Board Meeting| 26 September 2016
Agenda item no. 11.2
Open Session

Monthly Transport Indicators — August 2016

Recommendation

That the Board:
i. Receives this report.

Executive summary

The attached monthly indicators report provides an overview of AT’s performance against its Statement of Intent (SOI) performance measures for
August 2016. The report also provides supplementary information on AT’s public transport, road operations and maintenance, and customer
response activities.

The monthly report:

e Presents AT-focussed performance statistics, and

e Signals whether the organisation is currently on target to meet its year end performance measures.
The report will be supplemented by quarterly reports during the year which present:

e Wider information on non-AT factors that impact on the transport system, and

e A more in-depth analysis of AT performance results, year-end targets, and any planned corrective action required to ensure performance targets
are met.

This month’s report includes new measures for reporting congestion and reliability. These are:

Morning peak median travel speed across the arterial network (graph 2.3.1)

Morning peak reliability: additional travel time needed relative to typical peak travel time (graph 2.3.3)

Delay: additional travel time needed in the AM peak relative to free flow conditions (graph 2.3.2)

Congestion on all defined routes (map 2.3.4)

These measures and the associated graphs are currently still in a developmental stage and are subject to further refinement. In particular, we are
working to expand coverage from the arterial network to include the motorway system in order to provide a ‘One network’ picture.
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SOl summary

Prioritise rapid, high frequency public Three SOI measures — one on target to meet performance measure and two not on target

transport to meet performance measures

Transform and elevate customer focus and Seven SOl measures — one on target to exceed performance measure, two on target to

experience meet performance measures and four reported quarterly with no updates this month

Build network optimisation and resilience Seventeen SOI measures — four on target to exceed performance measures, eleven on
target to meet performance measures and two reported annually with no update this month

Ensure a sustainable funding model One SOl measure — on target to meet performance measure

Develop creative, adaptive, innovative Four SOI measures — one reported quarterly and three annually with no updates for either this

implementation month

Please note that solid black bullet points below illustrate information relating to an SOI target.
Other related measures are also provided for the Board’s information. These are shown using white bullet points.

Prioritise rapid, high frequency public transport

SOl summary

Three SOl measures — one on target to meet performance measure and two not on_target to meet performance measures

e Auckland public transport patronage totalled 83,506,780 passenger boardings for the 12 months to August 2016, an increase of +0.8% on the
12 months to July 2016 and an increase of 3,435,869 (+4.3%) on the 12 months to August 2015. August 2016 monthly patronage was 7,912,242,
an increase of 635,712 boardings or +8.7% on August 2015, normalised to ~ +3.9% once adjustments are made to take into account special
event patronage and the number of business and weekend days in the month.
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e Rapid and Frequent services totalled 31,463,769 passenger boardings for the 12 months to August 2016, an increase of +0.4% on the 12
months to July 2016. Rapid and Frequent services patronage for August 2016 was 3,097,323, an increase of 363,175 boardings or +13.3% on
August 2015.

e Train services totalled 17,198,083 passenger boardings for the 12 months to August 2016, an increase of +1.5% on the 12 months to July 2016
and +19.5% on the 12 months to August 2015. Patronage for August 2016 was 1,681,110, an increase of 261,712 boardings or +18.4% on
August 2015, normalised to ~ +14.5%.

0 Bus services totalled 60,373,727 passenger boardings for the 12 months to August 2016, an increase of +0.6% on the 12 months to July 2016
and an increase of +0.5% on the 12 months to August 2015. Bus services patronage for July 2016 was 5,796,479, an increase of 342,885
boardings or +6.3% on August 2015, normalised to ~ 1.0%.

o0 Ferry services totalled 5,935,034 passenger boardings for the 12 months to August 2016, an increase of +0.5% on the 12 months to July 2016
and +6.1% on the 12 months to August 2015. Ferry services patronage for August 2016 was 434,653, an increase of 31,115 boardings or
+7.7% on August 2015, normalised to ~ +6.3%.

0 The proportion of all public transport boardings utilising AT HOP was 84.1% in August 2016 (Bus 87.4%, Rail 85.2%, Ferry 35.6%); up from
80.6% in July 2016.

Transform and elevate customer focus and experience

SOl summary

Seven SOl measures — one on target to exceed performance measure, two on target to meet performance measures and four reported
quarterly with no updates this month.

¢ Public transport weighted average punctuality for August 2016 was 95.2%.
e 88% of customer service requests relating to roads and footpaths received a response within AT’s specified timeframes.*
e There were 522 deaths and serious injuries on the local road network in the 12 months to May 2016.

e Customer satisfaction survey results are available quarterly and will be reported next in the September monthly report (affects four SOI targets).

! Please note this result does not yet include all customer service requests received by AT. Additional information will be available once AT’'s CRM is upgraded to provide the required details for all
requests received.
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Build network optimisation and resilience

SOl summary

Seventeen SOl measures — four on target to exceed performance measures, eleven on target to meet performance measures and two
reported annually with no update this month

e Arterial road peak productivity averaged 55.9% in August 2016, down from 59.4% in July 2016 and 61.3% in August 2015. The 12 month
average to August 2016 was 59.0%.

e For the 12 months to August 2016, baseline travel times were maintained on nine of the ten key freight routes monitored under AT’s SOI.
During the month of August 2016, baseline travel times were maintained on three of the ten routes.

e 5.5kms of the local road network was resurfaced / rehabilitated during August 2016.

e Atotal of 1.1km of cycleway have been added to the regional cycle network for the year to date.

e The annual number of cycling trips in designated areas (all day) was 123,388 for August 2016 across the fourteen key sites monitored by AT.
e Atotal of 130,523 cycle trips were recorded in the Auckland city centre for August 2016 across thirteen key sites monitored by AT.

0 In August 2016, 72% of the network was operating efficiently and 28% of the arterial network was congested in the AM peak; compared with
23% in August 2015.

Ensure a sustainable funding model

SOl summary

One SOI measure — on target to meet performance measure

e The PT farebox recovery ratio was 49.5% in August 2016, compared with 47.9% in August 2015.
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Develop creative, adaptive, innovative implementation

SOl summary
Four SOI measures — one reported quarterly and three annually with no updates for either this month

e On-street parking occupancy in the three central city parking precincts (Shortland/High Streets, Karangahape road and Wynyard Quarter) during
the peak four hours in August 2016 was 87.5%, compared with 85.0% in May 2016.

