance cycled (km)

a) 72
b) 6,867
c) 1,723
d) 937
e) N/A (technical issues)

a) 65
b) 6,721
c) 1,666
d) 887
e) 890

SeaBus: 35 hrs

SeaBus: 33 hrs

f) 28,978
g) 54 t

f) 34,860
g) 72 t

SkyTrain: 3,648 hrs

SkyTrain: 3,587 hrs

h) 276,522 km

h) 348,032 km

WCE: 108 hrs

WCE: 112 hrs

Transit vehicle revenue
kilometres (km); per capita

133,960,340 km;
56,430 km per 1,000
people

133,537,079 km;
55,527 km per 1,000
people

SOC1

✔

Canada Line: 546 hrs

Canada Line: 561 hrs

Transit space-kilometres (km);
per capita

9.096 billion km;  
3.830 million km per
1,000 people

9.082 billion km;
3.776 million km per
1,000 people

SOC1

ECO12

Bus: 6.9; 47%
SkyTrain: 6.7; 45%
SeaBus: 7.7; 63%
WCE: 7.1; 47%

Bus: 6.9; 47%
SkyTrain: 6.9; 47%
SeaBus: 7.7; 63%
WCE: 7.5; 55%

Customer perception of
on-time reliability, by mode
(average rating out of 10; %
good-to-excellent)

Bus: 7.4; 56%
SkyTrain: 8.5; 81%
SeaBus: 9.0; 90%
WCE: 8.8; 90%

Bus: 7.4; 55%
SkyTrain: 8.6; 82%
SeaBus: 9.1; 92%
WCE: 8.5; 81%

PR5

Performance against
GRI indicators
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Average daily hours of
operation, by mode

Strategic

! challenges
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Overcrowding

First Page

GRI

6,350,184 hrs
2,675 hrs per 1,000
people

Ratio of scheduled to
delivered service, by transit
mode

Bike to Work Week

2011

Total service hours publicly
scheduled; per capita

Ride-Share Program
a) total ride-share groups
b) estimated commuting trips
eliminated
c) estimated number of
commuting kilometres (km)
eliminated
d) estimated reduction in GHG
emissions (CO2e) in tonnes (t)
e) economic savings ($)

2010

45
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Customer perception of “not
being overcrowded”, by mode
(average rating out of 10; %
good-to-excellent)
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INDICATOR
Affordability of Transit

MEASURE

2010

2011

Growth in cost for monthly
pass (FareCard) and cash
single fare for all three zones
in proportion to growth of
Vancouver CPI (Note: changes
reflect difference between the
period 2008 to 2011)

(2008 figures chosen
to demonstrate growth
over four years)
Vancouver CPI: 112.8
1 Zone Cash: $2.50
1 Zone Monthly:
$73.00
2 Zone Cash: $3.75
2 Zone Monthly:
$99.00
3 Zone Cash: $5.00
3 Zone Monthly:
$136.00

GRI

UITP

Vancouver CPI: 117.5
1 Zone Cash: $2.50
1 Zone Monthly:
$81.00
2 Zone Cash: $3.75
2 Zone Monthly:
$110.00
3 Zone Cash: $5.00
3 Zone Monthly:
$151.00

INDICATOR

ECO6

Cost of Transit Provision

Operating ($) by revenue
kilometre (km) and revenue
hour (hr)

Conventional Transit:
$4.89 operating cost /
service km
$0.325 operating cost /
passenger km
$120.33 operating cost
/ service hr

Conventional Transit:
$4.90 operating cost /
service km
$0.307 operating cost
/ passenger km
$120.52 operating
cost / service hr

ECO5

$120.33 bus op cost /
service hr
$ 3.43 rail op cost /
vehicle km
$74.37 custom transit
op cost / hr

$116.69 bus op cost /
service hr
$3.83 rail op cost /
vehicle km
$77.10 custom transit
op cost / hr

TransLink: 234
TL Police: 243
CMBC: 5,684
BCRTC: 645
WCE: 12
AirCare: 11

TransLink: 369
TL Police: 251
CMBC: 5,538
BCRTC: 668
WCE: 16
AirCare: 11

Total: 6,829

Total: 6,853

Enterprise (avg.): 58%

Enterprise (avg.): 56%

TransLink: 56%
CMBC: 66%
BCRTC (incl. WCE):
54%

TransLink: 49%
CMBC: 71%
BCRTC (incl. WCE):
54%

Best Employer Avg.:
69%

Best Employer Avg.:
78%

TransLink (incl. Transit
Police): 9; 2.2%
CMBC: 71; 1.3%
BCRTC: 6; 1.0%
WCE: 0; 0%
AirCare: 0; 0%

TransLink (incl. Transit
Police): 24; 4.5%
CMBC: 44; 0.6%
BCRTC: 6; 1.0%
WCE: 0; 0%
AirCare: 0; 0%

Total: 86; 1.3%

Total: 74; 1.1%

Operating cost per service
hour

PR5

Satisfaction with Level and
Quality of Transit Service

Customer perception of
“overall service”, by mode
(average rating out of 10; %
good-to-excellent)

Bus: 7.6; 61%
SkyTrain: 8.1; 72%
SeaBus: 8.5; 83%
WCE: 8.7; 86%

Bus: 7.7; 61%
SkyTrain: 8.2; 77%
SeaBus: 8.5; 81%
WCE: 8.6; 85%

PR5

Perception of Personal
Security

Customer perception of safety
on transit, by mode (average
rating out of 10; % good-toexcellent)

Bus: 8.5; 79%
SkyTrain: 7.7; 61%
WCE: 9.1; 92%

Bus: 8.5; 79%
SkyTrain: 7.8; 63%
WCE: 8.9; 87%

PR5

Customer perception of
transit being clean and
graffiti-free, by mode (average
rating out of 10; % good-toexcellent)

