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June 30, 2010 
 
 
To Her Worship Mayor Anne Marie DeCicco-Best 
and Members of Municipal Council 
 
 
 

Re: 2009 Annual Report  
 
 

On behalf of all London Transit employees and the Commission, I am pleased to submit our 
2009 Annual Report for Council's review and consideration.  The report summarizes 2009 
performance, including our successes and setbacks, both in terms of developing as an 
organization and building an effective and efficient transit system expected and deserved by 
Londoners.   
 

In 2009, conventional transit service saw a decline in ridership, with the largest contributing factor 
being the labour strike resulting in 33 days without conventional transit service.  Further 
influencing the decline was the progressive loss in cash, ticket and monthly pass ridership 
associated with the dramatic downturn in the economy evidenced by London having the second 
highest unemployment rate in the country throughout most of 2009.  Efforts in 2010, along with 
building a better transit system, will focus on restoring and rebuilding customer service and 
ridership.   
 
Conversely, specialized transit services saw continued growth in ridership and demand for the 
service, with ridership growing by approximately 5% and an approximate 8% increase in 
registrants.  The ridership growth for 2009 represented the 13th consecutive year of growth in 
specialized transit ridership.  On a going forward basis, there is expected to be continued growth 
in the number of registrants as well as trip demand for specialized transit service.  The growth is 
reflective of the impact of an aging society and the expected requirements of the Accessibility for 
Ontarians with Disability Act.  The increased growth and demand will occur notwithstanding the 
expansion of accessible conventional transit services. 
 
While 2009 provided many challenges, progress was made in terms of putting in place key 
policies, programs and supporting infrastructure to move to an effective and efficient higher 
order of transit service, a service that Londoners need and expect. 
 
The current system, in terms of design and delivery, has not kept pace with the expectations 
and needs of a progressive municipality, a municipality looking to build a sustainable 
transportation system with public transit playing a key role.  Without change, at best ridership 
growth will be marginal, meaning the system will fall well below the 2024 transit mode share 
target of 10% set by the City of London.  A more likely scenario is that the system will cost more 
to carry the same or less ridership than currently experienced.   
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In support of balanced, sustainable growth leading to the 10% transit mode share target, 
London Transit adopted a Long Term Growth Strategy.  The strategy recognizes there is no 
single solution to building a better transit system in a balanced, measured and sustainable 
manner.   It means building a transit system that:  

�  is effective in terms of design  
�  is efficient in terms of service delivery 
�  has a customer first focus 
�  provides attractive pricing 
�  is supported by transit friendly land use policies and programs 
�  is supported by long term, sustainable, predictable investment and commitment from 

all levels of government 
 
The strategy calls for the system to move to an enhanced corridors and nodes design using a 
Bus Rapid Transit (BRT) platform.  The BRT platform provides an enhanced level of service to 
customers.  The progressive development of the BRT service is based upon the principles of 
fiscal responsibility, maximum ridership growth, and public support.  The move to a BRT service 
is linked to the City of London’s Transportation Master Plan 2030 (TMP 2030), which is 
scheduled to be completed by mid 2011.  Extensive time and resources have been committed 
to the development of the TMP 2030 in 2009 and for 2010.    
 
The two senior levels of government have, to date, played a significant role in supporting our 
investment needs. The Province, in particular, has delivered on its commitments, providing 
approximately $81 million in capital and operating investment since 2002.  I would like to thank 
the Provincial Government for continuing to deliver on their promises to increase investment in 
public transit, investment that is critical for growth and keeping the service in a state of good 
repair. 
 

Your Transit Commission is committed to building a better transit service for the City of London; 
a service that provides community access for all Londoners, contributes to a healthy 
environment, and supports a vibrant economy. 
 
I would like to thank London Transit employees for their continued dedication and commitment 
and Municipal Council and the Civic Administration for their continued support, particularly given 
the City's fiscal challenges and current economic climate.  
 

Yours truly,  
 

 
 
 
 

David Winninger 
Chair 
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EXECUTIVE SUMMARY  
 
In 2009 conventional transit service saw a decline in ridership, with the largest contributing factor 
being the labour strike resulting in 33 days without conventional transit service.  Further 
influencing the decline was the progressive loss in cash, ticket and monthly pass ridership 
associated with the dramatic downturn in the economy evidenced by London having the second 
highest unemployment rate in the country throughout most of 2009.  
 