Attachment

Attachment Number Description
1 Auckland Transport Monthly Indicators Report 2015/16 — July 2016
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1.1 SOI performance measures

. SOI 2016/17 Current
Strategic theme Measure Year End Target Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun Performance Reference Page
Total public transport boardings 88.97 million () @) 12 mong;rcs)lrlTl]ng total: Page 12
Prioritise rapid, 12 month rolling total-
high frequency Total rail boardings (millions) 19.5 million Qe o o Page 13
lic transport
public transpo Boardings on rapid or frequent network Increase at faster rate than |@) (@ 8.9% growth in RTN + FTN
. ! boardings exceeds 4.3% Page 12
(rail, busway, FTN bus) total boardings growth in total boardings.
Percentage of public transport passengers 84% June result: 84% Page 14
satisfied with their public transport service ' 9
Perce_ntage of res_ldents satisfied W|tr_1 the 70% June result: 69% Page 15
Transform and quality of roads in the Auckland region
elevate customer Percentage of residents satisfied with the
. R . 9 J It: 65%
focus and quality of footpaths in the Auckland region 65% une resu 0 Page 15
experience i isfied wi
p Percentage of residents satlsfled_wnh road 60-65% June result: 65% Page 15
safety in the Auckland region
PT punctuality (weighted average across all o YTD average:
modes) 93% C ) 95.0% Page 16
. L . . 12 month rolling average:
0,
Arterial road productivity 55% of the ideal achieved . . 59.0% Page 19
New cycleways added to regional cycle YTD completion:
network 16.4 km @@ 1 1km Page 23
Annual number of cycling trips in designated - YTD completion:
areas in Auckland (all day) 1.2 million O . 238,906 Page 23
Annual cycle movements in the Auckland city YTD completion:
3 centre 1,847,000 @ @ 241,345 Page 23
Build network
optimisation and searte | @ | @ 12 mo?,?\,gfl?i;gez\.lerage
resilience seartw | © z SEART E - 11mins
o Harris E SEART W - 10mins
EA:SIZT;E:Z Harris W § : Harris E - 11mins
. . X GSR N Harris W - 10mins
Travel times on key freight routes travel times GSR 'S Q0 GSR N - 12mins Page 20-22
for the 85th )
; Kaka E . . GSR S - 11mins
percentile Kaka W . . Kaka E - 8mins
. Kaka W - 7mins
Wairau W
Waliralljj E . . Wairau W - 8mins
. . Wairau E - 8mins

@ On target to exceed performance measure (more than 2.5% above target)
@ On target to meet performance measure (within +/- 2.5% of target)
Not on target to meet performance measure (more than 2.5% below target)

. Data not available
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1.1 SOl performance measures

Strategic theme Measure

SOl 2016/17
Year End Target

Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun

Current
Performance

Reference Page

Page 24

Ensure a sustainable
. PT farebox recover 47-50% August result: 49.5%
funding model y ° ® e 9 ’
. Parking occupancy rates (peak 4-hour, on o o August 12 month rolling

Develop creative, street) 70% - 90% @ average: 85.6% Page 25
adaptive,
innovative

N/A Page 25

Number of car trips avoided through travel

implementation planning initiatives

18,400

Note: Two targets are not measures until the end of the financial year:
Active and sustainable transport mode share at schools where the Travelwise programme is implemented
Active and sustainable transport mode share for morning peak commuters where the Commute programme is implemented

Local road deaths and serious injuries per 100million vehicle kilometres travelled.

@ On target to exceed performance measure (more than 2.5% above target)
@ On target to meet performance measure (within +/- 2.5% of target)

Not on target to meet performance measure (more than 2.5% below target)

. Data not available
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1.2 Department of Internal Affairs (DIA) mandatory performance measures’

SOl 2016/17 Current

Strategic theme Measure Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun Reference Slide

Year End Target Performance

Change from the previous financial year in
the number of fatalities and serious injury
crashes on the local road network, expressed
Transform and as a number.

elevate customer
focus and
experience

Reduce by at least 9

12 month rolling total to
. ' May 2016: 522 Page 27

(End of year target: 528)

Percentage of customer service requests 12 month rolling average-
relating to roads and footpaths which receive 85% () @ 88%g ge: Page 27
a response within specified time frames

) . ) Urban 82% N/A Page 27
Road maintenance standards (ride quality) as
measured by smooth travel exposure (STE)
for all urban and rural roads
Rural 92% N/A Page 27
Build network
R Percentage of the sealed local road network o On target to achieve
opt|m|s_,§1t|on and that is resurfaced 8% B ) monthly forecast Page 28
resilience
Percentage of footpaths in acceptable 99% N/A Page 28

condition (as defined by AT's AMP)

On target to exceed performance measure (more than 2.5% above target)
@ On target to meet performance measure (within +/- 2.5% of target) . Data not available
Not on target to meet performance measure (more than 2.5% below target)

! The above are mandatory measures required under the Local Government Act - refer DIA document 'Non-Financial Performance Measures Rules 2013



1.3 AT Metro patronage breakdown

August - 2016/M17
Actual v 501
Month Y¥TD Projected
, % Chan " SOl 2016/117| Forecast
Actual |% Change| Tarmget |% Varnance Actual Prev "r'eger Target Variance HMEMT
1. Bus Total: 57964791 63% 6106371  -54% 10,607 6454+ 1.3% 11,045 7380 -4.0% 63,360,000 62 600,000
2. Train (Rapid) Total: 1,681,110+ 184% 1,751 387  -4.0% 3,150, 5644 15.0% 3,273,142 -3.5% 19,500,000 19,800,000
3. Fenry (Connector Local) Total: 4346534 TI% AMETEIN  -27T% 860,561|iF T1% 8361114+ 29% 6,113,500 6,113,500
Total Patronage 7,912242){r B87% 83045271 47w 14627 770{F 43% 15154991 -23.5% 88,973 600 88,513,500
Rapid and Frequent 3,097 223/ 133% 3122694[0 -0.8% 5768 440 7.8% 57522384 03% 32,322 463 33,150,183
August - 20617
Month Patronage 12 Month Patronage Y¥TD (from July)
- Previous Hormalised % Change | Change | % Change Change |% Change
ThisYear Year #Change | % Change % Change Patronage Prev Month | Prev Year | Prev Year Patronage Prev Year | Prev Year

