 King County 2001 Business Plan – Phase II

Department of Transportation

Department Goals and Measures

	Department Goals


	Related County 

Goal(s) 

(1,2,3,etc)
	Outcome Measures



	Goal #1: Provide safe, reliable, convenient and efficient transit, roads services and fleet management products and facilities to the public.


	2, 4, and 5
	· Percent reduction by 2002 in vehicular accidents on unincorporated King County principle arterial roadways.

· Roadway pavement condition in the Unincorporated King County road network.

· Percent increase in auto trips taken off the road by bus and vanpools.

· Percent change in King County households with regular Metro riders.

· Percent increase of fleet vehicle availability to support customer’s business needs.

	Goal #2: Be an active regional partner by working with others to develop and carry out transportation plans that support mobility, accessibility, land use and growth management.


	3, 4 and 5
	· Percent increase in the number of jurisdictions who adopt resolutions to support the Regional Arterial Network (RAN) Project.

· Percent increase in the number of jurisdiction that utilize Fleet services.

· Number of miles of streams restored or enhanced for salmon.

· Number of Transit Oriented Development (TOD) projects in design and/or construction phase.

	Goal #3: Promote employee involvement in an effective workforce that reflects the diversity of the community.


	
	· Percent increase in rate of voluntary retention by employees.

· Percent reduction in the number of employee complaints & grievances.

	Goal #4: Provide timely, consistent and clear two-way communication tailored to the transportation needs of the customers and citizens we serve.
	4 and 5
	· Percent increase of registered customers for the King County “Traffic and Transit Alerts” e-mail notices.

· Percent increase in customer satisfaction with Fleet services.


DOT Director’s Office

Key Programs/Services
	Program/Service and Brief Description
	Program Objective(s)



	1. Transit Oriented Development (TOD)  - A program to foster urban area commercial and residential development that is designed to maximize public transit access.
	· Have three TOD projects “under construction” by 12/2001.

	2. Community Relations and Internal/External Communications  - Numerous on-going activities to manage the public involvement process in transportation service and project development to ensure that accurate and timely information is provided to employees and customers and feedback is processed.
	· Conduct the public process for the 2001 February, June and September transit service changes; Sound Transit-related service changes and Roads community advisory groups and public meetings.

· Provide staff oversight for Transit Advisory Committee and the Accessible Services Committee.



	3. Grant Development and Administration - The coordination activities to prepare competitive state and federal grant applications and the subsequent management of funds awarded.
	· Increase the grant award success rate by providing technical support to DOT staff and jurisdictions in the areas of application review and assessment.

· Improve the Grants Administration and Management Information System (GAMIS) by refining the configuration to respond to new information and reporting needs.

	4. Countywide Transportation System – An initiative to develop a regional strategy to prioritize and fund key multi-modal transportation improvements.
	· Establish a coordinated and comprehensive strategy to prioritize, fund and implement projects critical to regional mobility by developing agreements and promoting opportunities for new funding strategies among the jurisdictions.

· Staff established forums and conduct subarea meetings to facilitate consensus on projects and action plans.

	5. Regional Arterial Network (RAN) - An initiative to establish a regional system of arterial corridors for cooperative project funding and implementation.
	· Analyze significant corridors, coordinate jurisdiction planning and capital decisions, and pursue new funding sources




Fleet Administration

Division Goals and Measures

	Division Goals


	Related 

Department

Goals
	Effectiveness/Efficiency

Measures

	Related 

Department

Measures

	1. Provide quality products and services.
	2
	· Percent of agencies satisfied with service.
	

	2. Expand customer base.
	2
	· Number of contracts for service.
	

	3. Maintain financial stability.
	2
	· Maintain fund balance consistent with County policy.
	

	4. Provide a high-morale and diverse work force. 
	3
	· Maintain high rate of voluntary staff retention.
	


Key Programs/Services

	Program/Service and Brief Description
	Program Objective(s)



	1. Vehicle Acquisition Program  -  All vehicles are reviewed for replacement based on a planned schedule reflecting ownership

      costs and vehicle value. 
	· Replace all vehicles on optimum replacement cycle in order to get the greatest utilization value while keeping maintenance costs low.


	2. Vehicle Maintenance Program  - Vehicles maintenance

      program is designed to keep reliability high and costs low.