Bus: 7.9; 66%
SkyTrain: 7.7; 62%
SeaBus: 8.5; 82%
WCE: 9.2; 94%

Bus: 8.0; 67%
SkyTrain: 7.8; 63%
SeaBus: 8.6; 81%
WCE: 9.0; 90%

PR5

Value ($) of funding derived
from public/ government
sources; share (%) of total
funding

$146 M (11.0%)

$165M (12.6%)

Percentage of funding derived
from transportation related
sources (i.e. fares, bridge tolls,
fuel tax, parking sales tax)

$849 M (62.0%)

$844 M (65.0%)

ECO2

Annual revenue passengers;
average per day

215,840,611/year
591,344/day

232,391,922/year
636,690/day

ECO1

Employees

Revenue Passengers
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Performance against
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Number of Employees

Number of employees, by
organization

Staff Engagement

Engagement scores, by
organization (exempt
employees only)

SOC1

Employee Turnover

Funding
Funding Sources
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UITP

52.6%

Operating cost per passenger
kilometre

Transit System (Bus,
SkyTrain, and SeaBus):
7.1; 46%
WCE: 7.8; 60%

GRI

51.4%

Single Fare (all zones):
-4.2% relative to CPI

Transit System (Bus,
SkyTrain, and SeaBus):
6.9; 43%
WCE: 7.6; 58%

2011

Share (%) of operating costs
derived from passenger
revenue

Operating cost per total
vehicle kilometre

Customer perception of
transit value for money
(average rating out of 10; %
good-to-excellent)

2010

Fare-box Recovery /
Revenue-cost Ratio

Monthly FareCard (all
zones):
+6.8% relative to CPI
Value for Money

MEASURE
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INDICATOR

MEASURE

Investment in Training

2010

Training expenses per
employee, by organization

Share (%) of operating
expenses allocated to training,
by organization

Number of apprenticeships,
by organization

Hours of instruction per
employee, by organization

Employee Health and Safety

Key to
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Performance against
UITP indicators

GRI 3.7

Days lost; lost time frequency
per 200,000 working hours,
by organization

Performance against
GRI indicators

2011

TransLink: $327/empl.

TransLink: $879/emp.

BCRTC: $303/empl.

BCRTC: $114/empl.

CMBC: $882/empl.

CMBC: $851/empl.

WCE: $422/empl.

WCE: $392/empl.

AirCare (PVTT): $219/
empl.

AirCare (PVTT): $12/
empl.

TransLink: 0.03%

TransLink: 0.13%

BCRTC: 0.11%

BCRTC: 0.04%

CMBC: 0.84%

CMBC: 0.78%

WCE: 0.03%

WCE: 0.03%

AirCare (PVTT):
0.01%

AirCare (PVTT):
0.00007%

TransLink: N/A

TransLink: N/A

BCRTC: 0

BCRTC: 1

CMBC: 56

CMBC: 51

WCE: N/A

WCE: N/A

AirCare (PVTT): N/A

AirCare (PVTT): N/A

TransLink: N/A

TransLink: N/A

BCRTC: N/A

BCRTC: N/A

CMBC: N/A

CMBC: N/A

WCE: N/A

WCE: N/A

AirCare (PVTT): N/A

AirCare (PVTT): N/A

Lost Time Frequency

Lost Time Frequency

TransLink: 7.5

TransLink: 6.5

Rail: 3.2

Rail: 3.7

CMBC: 7.4

CMBC: 7.0

HandyDART: 21.9

HandyDART: 21.6

Transit Police: 7.7

Transit Police: 11.8

Days Lost:

Days Lost:

TransLink: 164.0

TransLink: 159.0

Click for more
information

TransLink
performance targets

GRI

UITP

LA10

SOC8

INDICATOR
Management Diversity

MEASURE

2010

Board and Executive diversity

Board: 3/9 (33%)
female directors; 1/9
visible minority (11%)

45
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2011

GRI

UITP

No change

LA13

SOC13

TransLink: 71; 30%

TransLink: 143; 39%

LA4

TL Police: 221; 91%

TL Police: 233; 93%

CMBC: 5,413; 95%

CMBC: 5,320; 96%

BCRTC: 551; 85%

BCRTC: 565; 85%

WCE: 0;0%

WCE: 0; 0%

AirCare: 9; 82%

AirCare: 9; 82%

Total: 6,265; 92%

Total: 6,270; 91%

Executive: 2/6 (33%)
female executive
members
Union Representation

Number of unionized
employees; unionization rate,
by organization

SOC8

✔

LA10

Coverage of Defined
Benefit Plan Obligations

Nature of participation in
pension plans

TransLink, CMBC,
PVTT and employees
participate in a defined
benefit plan. BCRTC
and WCE employees
participate in a defined
contribution plan.

No change

Employee Training and
Development

Number of non-entry level
positions filled, number and
share (%) non-entry level
positions filled internally

TransLink (incl. Transit
Police): 34; 4 (11.8%)

TransLink (incl. Transit
Police): 21; 178 (11.8%)

CMBC: 56; 19 (33.9%)

CMBC: 3; (9.1%)

BCTRC: 15; 13 (86.7%)

BCTRC: N/A

WCE: 0; 0 (0%)

WCE: 0; 0 (0%)

TransLink funds tuition
reimbursement,
conferences,
workshops,
memberships,
apprenticeships
and operator and
maintenance trainee
wages.