1. Bus Total: 5 7065479 5453594 342 BAS5| 6.3% 1.0% 60,373,727 0.6% 239,554 0 5% 10,607 645 134244|  13%

- Busway (Rapid) Bus 438 522 ATETIT 112726 348% 4354517 27% 846738 241% 818,487 179808 28.2%

- Frequent Bus 977 591 959023 1332 11w 17890,378

-Connector Local Targeted Bus 4,3%02668| 4138844 241,422 5 8% 48,107,977 0.5% 525,807 1.2% 7898 788 130,730 17%
2. Train (Rapid) Total: 1,681,110] 1,419398 261712 18.4% 14 5% 17,198,083 1.5% 2,804,173 19.5% 3,159,564 411590 15.0%

-Western Line ER3 127 485788 97228 200% 5958317 17% 1,027 888 208% 1,105,171 188 186 20.5%

-E astem Lins 459221 389,247 89974 244% 45245840 20% 818881 215% 858,370 172748 183%

- Onehunga Line 108 853 D4 544 14208  15.0% 1218721 12% 137428  127% 210,248 183 11.2%

- Southem Line 495154 442728 52425  11.8% 5,048,079 1.0% TE2E54  12T7% 219,782 emezal =2%

- Pukekohe Ling 34755 26290 7785 ZEaw 350,058 23% 28534 5.9% 85,311 8,849 157
3. Fenry (Connector Local) Total: 434 653 403 538 31,115 T.7% 6.3% 5,935,034 0.5% 342,042 6.1% 860,561 56,850 7 1%

- Contract 120 730 104 694 18038 153% 1,330,901 1.2% 113,501 2.3% 237 728 15,814 75%

-E xempt Senices 213523 298844 16079 0% 4804133 0.3% 228 541 5 2% £32,833 41,028 ©9%
Total Patronage 7912242 7276530 635712 87% 39% 83,506,844 0.8% 3,435,869 43% 14,627 770 602584 43%
Rapid and Frequent 2,097,223 2,734,148 |2175 12.3% 31,483,789 0.4% 2,587,823 5.9% 5,768,440 415,104 TE%
Connector Local Tameted 4814919 4542382 72537  6.0% 52,043,011 0.5% 887,943 1.7% & /59,330 187580 22%
Total Patronage 7912242 7,276,530 635712 8 7% 39% 83,506,780 0.8% 3,435,869 43% 14,627 770 602684 43%

= Mormmlesd % - Changs & done at the mode level, 35 specel events & not available st low er service laysrs.
Rapid & Freguent - Can only measure accurately freguent ser vices for currentactuak as they are often part of Brger services w ith new syseEns from Dec 2015, Splittng Bus Patronage ink ik service Byers regures onign and
destnation dats and tmebles. Change of sowrce dats for socuracy and suiomation from printed fimetsbes o res fime fmetsbles, w hich has low ered the nunber of frequent services.
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1.3 AT Metro patronage breakdown

1.3.1 Total patronage (12 month rolling total)
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1.3 AT Metro patronage breakdown

1.3.2 Bus patronage (12 month rolling total)
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1.3 AT Metro patronage breakdown

1.3.3 Rail patronage (12 month rolling total)
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1.3 AT Metro patronage breakdown

1.3.4 Ferry patronage (12 month rolling total)
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2.1 Prioritise rapid, high frequency public transport

2.1.1 Total public transport boardings (millions)
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PT patronage totalled
83,506,844 passenger
boardings for the 12 months
to August 2016, an increase
of 0.8% on the 12 months
to July 2016 and an
increase of 4.3% on the 12
months to August 2015.
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| Monthly patronage to meet SOI target
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July monthly patronage
was 7,912,242 an
increase of 8.7%
(635,712 boardings) on
August 2015, normalised
to an increase of ~+3.9%
once adjustments are
made to take into
account special events
and the number of
business and weekend
days in the month.

2.1.3 Boardings on raj_gid or frequent network
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mm Ferry - connected, local, targeted
I Bus - FTN
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—x=RTN + FTN growth rate

Bus - connector, local, targeted
I Bus - RTN
—&— Total boardings growth rate

AT has an SOl target of
increasing RTN and FTN
boardings at a faster rate than
total boardings.

This figure shows the 12 month
rolling total of patronage for
each PT service layer. Rates of
growth are based on the 12
month rolling total to August
2016 compared to the 12
month rolling total to August
2015.

RTN + FTN patronage
increased by 8.9% for the 12
months to August 2016, a
faster rate than total patronage
which increased by 4.3%.
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2.1 Prioritise rapid, high frequency public transport

2.1.4 Rail boardings (12 month rolling total
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Rail patronage totalled
17,198,083 passenger
boardings for the 12
months to August 2016,
an increase of 1.5% on
the 12 months to July
2016 and 19.5% on the
12 months to August
2015.
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2.1.5 Bus boardings (12 month rolling total
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12 Month Rolling Total

LT-unr

Total bus patronage
totalled 60,373,727
passenger boardings
for the 12 months to
August 2016, an
increase of 0.6% on
the 12 months to July
2016 and 0.5% on the
12 months to August
2015.

2.1.6 Ferry boardings (12 month rolling total)

Millions
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=== 12 Month Rolling Total
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Ferry patronage totalled
5,935,034 passenger
boardings for the 12
months to August 20186,
an increase of 0.5% on
the 12 months to July
2016 and 6.1% on the
12 months to July 2015.
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2.2 Transform and elevate customer focus and experience

2.2.1 Percentage of public transport passengers satisfied with their

public transport service

Satisfaction %
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vi-dos |

jgeece |

GT-eN |

GT-ung
g1-des
GT-08Q
9T-reN
9T-ung

mmm Overall PT Service
— SOl target (84%)

Performance measured
quarterly via satisfaction
survey. Next update will
be provided in the
September 2016
monthly report.

2.2.2 Percentage of passengers satisfied with their train

service
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Performance
measured quarterly
via satisfaction
survey. Next update
will be provided in the
September 2016
monthly report.

2.2.3 Percentage of passengers satisfied with their bus service
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Bus Service

Performance measured
guarterly via satisfaction
survey. Next update will
be provided in the
September 2016
monthly report.