	· Maintain high vehicle reliability for customers by maintaining vehicles equal to or better than manufacturer standards.

· Maintain high vehicle availability for customers by keeping vehicle downtime to a minimum.

	3. Vehicle Warranty Reimbursement Program  - Warranty reimbursement program is designed to keep fleet ownership costs low and decreases vehicle downtime.

	· Certify all mechanics to perform manufacturers warranty maintenance work by participation in continuing certification programs.

· Maximize warranty maintenance revenues by performing all warranty maintenance in-house.

· Help keep vehicle rental rates competitive by crediting warrantee revenues against fleet operating costs.


Fleet Administration Continued

	4.   Provision of Stores Services  - Stores strives to attract and retain customers through competitive pricing.

	Provide products to customers at competitive prices by comparative shopping for suppliers with the best prices.


	5.   Road Materials  - Stores provides materials for road maintenance and construction.

	Keep customers productive and satisfied by making the products available when needed. 



Road Services

Division Goals and Measures

	Division Goals


	Related 

Department

Goals
	Effectiveness/Efficiency

Measures

	Related 

Department

Measures

	1. Lead and partner in developing and carrying out transportation solutions that support Smart Growth.
	2
	· Reduction in number in backlog of critical work orders.

· Percentage of projects scheduled and completed by year-end.
	1-2

1-3

	2. Provide a high level of travel safety through effective design, construction, operation and maintenance of roadways and other transportation facilities.
	1
	· Reduction of accidents, congestion and complaints.
	1-1+3

	3. Achieve high levels of customer satisfaction through effective two-way communication with our customers and timely response to their roadway services needs.
	4
	· Number of hits on web page.

· Number of public complaints resolved.
	4-3

	4. Deliver projects and services on time and within budget through timely, efficient and cost effective management of resources.
	1
	· Reduction of accidents, congestion and complaints.
	2

	5. Ensure the design, construction, operation and maintenance of roadways and other transportation facilities are done in an environmentally responsible manner.
	2
	· Reduce complaints/issues from regulatory agencies.

· Decrease approval time for permits.
	6

	6. Be a highly skilled, professional organization that attracts and retains a qualified, diverse and motivated workforce, encouraging teamwork, recognizing high performance and fostering creativity.
	3
	· Decrease turnover rate.

· Measure employee complaints and grievances.
	


Road Services Continued

Key Programs/Services
	Program/Service and Brief Description
	Program Objective(s)



	1. Roads Capital Improvement Program- Identify, program, design and construct roadway, bridge projects, intersections and traffic flow improvements; including intelligent transportation systems.
	· Improve roadway infrastructure.   

· Reduce number of deficient bridges.  

· Continue improving project delivery.
· Maximize/optimize the efficiencies of the roadway.

	2. Roads Capital Improvement Program (Safety) - Identify, program, design and construct roadway, (intersections) and bridge safety projects, capacity improvements, non-motorized improvements; and incorporating safety elements into all relevant CIP projects.
	· Identify High Accident Locations (HAL) and High Accident Roadway (HAR), roadside hazards, non-motorized and school walkway facility needs.

· Identify/incorporate new safety techniques in design.

· Conduct comprehensive public involvement program to identify community traffic safety & non-motorized improvements

	3. Roads Six-Year Plan – Develop a plan to better link needs with implementation and to serve as a performance gauge to carry out the Comprehensive Plan.
	· Identify governing policies, funding strategies, evaluation criteria and implementation strategies that create a clear link between the decisions made in capital programming, operating and maintenance budgeting with the adopted plans.

	4. Road and Bridge Maintenance (Infrastructure Preservation)  - Regular ongoing maintenance and repair activities to ensure a quality roadway system in unincorporated King County.
	· Maintain accurate inventories and conditions of bridges and roads.

· Ensure priority maintenance is conducted in a timely manner. 
· Reduce number of deficient bridges.  

· Uniformity of Traffic Control Devices construction and implementation

	5. Interjurisdictional Service Contracts  - Reimbursable road maintenance, traffic operations, bridge inspection and maintenance, road design, project management, and sign fabrication provided to suburban cities, other jurisdictions, other county agencies and private developers on a scheduled, emergency and as-needed basis. 
	· Provide timely delivery within budget and increase customer satisfaction.
· Establish regional uniformity of standards via cooperative agreements/contracts & partnerships

· Provide construction, maintenance and technical expertise to other jurisdictions, suburban cities and other county agencies.