Conversely, specialized transit services saw continued growth in ridership and demand for the 
service, with ridership growing by approximately 5% and an approximate 8% increase in 
registrants.  The ridership growth for 2009 represented the 13th consecutive year of growth in 
specialized transit ridership.  On a going forward basis, there is expected to be continued growth 
in the number of registrants as well as trip demand for specialized transit service. The growth is 
reflective of the impact of an aging society and the expected requirements of the Accessibility for 
Ontarians with Disability Act.  The increased growth and demand will occur notwithstanding the 
expansion of accessible conventional transit services. 
 
While 2009 provided many challenges, not the least of which was the labour strike resulting in 
33 days without conventional transit service (“service disruption”), and the dramatic and 
immediate impact of the decline in the economy, progress was made in terms of putting in 
place key policies, programs and supporting infrastructure to move to an effective and efficient 
higher order of transit service, a service that Londoners need and expect. 
 
The current system, in terms of design and delivery, has not kept pace with the expectations and 
needs of a progressive municipality, a municipality looking to build a sustainable transportation 
system with public transit playing a key role. The system design and delivery model is not 
poised to support future growth, consistent with the expectations of the City’s Transportation 
Master Plan.  In other words, the current system design is not sustainable.  Without change, at 
best ridership growth will be marginal, meaning the system will fall well below the 2024 transit 
mode share target of 10% set by the City of London.  A more likely scenario is that the system 
will cost more to carry the same or less ridership than currently experienced.  In support of 
balanced, sustainable growth leading to the 10% transit mode share target, London Transit adopted 
a Long Term Growth Strategy.  The strategy recognizes there is no single solution to building a 
better transit system in a balanced, measured and sustainable manner.   It means building a 
transit system that: 

�  is effective in terms of design  
�  is efficient in terms of service delivery 
�  has a customer first focus 
�  provides attractive pricing 
�  is supported by transit friendly land use policies and programs 
�  is supported by long term, sustainable, predictable investment and commitment 

from all levels of government 
 
The strategy calls for the system to move to an enhanced corridors and nodes design using a Bus 
Rapid Transit (BRT) platform.  The BRT platform provides an enhanced level of service to 
customers.  The progressive development of the BRT service is based upon the principles of 
fiscal responsibility, maximum ridership growth and public support. 
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Building a better transit service supports building a stronger city and, as such, supports the 
three key objectives of economic, environmental and social sustainability that link all three 
levels of government.  As such, the senior levels of government are expected to play a 
significant role in meeting investment requirements associated with the establishment of the 
BRT.  Securing support and investment from the senior levels of government will require: 

�  London to have a supported, defined transportation plan and related implementation 
strategy. This means municipal operating investment will have to increase if the 
service is to grow.  The extent of increased investment will have a direct impact on 
the quality, quantity and price of the service, all of which are key attractors for 
ridership growth. 

�  that land use and transportation planning are integrated to ensure that development 
supports transit and is oriented toward transit, that is, public transit is used to 
facilitate and shape growth 

�  that the commitment to developing a sustainable transportation system includes  
public transit as a focus, including a commitment to share in the funding 

�  that the plan provides a critical business (cost/benefit) case assessment that 
considers such factors as congestion management, environmental impact, social 
impact (community access by all residents) and economic impact 

 
The move to a BRT service is linked to the City of London’s Transportation Master Plan 2030 
(TMP 2030), which is scheduled to be completed by mid 2011.  Extensive time and resources 
have been committed to the development of the TMP 2030 in 2009 and for 2010.    
 
Further, on a going forward basis, 2009 unfavourable ridership performance relating to the 
economy and customer performance issues and the continuing impact of same in the first 
quarter of 2010 underscores the need: 

�  for a balanced, measured response to the unfavourable conventional transit ridership 
performance, recognizing the response will impact the sustainability and success of 
recovery efforts.  A key consideration in the response will be addressing identified 
customer service issues, within LTC control, as quickly as possible.  This includes 
reconfirming a commitment to customer service focusing efforts on quality customer 
service that is safe, reliable, professional and reasonably priced. 