No change

✔

Programs for skills
management and learning
LA7

Strategic
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SOC9
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PROFILE DISCLOSURES

1. STRATEGY AND ANALYSIS
1.1

Statement from the most senior decision-maker of the organization.  . . . . . . . . . . . . . . . . . . . . . . Page 6-7

1.2

Description of key impacts, risks, and opportunities.  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Page 24

	 

3.11

Significant changes from previous reporting periods in the scope, boundary,

3.12

Table identifying the location of the Standard Disclosures in the report.  . . . . . . . . . . . . . . . . . . . . Page 80-83

3.13

Policy and current practice with regard to seeking external assurance for the report.  . . . . . . . . . . Page 84-85

4.1

Governance structure of the organization, including committees under the highest governance

or measurement methods applied in the report.  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Page 9

2. ORGANIZATIONAL PROFILE
2.1

Name of the organization.  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Page 12

2.2

Primary brands, products, and/or services.  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Page 12

2.3

Operational structure of the organization, including main divisions, operating companies,

4. GOVERNANCE, COMMITMENTS AND ENGAGEMENT
body responsible for specific tasks, such as setting strategy or organizational oversight.  . . . . . . . . Page 20-21

subsidiaries, and joint ventures.  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Page 10 & 14

4.2

2.4

Location of organization’s headquarters.  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Page 12

4.3

2.5

Number of countries where the organization operates, and names of countries with either major

Indicate whether the Chair of the highest governance body is also an executive officer.   . . . . . . . Page 21
For organizations that have a unitary board structure, state the number of members of the
highest governance body that are independent and/or non-executive members.  . . . . . . . . . . . . . Page 21 & 68

operations or that are specifically relevant to the sustainability issues covered in the report.   . . . . . Page 9

4.4

Mechanisms for shareholders and employees to provide recommendations or direction

2.6

Nature of ownership and legal form.  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Page 12

2.7

Markets served

4.6

Processes in place for the highest governance body to ensure conflicts of interest are avoided.  . . . Page 24

(including geographic breakdown, sectors served, and types of customers/beneficiaries).    . . . . . . Page 12

4.7

Process for determining the qualifications and expertise of the members of the highest governance

2.8

Scale of the reporting organization.  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Page 9

2.9

Significant changes during the reporting period regarding size, structure, or ownership.   . . . . . . . Page 9

2.10

Awards received in the reporting period.  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Page 16-17

3.1

to the highest governance body.  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Page 24 & 69

body for guiding the organization’s strategy on economic, environmental, and social topics.  . . . . Page 21
4.8

Internally developed statements of mission or values, codes of conduct, and principles relevant

4.9

Procedures of the highest governance body for overseeing the organization’s identification

to economic, environmental, and social performance and the status of their implementation.  . . . Page 2,3,7 & 19

3. REPORT PARAMETERS

and management of economic, environmental, and social performance, including relevant

Reporting period (e.g., fiscal/calendar year) for information provided. . . . . . . . . . . . . . . . . . . . . . . Page 8

risks and opportunities, and adherence or compliance with internationally agreed standards,

3.2

Date of most recent previous report (if any).  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Page 8

3.3

Reporting cycle (annual, biennial, etc.).  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Page 8

codes of conduct, and principles.  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Page 21-23
4.12

Externally developed economic, environmental, and social charters, principles, or other

3.4

Contact point for questions regarding the report or its contents.  . . . . . . . . . . . . . . . . . . . . . . . . . Page 8

3.5

Process for defining report content.   . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Page 8

3.6

Boundary of the report

advocacy organizations in which the organization:

(e.g., countries, divisions, subsidiaries, leased facilities, joint ventures, suppliers).  . . . . . . . . . . . . . Page 9

    -  Has positions in governance bodies;

3.7

Specific limitations on the scope or boundary of the report.    . . . . . . . . . . . . . . . . . . . . . . . . . . . . Page 11

    -  Participates in projects or committees;

3.8

Basis for reporting on joint ventures, subsidiaries, leased facilities, outsourced operations,

    -  Provides substantive funding beyond routine membership dues; or

initiatives to which the organization subscribes or endorses.  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Page 26-27
4.13

and other entities that can significantly affect comparability from period to period
3.9

    -  Views membership as strategic.   . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Page 8

and/or between organizations.  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Page 11

4.14

List of stakeholder groups engaged by the organization.  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Page 25

Data measurement techniques and the basis of calculations, including assumptions and

4.15

Basis for identification and selection of stakeholders with whom to engage.   . . . . . . . . . . . . . . . . Page 25 & 56-57

techniques underlying estimations applied to the compilation of the indicators and other

4.16

Approaches to stakeholder engagement, including frequency

information in the report. Explain any decisions not to apply, or to substantially diverge from,

of engagement by type and by stakeholder group.  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Page 57 & 59

the GRI Indicator Protocols.  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Page 9
3.10

Memberships in associations (such as industry associations) and/or national/international

Explanation of the effect of any re-statements of information provided in earlier reports,

4.17

Key topics and concerns that have been raised through stakeholder engagement, and how the
organization has responded to those key topics and concerns, including through its reporting. . . . Partial

and the reasons for such re-statement (e.g. mergers/acquisitions, change of base years/periods,
nature of business, measurement methods).  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Page 9
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PERFORMANCE INDICATORS

Economic
EC3

Coverage of the organization’s defined benefit plan obligations  . . . . . . . . . . . . . . . . . . . . . . . Page 65

EC4

Significant financial assistance received from government.  . . . . . . . . . . . . . . . . . . . . . . . . . . . Page 47 & 76

Environmental
EN3

Direct energy consumption by primary energy source.  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Page 34-36 & 70

EN4

Indirect energy consumption by primary source.  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Page 70

EN16 Total direct and indirect greenhouse gas emissions by weight.  . . . . . . . . . . . . . . . . . . . . . . . . Page 34-36 & 71
EN18 Initiatives to reduce greenhouse gas emissions and reductions achieved. . . . . . . . . . . . . . . . . . Page 30,35 & 37
EN20 NOx, SOx, and other significant air emissions by type and weight.  . . . . . . . . . . . . . . . . . . . . . Page 37 & 71
EN21 Total water discharge by quality and destination.  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Page 38 & 71
EN23 Total number and volume of significant spills.  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Page 40 & 71
EN28 Monetary value of significant fines and total number of non-monetary
sanctions for non-compliance with environmental laws and regulations.  . . . . . . . . . . . . . . . . . Page 40 & 71

