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SUBJECT

ULink Integration - Metro Bus-Sound Transit Link integration study:  Assessment of Ridership and Customer Satisfaction, March 2017 (Report 2017-RPT-0051).

SUMMARY

This Report provides an assessment of ridership changes and customer satisfaction following the University Link restructure of bus service that took effect in March 2016.  Today’s presentation will provide highlights of this detailed Report.

BACKGROUND

Ordinance 18133, approving the March 2016 University Link bus restructure, required Metro to address a number of concerns, including a work plan to improve locations where increased transfer activity was anticipated, a joint outreach effort with Sound Transit to inform the public about the restructure, and evaluation of the traffic impacts of a new stop on Montlake Boulevard near Hec Edmondson Pavilion.

Section 4 of the ordinance required a work plan for a report assessing ridership impacts; this work plan was approved by Motion 14565.  Building on similar work for the September 2012 C and D Line restructure, this report includes data requested by the Council, such as “before” and “after” su4rveys to ensure a baseline measure of public attitudes toward the affected Metro bus service.

The Report was transmitted on March 31, 2017.  The Executive Summary provides the following high-level findings:

The changes made to integrate bus service with the new Link stations had a positive impact on rider satisfaction.
Overall transit ridership increased following the service changes. Link ridership increased dramatically, and bus ridership decreased as expected.
Ridership grew in neighborhoods close to Link stations. Bus ridership generally declined in areas close to Link stations where many riders have likely switched from buses to Link. However, Link ridership has more than offset the reduction in bus ridership. Bus ridership also grew where Metro made investments in more frequent service.
Travel times in most areas decreased or remained the same as a result of the changes, largely as a result of Link’s fast travel times and frequent service on Metro routes connecting to Link. The most significant improvement was for crosstown trips in northeast Seattle.
On-time performance improved where Metro made investments in reliability and in simplified routes. 

The Introduction (pages 7-15) describes the project and the organization of the Report, lists the goals of the restructure, and includes Table 1 (listing the routes that changed and why), and Table 2a (showing each route’s frequency before and after the restructure).  The goals, listed on page 8, include connections to Link Light Rail at the two new stations, but also expanding high-frequency bus service in northeast Seattle and Capitol Hill. 

Section I: Ridership Assessment (pages 16-131) evaluates transit ridership and performance following the Link extension and restructuring of the bus network. This assessment is based primarily on data collected from March 26, 2016 to June 17, 2016, the first part of Metro’s spring 2016 service change. It does not reflect service additions made since that service change.

Section I includes ridership and performance evaluations in various formats.  The heart of the section is a description of ridership changes in 39 neighborhoods and corridors – from Ballard to Whittier Heights, with a map for each neighborhood or corridor.[footnoteRef:1]  Bus-rail transfers, changes in reliability, and changes in travel time are also described.  Because the restructure creates a larger network of more frequent bus service, Metro planners anticipate that ridership growth will build over several years as people in the affected communities begin to take advantage of the greater convenience. [1:  The corridors in this report are numbered for ease of reference, but the numbers do not match the corridor numbers in the annual Service Guidelines report.] 


Section II: Customer Satisfaction (pages 132-199 including appendices) addresses customer satisfaction with the bus network changes.  This assessment is based on surveys that were conducted before and after the service change in several different ways—onboard buses, via phone and internet, and at bus stops near new Link stations.
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1. Metro Bus-Sound Transit Link integration study:  Assessment of Ridership and Customer Satisfaction, March 2017 (Report 2017-RPT-0051).
2. Executive’s transmittal letter
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1. Bill Bryant, Service Development Managing Director, King County Metro Transit 
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