�  for a pragmatic review of established communication protocols.  The review is 
predicated on the principles that: 

�  good communications must be measured, productive and timely 
�  frequent, timely and topical communication (both internal and external) is critical 

to building informed relationships, that is relationships which build knowledge and 
understanding on a progressive basis 

�  an effective communication strategy is one that is inclusive in nature, i.e. deals 
with the good, bad and indifferent issues associated with the organization 

�  responsibility for the pace and texture of communications rests with London 
Transit  and should not be defined or dictated by others 
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2009 OPERATING AND CAPITAL BUDGET PROGRAM SUMMARY 
 
Operating Budget Program Results - Conventional Tra nsit Services 

The following table provides a summary of actual to budget performance for 2009 current 
operations for conventional transit services. 
 

Amount Percent
2009 2009 Better Better

Actual Budget (Worse) (Worse)

Revenue (1)

Transportation 25.475$          28.545$          (3.070)$             (10.8)%
Operations 1.540              1.467              0.073              5.0%
Reserves and reserve funds 0.880              0.795              0.085              10.6%
Province of Ontario (gas tax) 1.945              2.935              (0.990)               (33.7)%
City of London 17.536            17.536            0.000              0.0%

47.376$          51.278$          (3.902)$             (7.6)%

Expenditure  (1) (2)

Personnel Cost 30.294$          33.178$          2.884$            8.7%
Fuel 4.567              7.722              3.155              40.9%
Materials and services - fleet maintenance 3.145              3.404              0.259              7.6%
Materials and services - facility 1.892              1.764              (0.130)               (7.4)%
Insurance 1.688              1.619              (0.069)               (4.3)%
All other material and service costs 1.940              2.269              0.329              14.5%

Total direct operating cost 43.526            49.956            6.429              12.9%
Contribution to reserves 3.849              1.322              (2.527)               (191.1)%

47.376$          51.278$          3.902$            7.6%
 

Performance indicators
Service area population 0.359              0.359              0.000 0.0%
Regular scheduled revenue service hours  0.475              0.535              (0.059)               (11.1)%
Regular scheduled services rides 19.145            21.237            (2.092)               (9.9)%
Rides per capita 53.329            59.156            (5.83)                 (9.9)%
Municipal investment per ride 0.92$              0.83$              (0.09)$               (10.9)%
Direct operating cost per ride 2.27$              2.35$              0.08$              3.3%

Total expenditure cost sharing  
Passenger 53.8% 55.7%   (1.9)%   (3.4)%
Operations 3.3% 2.9% 0.4% 14.0%
Reserves and Reserve funds 1.9% 1.6% 0.3% 19.4%
Province of Ontario 4.1% 5.7%   (1.6)%   (28.0)%
City of London 37.0% 34.2% 2.8% 8.2%

100.0% 100.0% - -

(2) Excludes impact of public reporting requirements respecting tangible assets and claims against future years

Description

2009 Statement of Operations - Conventional Transit  Services  (amounts in millions)

(1) Excludes receipt of funding placed in reserves and subsequently applied to approved operating and capital budget programs

 

As indicated, total direct operating costs were less than budget by approximately $6.429 million 
offset, in part, by net lower revenues of $3.902 million, resulting in a net operating surplus of 
$2.527 million.  A summary analysis of the make up of the better/worse than budget 
performance is set out below.  
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Better Better
(Worse) (Worse) 
Revenue Expenditure Total

33 day service disruption relating to transit strik e (3.529)$           3.878$            0.348$            
Favourable ridership - January to October 0.452              0.452              
Average regular scheduled service fare less than bu dget (0.258)             (0.258)             
Favourable fuel prices 1.876              1.876              
Reduced provincial gas tax funding - net of service  disruption (0.744)             (0.744)             
Net favourable - other operating revenue and reserv e funding 0.18                0.178              
Net favourable - other operating expenditure progra m costs 0.675              0.675              
Net increase contribution to reserves and reserve f unds (2.527)             (2.527)             

(3.902)$           3.902$            $        -- --  

 Description

Summary Analysis - Operating Results Conventional T ransit  (amounts in millions)

 

The two most significant issues impacting 2009 operations were: 

�  the service disruption that occurred in the fall; and 
�  the downturn in the economy, part of which is reflected in  lower fuel prices 

 
For 2009, total regular scheduled ridership was 19.145 million or 2.092 million (10%) less than 
the 21.237 million budgeted and 2.421 million less than the 21.566 carried in 2008.  The net 
unfavourable performance is largely attributable to the service disruption, noting: 

�  for the period January to October 2009, ridership exceeded budget by approximately 
0.340 million  

�  for November and December 2009, ridership was less than budget by 2.432 million, 
recognizing the period included  the service disruption   

 
The 2009 net operating surplus will be used to: 

�  offset, in part, the impact on 2010 operations of any unfavourable ridership performance 
relating to the continuing effect of the downturn in the economy and the 2009 service 
disruption.   The surplus will be used as an alternative to raising fares outside the 
planned business cycle and/or cutting service. 