Social: Labour Practices and Decent Work
LA1

Total workforce by employment type, employment contract, and region.  . . . . . . . . . . . . . . . . Page 77

LA2

Total number and rate of employee turnover by age group, gender, and region. . . . . . . . . . . . Partial-Page 77

LA4

Percentage of employees covered by collective bargaining agreements. . . . . . . . . . . . . . . . . . . Page 65 & 79

LA6

Percentage of total workforce represented in formal joint management-worker health and
safety committees that help monitor and advise on occupational health and safety programs. Page 61-62

LA7

Rates of injury, occupational diseases, lost days, and absenteeism,
and number of work-related fatalities by region. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Page 61 & 78

LA10 Average hours of training per year per employee by employee category. . . . . . . . . . . . . . . . . . Partial-Page 78
LA11 Programs for skills management and lifelong learning that support the continued
employability of employees and assist them in managing career endings.  . . . . . . . . . . . . . . . . Page 63 & 79
LA13 Composition of governance bodies and breakdown of employees per category according
to gender, age group, minority group membership, and other indicators of diversity. . . . . . . . . Partial-Page 64 & 79

Social: Society
SO1

Nature, scope, and effectiveness of any programs and practices that assess and manage
the impacts of operations on communities, including entering, operating, and exiting.  . . . . . . Partial-Page 54-59

Social: Product Responsibility
PR5

Practices related to customer satisfaction, including
results of surveys measuring customer satisfaction. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Page 53-54 & 76
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Summary: Expert Panel Feedback

TransLink seeks to continuously improve its sustainability
performance and approach to sustainability reporting. To
that end, we invited a group of sustainability experts to
provide an independent opinion of our sustainability report
and seek recommendations on where we could improve.

45
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Topic

Feedback

TransLink Response

Governance

Provide more details on the governance and funding

Included a written and visual depiction of funding

and Funding

relationship between the Province and TransLink and the

relationship in ‘Financial’ section and included text

funding relationship between the Federal Government and

under ‘About TransLink’ in ‘Governance’ section.

We benefited from their sustainability expertise and also

TransLink.

from their customer and taxpayer perspectives.
Panel members included:

Materiality

Alison Bailie, Pembina Institute
Dara Edmonds, Teck

Embedment

Elaborate on the materiality process and the method by

Provided more detail under ‘Report Scope and

which TransLink prioritized issues for reporting.

Boundary’ section in introductory text.

Include information on how sustainability is embedded

Edited text to provide more detail throughout report.

within the governance and management framework.

Julia Robbins, Vancity
Christie Stephenson, Northwest and Ethical Investments
Marion Town, Fraser Basin Council

Sustainability

Ensure that all listed sustainability risks communicate the

Sustainability risks are not assessed as a separate

Risks

nature of the risk, ensure that sections of the report show

category in Enterprise Risk Management (ERM) so

how sustainability risks are managed and controlled and

it is difficult to show how they are managed and

include reference to sustainability opportunities from risks.

controlled, except in those areas that happen to

Overall the panelists commented that the report was

coincide with sustainability, such as funding.

balanced and comprehensive, with substantive trend data
focused on core issues identified by stakeholders. It was
accessible and free of industry jargon.
The table to the right provides an overview of Expert

Sustainability

Provide information on progress against 2010-2011

Information on achievements and plans are provided in

Plans

sustainability plans and 2012-2013 future sustainability

a summary chart at the end of each chapter.

plans and commitments.

Panel feedback on how the report could be improved and
TransLink’s response.
Performance

Feature the top sustainability performance indicators which

TransLink’s sustainability performance indicators are

Oversight and

are measured and monitored internally, drive performance

represented in the report as part of overall reporting.

Compensation

compensation and are celebrated when achieved.

Graphics will appear in the final copy showing results
in areas deemed most important to stakeholders.
These graphics are not included in the draft presented
to the Expert Panel. Performance on key indicators is
not directly reflected in compensation for staff. Specific
targets and results are one part of performance review,
which can lead to increased compensation.
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Access Transit Office
The Access Transit Office was established in 2007 to ensure that accessible transit is integrated into all of TransLink’s transit plans,
projects and programs. The Access Transit Office  works closely with the Users’ Advisory Committee, a committee which provides advice
on plans, programs and initiatives that enhance accessibility, to implement the recommendations of the Access Transit Strategy.

Carbon Offset
A carbon offset represents a reduction or sequestration of greenhouse gas emissions generated by activities in one location - such as
improved energy efficiency - that can be used to compensate for, or offset, the emissions from another source, such as a plane trip.

AirCare
Refer to Pacific Vehicle Testing Technologies (PVTT).

Central Business District
The commercial heart of a city or region. In this case, refers to the section of downtown Vancouver centered around the Burrard SkyTrain
Station.

Automated Passenger Count (APC) Load Factor
A measure of passenger crowding determined from automated passenger count ( APC) information, representing the percentage of
passenger spaces (seats plus standing spaces) on a transit vehicle that are occupied at a given location.

Coast Mountain Bus Company (CMBC)
CMBC is South Coast British Columbia Transportation Authority’s (TransLink) largest operating company. CMBC operates over 96 per
cent of Metro Vancouver’s bus service (the balance of which TransLink contracts out to other organizations).

American Public Transportation Association (APTA)
An industry organization composed of North America public transit service providers, private transportation design and operating
companies, metropolitan planning organizations, state departments of transportation, and academic institutions. Its main functions are
advocacy and information sharing. APTA also maintains a Sustainability Commitment which aims to advance a sustainability agenda
among member agencies. See Sustainability Commitment for more information.

Consumer Price Index (CPI)
CPI is a measure that tracks changes in the price level of consumer goods and services purchased by households.