Road Services Continued 

	6. Emergency Preparedness and Response  - Prepare for and respond to natural and man-made disaster events effecting the safety and closure of bridges and roadways.
	· Develop an emergency response plan with an annual review completed by October 1st each year (living document). 

· Inventory resources to ensure we can properly respond to emergencies.

· Ensure employees are properly trained to respond to emergencies.

	7. Road Maintenance (Safety)  - Regular ongoing maintenance and repair activities of all roadways, bridges and traffic operations to provide a safe roadway system in unincorporated King County.


	· Prompt response to citizen or other agency notification of immanent safety concerns within 24 hours of notification. 

· Crews are trained to identify safety issues on the roadway.

· Incorporate technology, equipment, rules and regulations. 

· Incorporate "low maintenance” efforts in design to the extent possible and in compliance with permit requirements. 

· Upgrade bridges to resist earthquakes with level 2 retrofit.

· Early coordination within Division to ensure long-term maintenance of constructed walkways

	8.  Community Involvement and Public Information/Response Programs – 24-hour public help line, inquiries and road records and maps ensuring community awareness of road and bridge closures/repairs, major construction projects and other division-related activities of public interest.
	· Ensure that all requests are properly received and responded to in 24 hours.       

· Develop systems that will track and record all incoming citizen requests and complaints.

· To have maps and records preserved through restoration and conservation techniques so that they can be stored in an electronic format for accessibility via Internet and Intranet.

· Better informed public.                      

· Reduced customer complaints.

· Increase use of website.

	9. Best Maintenance Management Practices  - Identify and implement road and traffic maintenance practices that reflect the most responsible, efficient and cost-effective methods available.
	· Ongoing review of MMS task codes and performance standards.                      

· Complete and adopt BMP Manual and perform an annual review.                                   


Road Services Continued

	10. Engineering Technical Support Services  - In-house services that support the Roads CIP including, but not limited to, field surveying, materials lab analysis, Computer Aided Drafting (CAD) design and mapping, and record management and archival support.
	· Maintain technical ability at a sustainable threshold.                                     

· Improve methodology to anticipate and respond to emerging needs.

	11. Roads Capital Improvement Program (Environmental)  - Identify, program, design and construct environmental improvements pertaining to the roadway, bridge and drainage conveyance systems.
	· Prove identification of key environmental issues during project scoping. 
· Net improvement of County's environmental resources.
· Increase number of culverts made fish passable, acres of wetland created, water quality improvements made.

	12. Transportation Needs Report (TNR) – Develop and update the transportation needs element of the Comprehensive Plan and work on implementing the needs 
	· Produce a TNR that is a strategic tool for capital programming within the County and with other jurisdictions, by maintaining a current list of multimodal, multi-jurisdictional needs; advocating stakeholder funding and implementation needs; disseminating information to stakeholders and monitoring growth/improvements.

	13. Concurrency/Mitigation Payment System – Administration of the transportation concurrency and impact fee programs for approving development applications and collecting impact fees.
	· Improve the operation of the TCM and MPS programs by implementing the TCM map approach, incorporating use of the new updated countywide model, and seeking new opportunities to apply TCM/MPS such as through agreements with jurisdictions or expansion to RAN corridors.

	14. Regional Stormwater Waste Disposal Program  - Operation of a regional system of vactor waste disposal facilities using environmentally sound disposal methods available for use by Roads, other jurisdictions, and private vendors.
	· Provide a regional network for public and private vactor disposal facilities.

	15. Human Resources Management  - Provide division-wide coordination in the implementation of personnel policies, procedures and practices.
	· To provide consistent interpretation and administration of Division rules, labor contracts, and personnel guidelines.                          

· Reduce Human Resource complaints, grievances, investigations and lawsuits.                      

	16. Employee Development and Recognition  - Train employees to meet current and future needs, and recognize individual and team accomplishments.
	· Improve the promotobility of current employees
· Develop annual workplace assessment survey; benchmark data to assess work environment from which future goals are established.