�  fund, on a transition (one time only) basis, increased operating costs in 2010 and 2011 
mitigating the extent of fare increases and/or the extent of the increase in City of London 
funding for the identified period.   

 
The planned use is critical recognizing that a balanced response on fares, service and funding 
levels is critical to the sustainability of rebuilding efforts in that it avoids polarizing key 
stakeholders.  
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Operating Budget Program Results - Specialized Tran sit Services 

The following table provides a summary of actual to budget performance for 2009 current 
operations for specialized transit services.    
 

Amount Percent
2009 2009 Better Better

Actual Budget (Worse) (Worse)

Revenue (1)

Transportation 0.387$         0.394$         (0.007)$          (1.8)%
Province of Ontario (gas tax) 0.339           0.372           (0.033)            (9.0)%
City of London 2.758           2.758           -               0.0 %

3.484$         3.524$         (0.040)$          (1.1)%

Expenditure (1) (2)

Personnel cost 0.537$         0.558$         0.021$         3.7 %
All other material and service cost - brokerage 0.081           0.088           0.007           8.5 %
Get on Board program 0.069           0.064           (0.005)            (8.2)%
Contracted service delivery cost 2.797           2.814           0.017           0.6 %

 3.484$         3.524$         0.040$         1.1 %
 

Performance indicators
Population 0.359 0.359 0.000 0.0 %
Revenue service hours 0.089 0.083 (0.007)            (7.9)%
Ridership
    Eligible passenger trips 0.196 0.194 0.002           1.2 %
    Attendant trips 0.023 0.022 0.001           5.1 %

0.220 0.216 0.003 6.3 %

Rides per capita - eligible passenger trips 0.55 0.54 0.01             1.2 %
Rides per capita - total ridership 0.61 0.60 0.01             1.6 %
Municipal investment per eligible passenger trip 14.05$         14.22$         0.17$           1.2 %
Municipal investment  total ridership 12.56$         12.76$         0.20$           1.6 %
Direct operating cost per eligible passenger trip 17.39$         17.84$         0.44$           2.5 %
Direct operating cost total ridership 15.87$         16.31$         0.44$           2.7 %
Rides per hour - total ridership 2.45             2.61             (0.15)              (5.8)%

 
Total expenditure cost sharing  
    Passenger 11.1% 11.2%   (0.1)%   (0.6)%
    Province of Ontario 9.7% 10.6%   (0.8)%   (7.9)%
    City of London 79.2% 78.3% 0.9 % 1.2 %

100.0% 100.0% - -

(2) Excludes impact of public reporting requirements respecting tangible assets and claims against future years

Description

2009 Statement of Operations - Specialized Transit (amounts in millions)

(1) Excludes receipt of funding placed in reserves and subsequently applied to approved operating and capital budget programs

 
 

Actual versus budget performance for specialized service was influenced by a number of factors, 
namely: 

�  continued growth in the number of registrants and related demand resulting in higher 
than expected eligible passenger and attendant/companion trips 

�  increase in demand for service associated with the conventional service disruption 

�  eligible specialized service registrants who relied on conventional transit service for 
some or all their trip requirements were forced back to specialized transit service during 
the service disruption 
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The following table provides a summary analysis of the overall better/worse budget performance. 
 

Better Better
(Worse) (Worse)
Revenue Expenditure Total

Ridership higher than budget 0.006$         -$             0.006$         
Average fare less than budget (0.013)          (0.013)          
Net lower contract service delivery cost - price 0.037           0.037           
Higher contract service delivery cost - increased h ours (0.020)          (0.020)          
Provincial gas tax funding less than required  - lo wer cost per trip (0.033)          (0.033)          
Net other lower operating costs 0.023           0.023           

(0.040)$        0.040$         $        -- --  

Description

Summary Analysis - Operating Results Specialized Tr ansit  (amounts in millions)

 
 
The 196,300 eligible passenger trips carried in 2009 represents an increase of 4.7% versus 2008, 
a rate which is consistent with the approximate 20% growth rate experienced between 2004 and 
2008.  
 