BC Hydro
The BC Hydro and Power Authority is an electric utility operating as a Crown Corporation in British Columbia. BC Hydro is the main
electric distributor in the province, serving 1.8 million customers.

Corporate Social Responsibility (CSR)
Corporate social responsibility is the integration of social and environmental factors into business decision-making. Sometimes used
interchangeably with sustainability or sustainable development.

BC Transit
BC Transit is a provincial Crown agency responsible for coordinating the delivery of public transportation within British Columbia, outside
of Metro Vancouver.

Canadian Urban Transit Association (CUTA)
The Canadian Urban Transit Association represents the public transit community in Canada. CUTA provides conferences, training,
public affairs, awards, exhibitions, technical services, research, statistics, and government relations in support of its mission and goals of
advancing public transit in Canada.

Boarded Passenger
Refer to Passenger Boarding.

Conventional Bus
A 40-foot or 60-foot transit bus; excludes Community Shuttle and HandyDART vehicles.

Emission Offset
See Carbon Offset.

British Columbia Rapid Transit Company (BCRTC)
BCRTC is an operating company of the South Coast British Columbia Transportation Authority (TransLink). BCRTC operates the Expo and
Millennium automated light rail SkyTrain lines and manages the Canada Line concession agreement.
Bus Wash Discharge
Water and cleaning solution used in washing a bus and then discharged under a water license into a sanitary sewer.
Buzzer
The Buzzer is TransLink’s free onboard publication distributed every month. It is also available as a blog online at buzzer.translink.ca.
Canada Line
The Canada Line is a rapid transit line that opened in August of 2009 connecting Vancouver International Airport and Richmond to
downtown Vancouver.

Enterprise Risk Management
A framework of methods and processes used by organizations to manage risk. It typically involves identifying particular risks and
opportunities relevant to the organization’s objectives, assessing them in terms of likelihood and magnitude of impact, determining a
response strategy, and monitoring progress.
Fare
Tariff charged per ride. The authorized amount (whether cash, ticket, pass or valid transfer) paid for a ride on a transit vehicle.
Farebox
An electronic fare collection machine that is installed on all TransLink buses, and used by customers to deposit cash fares and to validate
tickets and transfers.
Farebox Recovery

Carbon Dioxide Equivalent (CO2e)
A metric measure used to compare the emissions from various greenhouse gases based upon their global warming potential (GWP) using
the functionally equivalent amount or concentration of carbon dioxide (CO2) as the reference.
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Federation of Canadian Municipalities
An advocacy organization representing the interests of Canadian municipalities on policy and program matters that fall within federal
jurisdiction.
Frequent Transit Network
An interconnected network of transit corridors with service frequency of every 15 minutes or better throughout the day and into the
evening, seven days a week.
Funding Stabilization Plan
TransLink developed the 2010 Funding Stabilization Plan which the Mayors’ Council on Regional Transportation approved in October
2009. As a supplemental plan, the Funding Stabilization Plan increased the fuel tax and parking sales tax rates to the maximum allowed
for in the legislation and also introduced increases to transit fares. These increases enable TransLink to maintain existing services and keep
transportation assets in good repair. The Funding Stabilization Plan does not allow for the region to be on track toward the goals and
vision of Transport 2040.
Global Reporting Initiative (GRI)
The Global Reporting Initiative (GRI) is an international, network-based organization that has developed a reporting framework for
sustainability. The current version of this framework, the G3 Guidelines, was published in 2006.
Global Warming Potential
Global warming potential (GWP) is a measure of how potent a given greenhouse gas is in terms of its ability to remain in the atmosphere
- and thereby contribute to global warming. GWP is a relative scale which compares the gas in question to that of the same mass of
carbon dioxide.
Greater Vancouver Regional District
The regional governing body for the Greater Vancouver area, also known as Metro Vancouver.
Greenhouse Gas
Greenhouses gases are pollutants released into the air that increase the warming effect of the sun’s radiation. Some greenhouse gases
occur naturally in the atmosphere; others result from human activities such as fossil fuel combustion and land use changes. Greenhouse
gases include: carbon dioxide (CO2), methane (CH4), nitrous oxide (N2O), hydrofluorocarbons (HFCs), perfluorocarbons (PFCs) and
sulphur hexafluoride (SF6).
HandyDART
HandyDART is a shared custom transit service for people who cannot use conventional transit services.
Heating Degree Day
A heating degree day is a measurement designed to reflect the demand for energy needed to heat a building. It is derived from
measurements of outside air temperature. The heating requirements for a given structure at a specific location are considered to be
directly proportional to the number of HDD at that location. Heating degree days are most often calculated by taking the high and low
temperature for the day, and then averaging them. This figure is then subtracted from ideal room temperature. For example, if ideal
building temperature is 18°C and the average outside temperature is 10°C then there are 8 heating degree days.
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Major Road Network
TransLink provides planning, funding and coordination for more than 2,300 lane-kilometres of regionally-significant roadways, the Major
Road Network (MRN). The SCBCTA Act (see SCBCTA in Glossary) empowers TransLink to establish guidelines to identify which roads can
become part of the MRN; establish standards for management, operation, construction and maintenance; as well as review and approve
all proposed changes that could result in a reduction of people-moving capacity on the MRN. TransLink approval is also required before
truck movements can be prohibited from any road in the region (including non- MRN roads). In addition, the SCBCTA Act requires that
TransLink provide funding to municipalities for maintenance and construction if the standards are being met, and to designate routes and
times for dangerous goods movement. As part of its MRN commitments, TransLink provides operations, maintenance and rehabilitation
(OMR) funding for the MRN to the municipalities.
Materiality
As outlined in the Global Reporting Initiative’s G3 Guidelines, the information in a report should cover topics and Indicators that reflect
the organization’s significant economic, environmental, and social impacts or that would substantively influence the assessments and
decisions of stakeholders.
Mayors’ Council on Regional Transportation
The Mayors’ Council on Regional Transportation is composed of 22 members – the Mayors from all 21 municipalities within the
transportation service region and a representative from the Tsawwassen First Nation. The Mayors’ Council appoints the Board of Directors
(from a list of candidates identified by the Screening Panel) and the Regional Transportation Commissioner (see Glossary). The Mayors’
Council reviews and provides input on TransLink’s long term transportation strategies and approves or rejects any plan that includes
expenditures beyond those which can be funded by TransLink’ existing funding sources and current borrowing limit.
Metro Vancouver
A regional governing body comprised of 21 municipalities, one electoral area, and one treaty First Nation (Tsawwassen) in the Greater
Vancouver Area. Metro Vancouver provides core service to municipalities, such as drinking water, sewerage and drainage, solid waste
management and regional parks. It also has planning and regulatory responsibility for utilities, air quality and regional growth. Its regional
land-use plan, the Regional Growth Strategy, is currently under development and will supersede its previous Livable Region Strategic
Plan. These regional land-use plans are supported by TransLink’s plans for the regional transportation system.
Mode
Refers to method of transportation. Examples include walking, cycling, transit and driving. Transit mode may also be disaggregated
further, for example, train, bus, single occupant vehicle, and rideshare.
NextBus
NextBus is an online tool that provides real-time scheduling and arrival information for TransLink services in Metro Vancouver. It is
available online at: nb.translink.ca.
Off-Peak Period
Non-peak or non-rush hours. From 09:30 until 15:00 and from 18:30 until the last bus Monday to Friday and all day Saturday, Sunday
and holidays.