2.2.4 Percentage of passengers satisfied with their ferry service
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LT-ung

Performance
measured quarterly
via satisfaction
survey. Next update
will be provided in the
September 2016
monthly report.
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2.2 Transform and elevate customer focus and experience

2.2.5 Percentage of residents satisfied with the guality of roads in
the Auckland region

2.2.6 Percentage of residents satisfied with the quality of

footpaths in the Auckland region

100%
100%
90%
© 90%
S X
c 80% ° o Performance
o Performance measured c 80%
3 0, uarterly via satisfaction 2 measured quarterly
S 70% — — q y : S 70% via satisfaction
@ survey. Next update will % survev. Next update
g 60% be provided in the = 60% Irvey. vext upa
n @ will be provided in the
50% September 2016 n 0% September 2016
| monthly report. monthly report.
40% - - 40% . c
R 5 B &5 &n 5 5 o ' & & = 5 5 5
mmmm Quality of roads in the Auckland region Quiality of footpaths in the Auckland region
= S0l target (70%) = SOl Target (65%)
2.2.7 Percentage of residents satisfied with the surface of all sealed 2.2.8 Percentage of residents satisfied with road safety in the
roads in Auckland region Auckland region
100% 100%
90% 90%
o X
i 80% — 80%
2 o
] 70% Performance measured g 70% Performance
@ uarterly via satisfaction o measured quarterly
T 60% d y - T 60% via satisfaction
5 survey. _Next_update will N survey. Next update
50% be provided in the 50% will be provided in the
September 2016 September 2016
0 monthly report.
40% o o = < ” - = ‘5 y rep 40% " o = < o - = < monthly report.
3 3 2 3 3 3 2 5 3 3 2 5 3 3 2 5
- N N T T R

m Surface of all sealed roads in the Auckland region

mmmm Overall road safety in the Auckland region

= SOI| Target (Within 60-65% range)
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2.2 Transform and elevate customer focus and experience

2.2.9 PT punctualit

weighted average across all modes

Target met (YTD

2.2.10 Rail services punctuality

Rail service punctuality in

: 100% August 2016 was 99.5%,
100% averagoe in August 2016 98% - compared to 98.5% in the
98% =95.0%, SOl target of 9% 0 12 months to August 2016.
% % 1
96% — 93%).
94% N\ L 94% Punctuality is measured by
\/ . PT weighted average 92% the percentage of total
92% litv in th h o scheduled services leaving
90% punctuality in the mont 90% their origin stop no more
88% of August 2016 was 88% than one minute early or five
o )
86% 95.2%. 86% minutes late.
84% )
0, . .
84% Punctuality is measured 82% Please note that'pnor to
82% by th t f January 2015 rail
o0, y the percentage o 80% +———————————————————————— |Punctuality was measured
(1] T T T T T T T T T T T T T T T T T T T T T T T 1 [ [ [a [ [ B
C > O ZoLTEZrZCC P NOZOCTE S total_schedgled_s_erwces g?%Q%EmQ%%%cg?%Q%QmF‘J%%’?,: differently to bus and ferry
CECDOQDLDygTESCDPOCDR2DYYT S |eaV|ng their origin Stop TQ D TSSO THIILTILQTDFIOIFITTITIL? services (based on arrival at
LT S0 R2TR AR LETRLo 2R RE3 N R A o
O RpRPppPRrppRE il LB LR, bhpR LR no more than one Vom0 50 5390 0 N~~~ ~  |destination rather than
200252 "o N NN . . Rail Punctuality Actual 12 Month Rolling A departure from origin). This
YTD Average m!nu:e elartly or five ail Punctuality Actua on Ofling AVETAGE 114 measure is reported in
. . min . i
- \\eighted Average Punctuality Actual utes late figure 4.1.6.
e SOI Target (93%)
2.2.11 Bus services punctuality 2.2.12 Ferry services punctuality
100% 100% —
’ 98% 1/
98%
96%
96% Bus service punctuality in
94% el August 2016 was 93.9%, 94% Ferry service punctuality
compared to 93.2% in the 12 92% in August 2016 was
92% = months to August 2016. 97.4%, compared to
90% . o o 90% 97.7% in the 12 months
unctuality is measured by the o to August 2016.
88% percentage of total scheduled 88% 9
86% services leaving their origin 86% L
0 stop no more than one minute 0 Punctuality is measured
84% early o five minutes late. 84% by the percentage of total
82% 82% scheduled services
80% Punctuality statistics for bus 80% leaving their origin stop
0 rr ot et oo r o r o o ot ot services are based on the 0 L L A L L L L DL L L 777 |no more than one minute
< > W 20T > oo >0 Z0< T > < . [ [ (S [ [ X ;
;_‘5% Sgggg§ggggégggggg§g§§ number of sighted scheduled E§§9§§%£§%§g5£§9§§%§§g§g early or five minutes late.
o O I N I A O (RN Uy S bus journeys during the month. RPEP ARSI T AN TR AT AKX
Rl EEo55650255055 888NN ourneys during LB LRbEEREEOEERENTRNES

Bus Punctuality Actual 12 Month Rolling Average

Ferry Punctuality Actual

12 Month Rolling Average
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2.3 Build network optimisation and resilience

2.3.1 Median travel speed across arterial network

100

80
=
E 60
:3:’ [EEEREEEEENENENENNNENNENENNNNNNNNNENNENNNNNN )
o]
o 40 .
o P
) —

20

0 T T
Jun-16 Jul-16 Aug-16

s+ 2000 Free Flow Speed

e \edian Speed

This graph shows median
travel speed across the
arterial network during the
morning peak period.

The average free flow
speed of 54.2 kilometers
per hour has also been
provided as a comparator.

During August 2016, the
median travel speed was
33.6 kilometers per hour.

Relative improvements in
travel speed during July are
most likely due to school
and university holidays.

2.3.2 Delay: additional travel time needed in the AM peak

relative to free flow conditions

Additional travel time needed relative

250%

200%

130%

100%

to free flow conditions (%)

50%

Free
flow

.\./'

lun-16 Jul-16 Aug-16

e Typical delay (Median) 85th percentile

This graph shows morning
peak travel times for the
typical (median) and 85th
percentile* trips on the arterial
network, relative to free flow
conditions. During the August
2016 morning peak, typical
delay was 82% while the 85th
percentile delay was 200%.

If an arterial trip took 10
minutes during free flow, a
motorist would therefore need
to allow a total of 30 minutes
to be 85% sure of arriving on
time during the morning peak.

Relative improvements in
travel speed during July are
most likely due to school and
university holidays.

*85% of all trips will take less
than the 85th percentile time.