Metro Transit

Division Goals and Measures

	Division Goals


	Related 

Department

Goals
	Effectiveness/Efficiency

Measures

	Related 

Department

Measures

	1. Provide the transportation products and services needed by citizens, businesses and communities.
	1
	· Rider’s overall satisfaction with Metro Transit – effectiveness.

· Inflation adjusted operating cost/ platform hour – efficiency.

· Boarding/platform mile – efficiency.
	Ridership

	2. Be an active regional partner.
	2
	· Number of employer partnerships – effectiveness.

· Revenue from contract services with partners: CTR, Sound Transit, Special Events, and Custom Bus – effectiveness
	Ridership

	3. Be an outstanding place to work.
	3
	· Operator assaults/1000 platform hours – effectiveness. 

· Transit personnel gender and race profile by broad position category – effectiveness.
	


Metro Transit

Key Programs/Services 


	Program/Service & Brief Description
	Program Objective(s)

	1.   Operate Fixed Route Service

	1a. Operator Training - Train, assign and dispatch qualified, fit-for-duty transit

      operators and field staff to operate 7 day x 24 hour fixed route transit service

      throughout King County.  
	· Properly train and qualify adequate numbers of operators to provide efficient and effective operation of service.

· Fill all assignments with qualified, fit-for-duty transit operators in the most cost-efficient manner consistent with the labor agreement.

	1b.  Emergency Response - Respond to service disruptions to provide reliable

       transit service to the community. 
	· Provide timely, appropriate responses to any service disruptions, emergencies or incidents that impact transit service or the safety of employees and customers. 

	1c.  Security - Provide security for all Transit passengers, operators and other

      Transit employees on coaches, in the downtown tunnel and at outlying transit

       centers and park and ride lots.
	· Develop and implement problem solving strategies that utilize a variety of law enforcement tools and collaborative efforts with other police agencies.


Transit Continued

	2.  Provide Paratransit Service Mandated by Federal Americans with Disabilities Act

	2a.  Eligibility Training -  Develop and implement eligibility screening procedures

       in compliance with Council adopted policies.
	· Remain in compliance with ADA application processing requirements and continually improve the accuracy and specificity of the eligibility determination

	2b.  Program Administration -  Plan, procure, evaluate and manage service, fleet

       and information systems.
	· Meet, as close as possible, 100% of the demand for ADA Paratransit rides.

· Reduce the historical rate of growth in Paratransit rides and maximize the number of rides/hour.

	3.  Operate the Vanpool and Ridesharing Programs 

	3a. Vanpool Support Services – Provide Vanpool support services including rider                    recruitment, driver and bookkeeper training and revenue collection, and procure and maintain the vanpool fleet.              
	· Maintain cost recovery goals for the program and continue to meet volunteer driver and bookkeeper training demand.

· Maintain cost effective contracted vanpool maintenance facilities and purchase 102 replacement vans.

	3b.  Ridematch - Find carpools, vanpools and custom bus routes for commuters interested in ridesharing by matching with others in regional database, assist employers in employee matching.  


	· Increase the number of customer matches, implement Regional Internet Ridematching and provide regional HERO program services under contract with WSDOT.


Transit Continued

	4.  Operate Contract Services



	4a.  CTR Program Management - Contract with local jurisdictions to provide assistance to employers in developing and implementing trip reduction programs to comply with state Commute Trip Reduction (CTR) legislation.    
	· Maintain CTR contracts with 15 local jurisdictions and increase the HOV rates for employees at CTR employer locations. 

	4b.  ST Regional Express - Contract with Sound Transit to provide Regional Express Bus Service within King County.  
	· Provide 183,00 budget hours under contract to Sound Transit for Regional Express bus service.

	4c.  Special Services - Contract with the University of Washington, sports organizations and other special event sponsors to provide transit service to sporting and other special events. 
	· Increase productivity based on riders/hour and improve cost per rider by increasing productivity and reducing program costs.

	5.  Service Implementation

	5a.  Route Planning - Design and schedule effective transit service routes that are responsive to customer and community needs and are consistent with adopted plans, policies and budget.


	· Integrate King County Metro services with Sound Transit Express Bus and Commuter Rail services to reduce service duplication and maximize the number of service hours available for reinvestment.