Hewitt Survey
The Hewitt Survey, developed by Hewitt Associates, is a questionnaire that is meant to measure employee engagement.
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International Association of Public Transport (UITP)
The International Association of Public Transport (UITP) is an international, information-sharing network and advocacy organization for
public transport. It is composed of public transport authorities and operators, policy decision-makers, scientific institutes and the public
transport supply and service industry.
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Operating Cost Recovery
See Farebox Recovery.
Pacific Ring of Fire
The Pacific Ring of Fire is an area along the Pacific Ocean that is home to a large number of earthquakes and volcanic eruptions,
including the entire west coast of British Columbia.
Pacific Vehicle Testing Technologies (PVTT)
PVTT, commonly known as AirCare, is an operating company of South Coast British Columbia Transportation Authority (TransLink) that
provides emission testing for vehicles in the Lower Mainland.
Pass
A means of prepaying for transit services for a particular period of time, whether daily, weekly, or monthly.
Passenger Boarding
A passenger boarding refers to each time a transit user enters the transit system, regardless of whether he/she is transferring from
another mode on the system.
Peak Hours
The hours from start of transit service in the morning until 09:30 – and from 15:00 until 18:30 Monday to Friday.
Power Smart
Power Smart is a BC Hydro program that aims to reduce electricity consumption toward self-sufficiency. The program is meant to
encourage smarter and more efficient use of electricity.
Rapid Transit Station
A stop or station for a transit line that provides fast, frequent, reliable and high-capacity service, operating in an environment where
interaction with and delay from other forms of transportation is minimized. Rapid transit may be provided by a number of technologies,
including bus rapid transit, light rail transit (LRT) and heavy rail. Currently, the rapid transit stations in Metro Vancouver are those serving
SkyTrain (Expo, Millennium and Canada Lines).
Regional Growth Strategy
Metro Vancouver’s long-term, regional land-use plan which is currently under development. It will replace the region’s previous regional
plan, the Livable Region Strategic Plan (LRSP), which was adopted in 1996. Under the SCBCTA Act (see SCBCTA in Glossary), the purpose
of TransLink is to provide a regional transportation system that supports Metro Vancouver’s Regional Growth Strategy.
Regional Transportation Commissioner
The independent regulator of TransLink and one of its governing bodies. The Commissioner is appointed by TransLink’s Mayors’ Council.
Among other roles, the Commissioner rules on TransLink’s applications for fare increases, fuel tax increases and the sale of any major
TransLink facilities. The Commissioner also offers an opinion to the Mayor’s Council about the reasonableness of assumptions made in
TransLink’s 3-Year Plan.
Revenue Hours
Revenue hours represent the time that transit vehicles are in revenue service, from the time they leave the trip start terminus to the time
they arrive at the trip end terminus, and exclude recovery (layover) time at terminuses and deadheading times (i.e. time used by vehicles
to travel from a depot to a service start point and to return to the depot from a service end point).
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Revenue Kilometres
Revenue kilometres represent the distance travelled by transit vehicles while in revenue service, from the time they leave the trip start
terminus to the time they arrive at the trip end terminus, and exclude deadheading distance (i.e. distance travelled by vehicles from a
depot to a service start point and to return to the depot from a service end point).
Revenue Passenger
A revenue passenger refers to a transit user that is starting a transit trip and not transferring from another transit vehicle.
Route
The path travelled to complete a trip. In the case of a transit vehicle, the prescribed path travelled by a transit vehicle for a scheduled
journey from one trip terminus to another.
Service Optimization Initiative
A process undertaken by TransLink as a result of the 2010 Funding Stabilization Plan’s requirement to decrease the gap between transit
operating costs and fare revenue. The initiative will increase the productivity of the transit system (more revenue riders) by reallocating
resources from low performing transit services onto services that are expected to achieve average to above average productivity. The
initiative will also reduce delivery costs by realizing operational efficiencies. The Service Rationalization Initiative is both a one-time
project to meet system-wide productivity requirements of the 2010 Funding Stabilization Plan and an ongoing program of transit service
adjustments.
SkyTrain
SkyTrain is the oldest and one of the longest fully-automated, driverless, rapid transit systems in the world operated by BCRTC. SkyTrain
is comprised of Expo and Millennium SkyTrain lines that connect downtown Vancouver with the cities of Burnaby, New Westminster
and Surrey. SkyTrain also includes the Canada Line which opened in August of 2009, connecting Vancouver International Airport and
Richmond to downtown Vancouver.
South Coast British Columbia Transportation Authority (SCBCTA)
The legal name of TransLink, the regional transportation authority that is responsible for Metro Vancouver’s multi-modal transportation
network, including transit, roads and bridges, cycling and walking. The Authority is governed by the SCBCTA Act, an Act of the provincial
legislature.
South Coast British Columbia Transportation Authority Act
An Act of provincial legislation in British Columbia that establishes and governs the South Coast British Columbia Transportation
Authority (TransLink).
Space-Kilometres
A measure of transit passenger capacity provided, measured as the distance travelled by transit vehicles in revenue service multiplied by
the number of passenger spaces (seats plus standing spaces) on each vehicle.
Sustainability
Sustainability, as with Corporate Social Responsibility, is the integration of social and environmental factors into business decisionmaking. Often used interchangeably with sustainable development.
Sustainability Commitment
An APTA program which gives credit to member agencies for the efforts they are already making as well as to support those that
are taking first steps toward sustainability. The Commitment assigns recognitions levels (Bronze, Silver, Gold and Platinum) based on
environmental performance. TransLink was the first agency in North America to achieve gold level.
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Sustainable Development
A term popularized by the UN Brundtland Commission (Report on the World Commission on Environment and Development) in 1987
to mean: “development that meets the needs of the present without compromising the ability of future generations to meet their
own needs”. The term ties together concern for the carrying capacity of natural systems with the social challenges facing humanity.
Sometimes used interchangeably with sustainability.
Transit Police (SCBCTAPS)
Transit Police, officially South Coast British Columbia Transportation Authority Police Services, is a supplementary policing agency within
TransLink’s service region that have full powers of provincial police, including the ability to enforce the Criminal Code of Canada and
issue violation tickets for infractions of provincial statutes, including fare violations.
Transport 2040
A 30-year strategy for the Metro Vancouver regional transportation system, prepared in 2008.
Transportation Demand Management
The application of strategies and policies to reduce travel demand (often specifically that of single-occupancy private vehicles), to
redistribute this demand in space or in time or to shift this demand to non-SOV modes, such as walking, cycling, transit and ridesharing.
TravelSmart
TransLink’s Transportation Demand Management (TDM) implementation program (see Demand Management). It promotes awareness
and delivers education and information on a wide array of trip reduction initiatives and travel-option choices, including transit, cycling,
walking and ride-sharing.
U-Pass BC
A program which provides eligible students at participating schools access to transit services for $30/month. The program is a partnership
between the province of British Columbia, TransLink, and BC Transit and is open to all public, post-secondary schools across the province.
Users’ Advisory Committee
A committee which provides advice on plans, programs and initiatives that enhance accessibility, to implement the recommendations of
the Access Transit Strategy. They provide feedback and input through the Access Transit Office.
Vehicle Hours
The length of time a vehicle is on the road.
Vehicle Kilometres Traveled (VKT)
The distance a vehicle has travelled.
Web Content Accessibility Guidelines
Web Content Accessibility Guidelines (WCAG) is part of a series of web accessibility guidelines published by the World Wide Web
Consortium (W3C). The Guidelines aim to make web content accessible, primarily for users with disabilities, but also for all users and for
those using limited devices, such as mobile phones. The W3C is the main international standards organization for the World Wide Web.
West Coast Express (WCE)
WCE is a wholly-owned operating company of BCRTC that operates five commuter trains from Mission City in the Fraser Valley to
downtown Vancouver.
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Air Quality