2.3.3 Morning peak reliability: additional travel time buffer needed

relative to typical peak travel time

This graph shows the
difference between the

£ 100%
m —
28
¥
s 8%
- o
gz
3% 60%
QJ —
EQ
- 0
-
g o
s g2 40%
16 +~
=}
<
20%
typical
travel time

Jun-16

Jul-16 Aug-16

85th percentile travel time relative to typical travel time

typical (median) morning
peak travel time and the
85th percentile* travel time,
on the arterial network. This
is a measure of reliability.
During the August 2016
peak, the 85th percentile
was 169% of the typical
travel time.

If a typical morning peak
arterial journey took 20
minutes, a motorist would
therefore need to allow a
total of 33.8 minutes to be
85% certain of arriving on
time.

*85% of all trips will take
less than the 85th percentile
time.
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2.3 Build network optimisation and resilience

2.3.4 Congestion map

2.3.5 AM peak arterial road level of service

LEGEND

Level of Service
1A
| I— -
LOS related to median [ C
speed as proportion of [N D
posted speed limit I -
I -

Level of service %

100%

90%

80%

70%

60%

50%

40%

30%

20%

10%

0%

Arterial road level of service is
measured by average speed as
a % of the posted speed limit for|
AT's arterial roads, and
categorised as follows:

A: 90% and greater

B: 70 - 90%

C:50-70%

D: 40 - 50%

E: 30 - 40%

F: less than 30%

Level of service D-F broadly
represent "congested"”
conditions.

In the month of August 2016
72% of the network was
operating efficiently, at speeds
of at least 50% of the speed
Jlimit (A — C). The congestion
level in August was 28%
(D+E+F), this is a 55% increase
on July and 22% increase from
August 2015.

Congestion Map - August 2016

AM Peak (7:30-8:30)

A Auckinnd Counct Orpeniseson

.

This map shows the typical level of service across the arterial and motorway networks during the
AM peak hour (7.30-8.30) for August 2016.
See the AM peak arterial road level of service graph (2.3.5) for an explanation of the levels of

service.
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2.3 Build network optimisation and resilience

2.3.6 Arterial road productivity

75%

70%

65% =m

0, N /7 |

60% e~

55% ———F/\+— - 7
[y A —

50%

45%

0% —H—r——T——T"T"T"T—"TT"TT T T T T T T T T T T T T
>NOZUsT o> NOZUST o >NOZOST [N
EgmgogmmQz,ggcEgmgogmmg%gggcggmgogmm%g%c
PETFLOR TS IS TOTFLO2 TSRS ? Q@D T oI TH TS T

= PRRR - = | Y Y N = PRl
PR R R RGO 0T R R0Gho 66050 P heohH~NI~NTG N
e 12 month rolling average == SOl target Monthly result

Target exceeded (12 month
rolling average in August
2016 = 59%, SOl target of
55%).

Road productivity is a
measure of the efficiency of
the road in moving people
during the peak hour. It is
measured as the product of
the number of vehicles,
their average journey speed
and average vehicle
occupancy.

The six key arterial routes
that make up this measure
are shown in figure 2.3.2
and results for each route
are identified in figure 2.3.3
below.

2.3.7 Map showing arterial productivity routes

Legend

Legend

Route 1: Aiport route (between
SH1 and Beachoroft Avenus)

mmmm Route 1: Airport route (between
SH1 and Beachcroft Avenue)

e Route 3: Albany route (setween
& ey
(benwean Edasl Seetond === Route 2: Balmoral route
ewton Rosd) (between Great North Road and
St Heliers Bay Road)

Route 5: Te lrirangi route
(between Ti Rekau Drive and
SH1)

[ Route 6: Tiverton Wolverton
route (between Great North

mmmm Route 3: Albany route (between
SH17 and Onewa)

Road and $H20)

N |

Route 4: Great North Road
route (between Edsel Street and
Newton Road)

Route 5: Te Irirangi route
° (between Ti Rakau Drive and
SH1)

m=mm Route 6: Tiverton Wolverton
route (between Great North
Road and SH20)

2.3.8 Arterial productivity - 12 month rolling average for each route

100% -
90% -

80% -

70% 1=~ — —

60% - Z

50% { — —

40% A

30% - /_

20% -

10% A
0%+

NSNS GT R R R R i SIS
e Ajrport to CBD (via Manukau Rd)

e St Lukes to St Johns

= AlDany to Birkenhead (via Glenfield Rd)
Henderson to CBD (via Gt North Rd)
SH1 to Ti Rakau Drive (via Ti Irirangi Dr)

e SH20 to Portage Rd (via Tiverton/Wolverton Rd)

This figure illustrates the
12 month rolling average
productivity results for
each of the routes that
make up the SOI
measure provided in
figure 2.3.1 above.
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2.3

Build network optimisation and resilience

2.3.9 Proportion of key freight routes where baseline travel times

have been maintained

1

00% |uus
80% |- il
60% (f1H T
40% |HH ["
20% {fH | Hj
o ILL 11111 I

Travel time target not met (monthly result)
mmmm Travel time target met (monthly result)
= Travel time target exceeded (monthly result)
e Proportion of routes where SOI travel times have been maintained (12mth rolling average)

For the 12 months to August
2016, baseline travel times
were maintained on nine of the
ten key freight routes
monitored under AT's SOI (the
exception being Great South
Road northbound).

In the month of August 2016,
baseline travel times were
maintained on three of the ten
routes.

2.3.10 Map showing key freight routes

Legend

{\" Route 2: Harris Rd from
s SH1 Highbrook to East
Tamaki
i s e 10Ut 3: Great South
Road

SH1 to SH18

s Route 1: SEART

Route 4: Kaka St/James
e [|etcher Dr/Favona
Rd/Walmsley Rd

Route 5: Wairau Rd from

2.3.11 SEART (from Sylvia Park to East Tamaki)

Minutes

SEART East Bound
14
12
10 -

o N A O
! 1 1 1 1

mmmm Actual Minutes
=== SO| Target (11 minutes)
—-12 Month Rolling Average (rounded to nearest minute)

Target not met in August
2016

Target met for 12
months to August 2016

2.3.12 SEART (from East Tamaki to Sylvia Park)

Minutes

SEART West Bound

2016

cco Do Scco <o) SCCo 40) =
60228558085 F60 2850825 G028 58523

; ;
I T e ey M et N NN N e N N NN NN

AR R AR RGO GGG e0 50 e m e~~~

= Actual Minutes

e SOI Target (12 minutes)

o= 12 Month Rolling Average (rounded to nearest minute)