The better than budget ridership performance was the result of the provision of 7,000 additional 
service hours, the cost of which were offset by lower than budgeted hourly contract service cost.    
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Capital Budget Program Results - Public Transit Ser vices 
 
The 2009 capital budget program, including carry forward amounts from 2008, totalled 
approximately $44.551 million.  The make-up and status of the respective projects and summary 
of capital funding sources are set out in the following tables.  
 

Amount
 Better  

Program Actual Budget (Worse) Status
Service
Smart bus technology - phase II 1.049$          1.503$          0.4541$        Q1 - 2010
Bike racks on buses 0.03              0.065            0.031            complete
Transit priority measures -                1.500            1.500            ongoing
Fare collections system - smart cards -                0.600            0.600            2011
Transit safety and security -                0.800            0.800            Q4 - 2010
Accessible stop upgrades -                0.070            0.070            complete

Facility 
Facility expansion - satellite 3.87              21.375          17.502          Q1 - 2011
Facility upgrades - 450 Highbury 1.12              1.700            0.580            Q4 - 2010
Facility upgrades - stimulus program 1.39              7.080            5.692            Q4 - 2010

Fleet
2010 new bus engines 0.38              0.448            0.070            complete
2009 bus replacement 2.33              7.920            5.592            Q1 - 2010
2009 bus expansion - existing service area -                0.510            0.510            Q1 - 2010
2009 bus expansion - new growth area -                0.510            0.510            Q1 - 2010-                
Other
Service fleet 0.09              0.100            0.008            complete
Shop and garage equipment 0.11              0.220            0.106            Q3 - 2010
Coin handling equipment 0.02              0.020            (0.000)           complete
Software/hardware upgrades 0.07              0.130            0.057            Q3 - 2010

10.471$        44.551$        34.080$        

Summary - 2009 Capital Budget Performance (amounts in millions)

 
 
 

 Amount Percent
Better of Total

Source Actual Budget (Worse) Funding
City of London 3.449$          7.889$          4.440$          17.7%
Province of Ontario 2.998            18.197          15.199          40.8%
Government of Canada 2.336            10.775          8.439            24.2%
LTC capital program reserve 0.300            0.610            0.310            1.4%
Economic stimulus funding (1) 1.388            7.080            5.692            15.9%

10.471$        44.551$        34.080$        100.0%

(1) Capital funding shared equally by the three levels of government in support of economic recovery 

Summary - 2009 Sources of Capital Funding (amounts in millions)

 
 

The 2009 capital budget program included a number of key projects that continue the process of 
putting in place the supporting infrastructure to maintain and build London’s public transit system.  
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Of particular note are the following two multi-year projects: 

�  $6.4 million for the upgrade and expansion of the automatic vehicle 
location/communication system, referred to as smart bus technology.  Implementation of 
the technology commenced in 2008, with the final phase to be completed by the first 
quarter of 2010. 

�  $21.5 million for the construction of a satellite 100 bus storage and maintenance facility. 
Construction commenced late in the second quarter of 2009, with the facility targeted to 
be operational in January 2011. 

  
Approximately 90% (or $25.4 million) of the combined $27.9 million in required capital funding for 
the two projects is provided by the two senior levels of government.  
 
The two other major capital programs for 2009 included:   

�  approximately $7.1 million in economic stimulus funding supporting upgrades/repairs to 
the 450 Highbury Ave facility.  The investment, shared equally by the three levels of 
government in support of helping to kick start the economy, was critical to the 
replacement and upgrading (to current standards) various building systems (heating, 
electrical, plumbing, roofing, flooring etc) at the 60 year old facility.    