Transit Facility Energy Consumption and GHG Emissions

2011

2011

Transit Facility Energy Consumption (in gigjoules) and GHG Emissions (in tonnes)

Facility
CMBC
CMBC (inc. bus loops)
SkyTrain
SkyTrain
WCE
WVTC
WVTC
HandyDART
HandyDART
AirCare
AirCare

Total Volume (GJ)
Total CO2e Emissions (t)hhhhhh
113,700
6,377
91,267
583
99,810
638
17,766
996
15,013
96
1,203
67
1,936
12
1,419
80
1,253
8
2,966
166
11,584
74
357,917
9,098
119,288 		
220,863 		

Fuel Type
Natural Gas
Electricity
Electricity
Natural Gas
Electricity
Natural Gas
Electricity
Natural Gas
Electricity
Natural Gas
Electricity
Total TransLink Facilities in GJ
Total direct (natural gas) in GJ
Total indirect (electricity) in GJ

Proportion of facility energy consumption from renewable sources (assumes 95% of electricity is hydro electric - BC Hydro Annual Report)

Vehicle Type
Diesel Bus
CNG Bus
Community Shuttle Bus†
SeaBus
Diesel Bus (West Van)
HandyDART
WCE Locomotive

Distance or Fuel Use

Factor Type

CO

NOx

SO2

VOC

PM10

PM2.5

NH3

65,127,068 km
3,444,167 km
11,543,782 km
950 tonnes
2,826,356 km
10,732,461 km
1,086 tonnes

g/km
g/km
g/km
kg/tonne
g/km
g/km
kg/tonne

138
16
15
7
6
14
9

506
36
75
26
21
62
59

1
0
0
0
0
0
0

20
1
1
1
1
1
3

11
0
1
3
0
1
2

11
0
1
3
0
1
2

1
0
0
0
0
0
0

205

785

1

28

18

18

2

Total

58.6%

2010

BC Hydro GHG Intensity Factor is 0.023 t per kW-hr (2011)  —  2963 heating degree days in 2011
				
2010 Transit Facility Energy Consumption (in gigjoules) and GHG Emissions (in tonnes)
Facility
CMBC
CMBC (inc. bus loops)
SkyTrain
SkyTrain
WCE
WVTC
WVTC
HandyDART
HandyDART
AirCare
AirCare