Target exceeded in
August 2016

Target exceeded for
12 months to August
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2.3 Build network optimisation and resilience

2.3.13 Harris Rd (from East Tamaki to SH1 Highbrook

Interchange)

Minutes

14
12

10

Harris Rd West Bound

o N OO O
R T T T

mmmm Actual Minutes
e SO| Target (10 minutes)
o 12 Month Rolling Average (rounded to nearest minute)

Target not met in August
2016

Target met for 12
months to August 2016

2.3.14 Great South Rd (Portage Rd to SH1 Ellerslie Panmure

Hwy Interchange)

Great South Road North Bound

16
14
12 A
10 -

Minutes
[e0)

oN MO
I T T

v ..H..#H::.QF‘Q?#..##'-A#.#
[EVEIY sl S VEN N ey ey
U505 0 P Sy P ooy~~~

mmmm Actual Minutes
e SO| Target (11 minutes)
—=e—12 Month Rolling Average (rounded to nearest minute)

Target not met in August
2016

Target not met for 12
months to August 2016

Actions have been
undertaken to better
understand and solve
previous delays on this
route, including installing
CCTV cameras at the Great
South Road / SEART
intersection, undertaking
traffic signal improvements,
and detailed investigation
on solving the queuing
issue. Close monitoring of
this intersection will be
continued.

2.3.15 Harris Rd (from SH1 Highbrook Interchange to East Tamaki)

Minutes

Harris Rd East Bound

mmmm Actual Minutes
e SOI Target (11 minutes)
=—=e—12 Month Rolling Average (rounded to nearest minute)

Target not met in August
2016

Target met for 12
months to August 2016

2.3.16 Great South Rd (SH1 Ellerslie Panmure Hwy
Interchange to Portage Rd)

Great South Rd South Bound

14
12
10 -

Minutes

o N MO
R T T T

mmm Actual Minutes
e SO| Target (11 minutes)
==o—12 Month Rolling Average (rounded to nearest minute)

Target not met in
August 2016

Target met for 12
months to August
2016
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Target not met in
August 2016

months to August

Target met for 12
2016

Target not met in
August 2016
Target met for 12
months to August
2016

2.3.18 Wairau Rd (from SH1 to SH18)
Wairau Rd West Bound
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2.3.20 Wairau Rd (from SH18 to SH1)
Wairau Rd East Bound
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—o— 12 Month Rolling Average (rounded to nearest minute)

e SO| Target (8 minutes)

mmmm Actual Minutes

sa1nuIN

Target exceeded in

August 2016

Target exceeded for 12
months to August 2016

Target exceeded in
August 2016

Target exceeded for 12
months to August 2016

to Walmsley)
Kaka St East Bound

2.3.17 Kaka St/James Fletcher Dr/Favona Rd/Walmsley Rd (SH20

2.3 Build network optimisation and resilience

S9INUIN

(Walmsley to SH20)

o= 12 Month Rolling Average (rounded to nearest minute)
Kaka St West Bound

e SOI Target (13 minutes)

mm Actual Minutes

2.3.19 Kaka St/James Fletcher Dr/Favona Rd/Walmsley Rd

SalnulN

[ Jun-17
| May-17
| Apr-17
| Feb-17
| Jan-17
| Dec-16

[ Oct-16

mmmm Actual Minutes

=== 12 Month Rolling Average (rounded to nearest minute)

e SO| Target (8 minutes)

mmmm Actual Minutes

==o=12 Month Rolling Average (rounded to nearest minute)

e SO| Target (13 minutes)
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2.3 Build network optimisation and resilience

2.3.21 New cycleways added to regional cycle network (km)

20.0

18.0

16.0
14.0

9T-190

9T-InC
9t1-bny
g1-des

mmmmm SO| target (16.4 kms)

9T-AON
91-08@
LT-uer
LT-094
LT-reiN
LT-1dy

LT-Reiy

——@-— Cumulative kms added to regional cycle network

= = = Monthly trajectory to meet 2016/17 SOl target

L1-ung

No new cycle ways added
for the month of August.

YTD completion = 1.1 km,
SOl target = 16.4km.

Number of cycling trips
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2.3.22 Annual number of cycling trips in designated areas (all day)
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mmmmm SO| target
= = = Monthly trajectory to meet SOI target
—fi— Cumulative Cycle Count in Auckland

LT-ung

Target exceeded, 123,388
cycle trips were recorded in
August 2016. YTD
completion: 238,906.

AT counts cyclists at 14 key
sites around the region:
Upper Harbour Drive, Great
South Road, Highbrook,
Lake Road, North-Western
cycleway Kingsland and Te
Atatu, Orewa Cycleway,
Tamaki Drive (E/bound),
Twin Streams path, Tamaki
Drive (west side of the
road), Mangere Bridge,
SH20 Dominion Road, East
Coast Road and Lagoon
Drive.

2.3.23 Annual cycle movements in the Auckland city centre

2,000,000
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1,400,000 - r

1,200,000 - g
1,000,000 - g

800,000 - 7
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mmmmm Estimated 2015/16

mmmmm SO| target

=g Cumulative Cycle Count

= = = Monthly trajectory to meet SOI target

LT-ReiN

LT-unc

130,523 cycle counts were
recorded for the month of
August.

YTD completion = 241,345
cycle counts.

AT counts cyclists at 13
counters situated around
the Auckland city centre as
follows: Curran Street, Te
Wero Bridge, Quay Street,
Beach Road, Grafton Gully,
Grafton Road, Grafton
Bridge, Symonds Street,
Upper Queen Street,
Canada Street (until
December 2015) / Light
Path (from December
2015), Karangahape Road,
Hopetoun Street, Victoria
Street West.
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2.4 Ensure a sustainable funding model