· Modify poorly performing or rapidly growing services to increase ridership, performance and customer satisfaction, and maintain or improve the efficiency of operator assignments and use of fleet mix.


Transit Continued
	5b.  Workplace Safety - Promote a safe organization by enhancing operation and workplace safety through accident investigations and the development of programs to reduce fleet and industrial accidents.
	· Maintain or reduce rate of fleet accidents

· Maintain or reduce the rate of industrial injury claims.

	6.  Product Sales

	6a.  Fare Media Sales - Perform direct sale of transit passes and fare media to the public at walk-in sales counters, by phone or mail.  Perform direct transit pass sales activities with small and medium size employers.


	· Maintain sales counters at KSC & Westlake and the 624-PASS program.  Pursue e-commerce sales of fare media. 

· Increase the number of employers with less than 100 employees that purchase Metro passes and other revenue generating employer products.

	6b.  New Rider Promotion - Promote the use of transit and rideshare services to customers and employers by developing targeted marketing materials and custom transportation plans and shared-cost partnerships with businesses, other private organizations and public agencies.
	· Develop marketing materials to educate consumers and encourage use of transit and rideshare services, including special bus service to 11 seasonal events, PugetPass, and e-commerce purchases.

· Maintain current partnerships and generate an increase in partnerships or revenue from partnerships.

	7.  Customer Communications

	7a.  Rider Information - Provide route, schedule and trip planning information to transit customers through telephone service, written timetables the Internet, and other media.
	· Maintain or improve the percentage of calls responded to by RIO specialists and/or automated RIO systems.

	7b.  Customer Research - Conduct customer research and evaluation support for services, facilities and product decisions and significant service changes.


	· Conduct timely, accurate customer research useful for decision making. 


Transit Continued

	7c.  Customer Feedback – Receive, process and respond to customer requests, complaints and commendations.
	· Respond to customer contacts that require responses.  Track customer contacts to provide useful & accurate reports to monitor and improve service.

	8.  Ensure Vehicle Availability for Fixed Route Service

	8a.  Vehicle Maintenance – Perform regular scheduled transit coach maintenance and inspections and major and minor transit coach repairs to maximize coach safety and reliability.
	· Maintain PM inspection within 600 miles of scheduled interval

· Provide coaches for daily service within 80 percent service level of total fleet.

	8b.  Vehicle Cleaning – Provide cleaned and serviced coaches for transit operations.
	· Ensure each revenue coach is fueled and cleaned once every 24 hours.

	9.  Provide Business  Information

	9a. Management Information – Support management and policy decision making through product pricing and analysis, regional fare policy coordination and revenue reconciliation, program evaluations, and business performance reporting.
	· Provide timely, accurate and useful analysis, evaluations and performance indicator reporting in support of Transit Management, Executive, Council, RTC transit fare and pricing decisions, the Regional Fare Agreement, and reporting requirements. 




Transit Continued

	10. Build and Maintain Transit Infrastructure

	10a.   Facilities Design & Maintenance - Design, construct and site passenger and transit operating facilities, including park and rides, transit centers, bus zones and shelters, and transit operating bases.   Maintain all operating and passenger facilities, and respond to bus shelter vandalism and graffiti.
	· Maintain or improve the percentage of service critical passenger facilities construction projects completed on time, and site and change transit passenger facilities in response to customer needs and service change requirements.

· Preserve transit base infrastructure investments through proactive and cost-effective maintenance services and provide base capacity required to support bus service. 

· Provide efficient passenger facilities maintenance services to meet customer satisfaction.

	10b.  Vehicle Procurement - Procure new transit coaches by conducting the request for purchase process, proposal rating, and contract management, vehicle construction and managing delivery and payment schedules. 
	· Integrate new fleets into active service and retire aging fleet types.

	10c.  Power Supply - Provide and maintain a reliable power supply to transit facilities, the trolley overhead, Transit tunnel and Waterfront Streetcar.
	· Provide effective power infrastructure maintenance services to minimize service disruptions.

	10d.  Information Systems Management - Replace or upgrade aging transit information systems and develop new information systems to reduce costs, improve customer services, or better meet business requirements and countywide standards.  Provide technical support for transit business applications, desktops, servers, network, and databases.
	· Maintain a high level of availability, operating efficiency and data integrity within the information systems used by Transit for its day-to-day business.


2