Total Volume (GJ)
Total CO2e Emissions (t)hhhhhh
114,194
6,405
88,352
614
93,812
651
16,449
923
12,606
88
1,412
79
1,864
13
1,593
89
1,285
9
2,506
141
11,469
80
345,542
9,090
119,705 		
209,388 		

Fuel Type
Natural Gas
Electricity
Electricity
Natural Gas
Electricity
Natural Gas
Electricity
Natural Gas
Electricity
Natural Gas
Electricity
Total TransLink Facilities in GJ
Total direct (natural gas) in GJ
Total indirect (electricity) in GJ

Proportion of facility energy consumption from renewable sources (assumes 93% of electricity is hydro electric - BC Hydro Annual Report)

56.4%

BC Hydro GHG Intensity Factor 0.025 t per kW-hr (2010)  —  2614 heating degree days in 2010
				
2009 Transit Facility Energy Consumption (in gigjoules) and GHG Emissions (in tonnes)
Facility
CMBC
CMBC (inc. bus loops)
SkyTrain
SkyTrain
WCE
WVTC
WVTC
HandyDART*
HandyDART*
AirCare
AirCare

Total Volume (GJ)
Total CO2e Emissions (t)hhhhhh
132,404
7,426
90,295
602
98,315
655
19,203
1,077
13,184
88
1,325
74
1,983
13
N/A
N/A
1,153
8
3,734
209
11,509
77
373,105
10,230
137,463 		
216,439 		

Fuel Type
Natural Gas
Electricity
Electricity
Natural Gas
Electricity
Natural Gas
Electricity
Natural Gas
Electricity
Natural Gas
Electricity
Total TransLink Facilities in GJ
Total direct (natural gas) in GJ
Total indirect (electricity) in GJ

Proportion of facility energy consumption from renewable sources (assumes 94% of electricity is hydro electric - BC Hydro Annual Report)

Criteria Air Contaminants*Emissions (tonnes)

Vehicle Type
Diesel Bus
CNG Bus
Community Shuttle Bus†
SeaBus
Diesel Bus (West Van)
HandyDART
WCE Locomotive

Criteria Air Contaminants*Emissions (tonnes)

Distance or Fuel Use

Factor Type

CO

NOx

SO2

VOC

PM10

PM2.5

NH3

65,596,723 km
3,613,925 km
11,264,937 km
960 tonnes
2,876,135 km
10,166,409 km
1,051 tonnes

g/km
g/km
g/km
kg/tonne
g/km
g/km
kg/tonne

139
17
15
7
6
13
9

510
38
73
27
22
60
58

1
0
0
0
0
0
0

20
1
1
1
1
1
3

11
0
1
3
0
1
2

11
0
1
3
0
1
2

1
0
0
0
0
0
0

206

788

1

28

18

18

2

Total

2009
Vehicle Type
Diesel Bus (includes WVT)
CNG Bus
Community Shuttle Bus†
SeaBus
HandyDART
WCE Locomotive
Albion Ferry**

Criteria Air Contaminants*Emissions (tonnes)

Distance or Fuel Use

Factor Type

CO

NOx

SO2

VOC

PM10

PM2.5

NH3

71,315,024 km
4,776,871 km
9,287,811 km
956 tonnes
8,667,460 km
972 tonnes
245 tonnes

g/km
g/km
g/km
kg/tonne
g/km
kg/tonne
kg/tonne

151
22
12
7
11
8
2

555
50
60
27
50
54
7

1
0
0
0
0
0
0

22
1
1
1
1
3
0

12
0
1
3
1
2
1

12
0
1
3
1
2
1

1
0
0
0
0
0
0

213

803

1

29

20

20

2

Total
* CO – Carbon Monoxide; NOx - Mono-Nitrogen Oxides;
SO2 – Sulphur Dioxide; VOC –Volatile Organic Compounds;
PM10 & PM2.5 – Particulate Matter; NH3 – Ammonia
† Includes contracted Community Shuttle service

Bus emission factor unit: g/km/vehicle converted to tonnes;
SeaBus, ferry and locomotive emission factor unit is kg/tonnes
of fuel converted to tonnes; SkyTrain and electric trolley buses
do not produce CAC emissions.

**The diesel ferry (Albion) was taken out of service July 31, 2009.

54.5%

BC Hydro GHG Intensity Factor 0.024 t per kW-hr (2009)  —  2927 heating degree days in 2009
*HandyDART figures only partial due to labour disruption
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Days Lost to Accidents/Injury

2009

2010

2011

7.0
3.0
7.9
N/A
5.9
176.0

7.5
3.2
7.4
21.9
7.7
164.0

6.5
3.7
7.0
21.6
11.8
159.0

2010

2011

(per 200,000 working / labour hours)*
Lost Time Frequency:
TransLink
Rail
CMBC
HandyDART
Transit Police**
Days Lost:

* Lost time frequency calculated by comparing the total lost hours/days to the total number
of hours scheduled to be worked by the workforce in the reporting period; total workforce
hours = total full-time employees X average working hours per year. Note: 200,000 hours is
used because it allows comparisons across companies; it is a close approximation of the
number of hours 100 employees would work in a year.
** SCBCTA Police Services calculates days lost by dividing the number of compensable hours
by 11, which is the average number of hours in a shift within the highest risk category of
the police department (front line officers).

Unionization

2009
Number of unionized employees and unionization rate, by organization
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TransLink
Transit Police
CMBC
BCRTC
WCE
AirCare

65; 38.0%
214; 96.0%
5,577; 95.0%
555; 85.0%
0; 0.0%
9; 75.0%

71; 30.0%
221; 91.0%
5,413; 95.0%
551; 85.0%
0; 0.0%
9; 82.0%

143; 39.0%
233; 93.0%
5,320; 96.0%
565; 85.0%
0; 0.0%
9; 82.0%

Total:

6,420; 94.6%

6,265; 91.0%

6,270; 92.0%
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