2.4.1 PT farebox recovery

90%

2.4.2 PT farebox recover

combined result with SOl measure

55%
80% - The farebox recovery
- percentage is calculated by The farebox recovery
X 70% dividing the revenue from R percentage is calculated by
- S
la o passengers by the cost of > A dividing the revenue from
2 60% providing PT services. The g 50% passengers by the cost of
S 50% - =— formula = (Fare Revenue + 8 providing PT services. The
Q 20% SuperGold Card Payment) / o formula = (Fare Revenue +
3 0 / (Fare Revenue + Subsidy + x / SuperGold Card Payment) /
g 30% A SuperGold Card Payments + g 45% (Fare Revenue + Subsidy +
< 20% CFS Payments). 5 SuperGold Card Payments
w 0 N + CFS Payments).
10% The farebox recovery ratios in
0% August 2016 (and comparable Total PT farebox recovery
S SN S A SN A S 2015 results) are: 40% T T T T T T T T T T T T T ratio in August 2016 was
(& (& (& (& < (&
cdEs 5589885588555 - Ferry 77.7% (78.3%) EQPZESEYZSEEEYLEFEE 49.5%. This compares to
B P F LIS AT S LIS AT S LREX TT S ?T IS LTI AT S ?SEL i
L - S T e N N T - Bus 50.2% (51.0%) U N - ST U 47.9% in August 2015.
R T om0 o o o NNy - Rail 38.5% (31.8%) rr0aG Taanooe s 00 NNk
e SO| Target 47-50% e Combined farebox recovery
Ferry e Rail Bus
2.4.3 PT subsidy per passenger kilometre
$0.60
~——— The net subsidy per
$0.50 -
. \_\ passenger km is calculated
. $0.40 by dividing the cost (less
& \ fare revenue) of providing
g $0.30 | PT services by the distance
= ~— travelled by all passengers.
© $0.20
The results for August 2016
$0.10 S (and comparable 2015
results) are:
$0.00 +—+——F+——r—r—r T - Ferry $0.138 ($0.109)
cwzZzggIIgozgscnzeg L - Bus $0.297 ($0.273)
S ® o 2 S o o & S ® o 2 -
A A A B S - Rail $0.333 ($0.435)
PR RO Y Hhooh 6 6 NSk - Total $0.294 ($0.298)
Ferry e— Rail Bus == Total
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2.5 Develop creative, adaptive, innovative implementation

2.5.1 Parking occupancy rates

eak 4-hour, on street
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The quarterly result for
August 2016 is 87.5%.

The occupancy figure for
the 12 months to August is
88.6%, a 1% increase on
the previous year’s results.

Four-hour peak period is
defined as the top four
busiest hours of the day.
These hours are not often
coincidental and can vary
depending on contributing
factors. On-street parking
occupancy is surveyed
once a quarter in three
central city parking zone
precincts: Shortland/High
Street, Karangahape Road
and Wynyard Quarter.

2.5.2 Off-street parking occupancy rates
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== AT Off-Street Peak Occupancy ==380% - 90% Target Range

The off-street parking
occupancy rate for
August 2016 is 90.6%,
which is above the
80% to 90% target
range.

AT off-street car parks
monitored are those
at Civic, Downtown
and Victoria Car
Parking Buildings.

2.5.3 Number of car trips avoided through travel planning initiatives

Number of car trips avoided

30,000

25,000
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15,000
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5,000

€1/210¢

V1/€T0C

m Actual

ST/¥10C
9T/910¢
LT/9T0C
8T/.10¢

e SO| Target

The 2015/16 result for
number of car trips
avoided through travel
planning initiatives is
24,227.

Data for this measure is
collected on an annual
basis through surveys
and through analysing
data collected from the
initiatives implemented
over the year. This is
reported at the end of
each financial year.

Year on year analysis
shows a significant
increase in the number
of trips avoided through
travel planning
initiatives.
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3. DIA mandatory measures

3.1 Change from the previous financial year in the number of fatalities and serious injury

3.2 Percentage of customer service requests relating to roads and footpaths which

crashes on the local road network, expressed as a humber

receive a response within specified time frames
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mmmmm Serious Injuries
mmmmm Deaths

= = = Monthly trajectory to meet SOI Target (reduce by at least 9)
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Target Met.

The Local Road DSI target for the 2016
calendar year is 529, 9 less than the 2015
year total of 538. The 12 month rolling total to
May 2016 is 522, 2% lower than the target
trajectory of 534 and 19% higher for the same
period the previous year.

Please note that there is a three month time
lag for DSI information, and that monthly
figures can vary over time due to Police
investigation outcomes and reporting
timelines.
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Target exceeded (12 month rolling
average = 88%, SOl target of 85%).

This data relates to jobs dispatched to
our maintenance contractors by the
call centre. It does not include
escalations or queries sent to the AT
area engineer to resolve and then
dispatch to the contractor. This data
will become available when CRM15
allows for queuing and the measuring
of individual response times in light of
the organisation's 10 day customer
response service level.

3.3 Road maintenance standards (ride quality) as measured by smooth travel exposure

(STE) for all urban roads
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3.4 Road maintenance standards (ride quality) as measured by smooth travel

exposure (STE) for all rural roads
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=== SO| Target - Urban

The 2015/16 result for
road maintenance
standards (ride quality)
as measured by smooth
travel exposure (STE)
for all urban roads is
87%.
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The 2015/16 result for
road maintenance
standards (ride
quality) as measured
by smooth travel
exposure (STE) for all
rural roads is 96%.
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3. DIA mandatory measures

3.5 Percentage of the sealed local road network that is resurfaced /

Length of resurfacing / rehabilitation
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mmmmmm | ength of local roads resurfaced or rehabilitated each month

Monthly forecast to reach SOI target

= Proportion of sealed local roads that have been resurfaced / rehabilitated

Cumulative forecast to reach SOI target (8%)

rehabilitated (lines)

In August, 5.5km of the
local road network was
resurfaced / rehabilitated
against a forecast of 5km
for the month.

The YTD completed length
of 8.5 km is 2% of the
2016/17 programme length
of 501km.
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@ Footpaths in acceptable condition eSOl Target (99%)

Y1/€T0C

The 2015/16 result for
the percentage of
footpaths in
acceptable condition
is 99.5%.
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1. Summary of indicators
1.1 SOI performance measures
1.2 DIA mandatory performance measures

1.3 AT Metro patronage breakdown

2. Key monthly indicators by Strategic Theme
2.1 Prioritise rapid, high frequency public transport
2.2 Transform and elevate customer focus and experience
2.3 Build network optimisation and resilience
2.4 Ensure a sustainable funding model

2.5 Develop creative, adaptive, innovative implementation

3. DIA mandatory measures

4. AT monthly activity report I
. ublic transport

4.2 Road operations and maintenance

4.3 Customer response
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4.1 AT monthly activity report — public transport

4.1.1 Rail business day average boardings

4.1.2 Bus business day average boardings
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@ 10,000 This represents a 19% @ This shows no change
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4.1.3 Percentage of all PT trips using AT HOP
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The proportion of all
trips utilising AT HOP
was 84.1% in August
2016 (Rail 85.2%, Bus
87.4%, Ferry 35.6%); up

This represents AT HOP
usage vs all other
ticketing products (AT
cash tickets, operator
cash tickets and
products).

from 80.6% in July 2016.
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4.1 AT monthly activity report — public transport

4.1.4 Rail service performance

Train performance
August 2016

Total Network

98 . 1 O/O Punctuality*

(95.5% 12 month rolling average)

99 . 30/0 Service Delivery*

98.5% 12 month rolling average)
* Arrival within 5 menutes of schedule at final destinaton * Arrival at final destination

98 o6°/° Punctuality*

(96.0% 12 month rolling average)

99. 1 o/o Service Delivery*

98.5% 12 month rolling average)

Eastern Line

96 - 80/0 Punctuality*

(93 4% 12 month rolling average

9 9 . 60/0 Service Delivery*

(98.1% 12 month rolling average)

Southern Line

97 . 80/0 Punctuality*

(94.9% 12 month rolling average)

Pukekohe Line
98 o 80/0 Punctuality*

(98.2% 12 month rolling average)

99. 5°/O Service Delivery*

(98.4% 12 month rolling average)

9 9. 60/0 Service Delivery*

99.3% 12 month rolling average)

Onehunga Line

99 . 20/0 Punctuality*

(97.1% 12 month rolling average)

9 8 B 90/0 Service Delivery*

98.7% 12 month rolling average

For more information visit
www.AT.govt.nz or phone 09 366 6400

CW transdev

®

4.1.5 Rail punctuality (based on arrival at final destination

100% - .

0 Punctuality in this
95% “— [figure is based the
90% - percentage of rail
85% Ay \'/ v \ / services that arrive

‘-’\ | within 5 minutes of
80% schedule at their final
75% destination.
70% , ,
Using this measure,
65% : ; ;
rail service punctuality
60% rrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrr1rri in August 2016 Was
(& (& (& (& (& (& (& (&
S EES5E855555858555858585 [981% comparedto
Bmmer L AR LA L L NS AR L RS AR 1955% in the 12
WERERTAERTAQ A0 o2 NNN 5 onths to August
. . . 2016.
e Rail Punctuality Actual 12 Month Rolling Average

4.1.6 Rail service delivery (based on arrival at final destination)

100%
99% /
98% -vﬂﬁ\—f\—l%aé" This measure is
97% A AA based on the
96% W, [ percentage of rail
95% \ l services that arrive at
94% \ A! their final destination.
93% V . . o
92% Rail service delivery in
91% August 2016 was
e . gg-igj"’_cc;hmpi‘;edto
ez o Nz o ez o Nz o 1% In the
532%55532%55533%55532%55 months to August
L RRR P RRGGLRYGG655255S8S 2016
e Rail Service Delivery Actual
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4.2 AT monthly activity report — road operations and maintenance

4.2.1 Heavy vehicle permits processed (Overweight + High productivity)

Number of permits

105%
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555555255655 385585
mmm Number of HPMV permits processed (AT + NZTA to Sept-

15, AT only from Oct-15)
mmmm Number of overweight permits processed

-0/ Of permits processed within target timeframes

In August 2016, 55
overweight permit

applications and 190 HPMV

permit applications were
processed. 244 permits
(99.95% -Target = 90%)
were processed within the
KPI timeframes (2 days for
single and multi trip, 3 days
for continuous trip and 4
days for HPMV permits).

4.2.2 ATOC managed incidents

Number of road network incidents

800

1 headline incident in Oct-14 and Miy-16
/

700

600

500
400
300
200
100

0
o 0NN Z 9 o0 Z 9 0N Z 9 -
cPEssscRESSscREDSSE
e O S -l S SNl SR
T = il = L
PRRo0 GG oes 266 Na QY
m Significant ™ Serious mHeadline m Catastrophic

In August 2016, the
Auckland Transport
Operations Centre (ATOC)
managed 3014 incidents on
the road network (normal
44, minor 2238, significant
694, serious 38, headline 0,
catastrophic 0).

The figure shows the
number of significant,
serious, headline and
catastrophic incidents
managed by ATOC each
month.

ATOC is a multi-agency
initiative that manages
incidents on both AT’s local
road and NZTA’s state
highway networks. The
centre is responsible for
managing incidents from
Taupo to Cape Reinga.
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4.3 AT monthly activity report — Customer response

4.3.:& Website visits 4.3.2 Call centre incoming calls and service levels

AT Metro Call Centre
1.600 120,000 100% Call volumes at the public

! transport call centre have
decreased by 4% compared to

N A -~
1,400 A [ 100,000 A v v\* n L 80% July 2016, which is a 4%
L\ o~
~

m
-
§ 1.200 There was a 3% 1) » \ decrease compared to August
3 7 i in viai © 80,000 - 2015. The public transport call
2 1,000 -+ increase in Visits to the _2 - 60% centre service level decreased
E Auckland Transport o 60.000 15% compared to July 2016.
@ 800 website in August 2016 o
@ (compared to Jul £ [ 40% AT Hop
> 600 p y 5 40,000 AT Hop calls increased 11%
o 2016). P compared to last month. The
= | F 20% ice level d d 4%
2 400 20,000 (] service level decreased 4%
(0] : compared to last month.
2 200 \ The number of mobile
app sessions decreased 0 N S S S L SR S S 0% Auckland Council (AT-related
0 T T T T T T T T T T T T T T T T T T by 56% |n August 2016 c % g % DZ) § c % CZJ % § QZJ c % g % QZ) QZ) c calls) -24 Hour_s )
e % zgzgx=¢g % Z g ==2¢ Q zg =g d to Jul p'—‘_‘?$|-_\'|“$ =9 < LTS .'_\".3$'-_".‘“$,L There was a 4% increase in call
K= 2 > 82 N = 2 S 828 = 2 -2 = (compared to July RO R R e N - - R R volumes and a 16% increase in
R R oo 55 & 5 Y 55 55 BN 2016). the service level compared to
o o ~ mmmm HOP call volumes last month.
e AT \Website === Mobile App sessions mmmm AC (AT related) call volumes - 24 hours _ .
mmmm AT Metro call volumes AT service level is that 80% of
= AT Metro service level calls are answered within 20
= AC (AT-related) service level seconds.

HOP service level
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