�  $6.6 million for bus expansion (2 buses) and bus replacement programs (16 buses).   
The need for expansion buses is reflected in the substantial growth in service hours 
growing from 505,600 hours in 2004 to the budgeted 535,000 hours for 2009.  The 
growth in service hours applied to both the existing service area and new growth areas 
(i.e. areas not serviced by transit).  The bus replacement program supports a number of 
critical objectives, namely: 

�  contributes to improved customer service in terms of improved fleet reliability 
(less service interruptions with newer buses) and passenger amenities (air 
conditioning and accessibility features) 

�  supports lower vehicle maintenance and servicing cost.  Expressed as a 
percentage of total direct operating cost maintenance and servicing costs, 
exclusive of fuel, have declined from 25% since 2002 of direct operating costs to 
approximately 20% for 2009 

�  results in a reduction in spare fleet supporting capital cost avoidance for 4 buses. 
The spare fleet in 2002, expressed as percentage of peak requirements, was 
29.6%, which for 2009 has declined to 25% of peak requirements 

�  critical to meeting the target of having fully accessible fleet by the end of 2013 

�  contributes to a healthier environment.  New buses, with improvements in design 
and technology, coupled with improved fuel technology, produce less 
greenhouse gas emissions than the historic diesel bus. 
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Net Change in Financial Position at December 2009   
 
An integral part of the Commission’s financial strategy is the effective management of reserves 
and reserve funds supporting sustainability and growth of the service while mitigating or leveling 
municipal funding requirements (capital and operating) and/or limiting the nature and extent of 
fare adjustments and/or program cuts.     
 
Reserves and reserve funds have been established for identified purposes which are either 
funded through general operations or as directed as part of the conditions for the receipt of 
funds from the senior orders of government for specific program initiatives. The receipt of such 
funding is subject to an independent audit.  
 
Reserves, which do not have identified associated assets, provide working capital for 
supporting current operations.  The reserves and management of current cash flow create 
investment income supporting current operations.  The assets associated with reserve funds 
are treated as restricted and used only for the purpose defined by the reserve fund.  Investment 
returns (interest) generated from reserve fund assets is applied to the fund.  For 2009, 
investment returns on working capital and on the reserve fund assets were substantially less 
than in 2008, i.e. total $0.6 million in 2009 versus $1.4 million in 2008, notwithstanding overall 
positive cash flows given the timing of expenditures.  The decline is directly related to the 
downturn in the economy in 2009.  
 
The following table sets out a summary of the reserve and reserve funds maintained by London 
Transit.   

Amount Amount
December December 

Description 2009 2010 Type Status
Reserves   
  Health care management 1.796$        1.521$        Operating Permanent
  General operating 2.946          2.573          Operating Permanent
  Energy Management 2.178          2.178          Operating Permanent
Total reserves 6.920          6.272          

Reserve funds
   Capital program 2.313          1.684          Capital Permanent
   Public liability 2.466          2.143          Operating Permanent
   Provincial gas tax 19.765        18.445        Cap/Oper Permanent
   Federal transit trust 9.919          1.260          Capital Temporary
   Capital Infrastructure Investment 8.543          0.240          Capital Temporary
Total reserve funds 43.006        23.772        

Total reserve and reserve funds 49.926$      30.044$      

Summary of Reserves and Reserve Funds (amounts in m illions)

 
 

As indicated, total reserve and reserve fund balances are expected to decline by approximately 
$20 million by the end of 2010, which is a direct reflection of the extent of the planned 
committed use of reserve and reserve funds for 2010 and a continued expected lower return on 
investment.  The operating reserves will be relied upon to support (balance) 2010 operations as 
the Commission experiences the continuation of a sluggish economy and the residual impact of 
the labour strike which resulted in 33 days without conventional transit service in 2009.   On 
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balance, the reserves and reserve funds are in a reasonably healthy position. 
 

Provincial and Federal Investment  

A key input supporting the maintenance and growth of ridership is having in place long term, 
predictable, sustainable investment from the senior levels of government.  
 
In terms of provincial investment, since 2002 London Transit has received some $81.2 million in 
provincial funding including:  

�  $6.2 million in capital investment under the 2008 State of Good Repair program  

�  $4.0 million in capital investment under the 2008 Investing in Ontario program 

�  $22.5 million in capital for bus replacement under the Provincial Bus Replacement 
program (2002 to 2010) 

�  $48.5 million capital and operating investment from the Provincial Gas Tax program  for 
the period  October 2004  to  September 2010 

 
The investment since 2002 has supported the (capital) infrastructure initiatives including: 

�  $8.4 million towards the $21.5 million cost of constructing a 100 bus satellite storage 
and maintenance facility  

�  $0.8 million towards expansion of the current maintenance and storage facility 
addressing current facility needs as well as putting in place supporting infrastructure for 
continued growth  

�  $3.1 million towards the $6.5 million Smart Bus Technology initiative supporting route 
announcements, stop announcement/displays, provision of real time service information 
through a variety of medium and capacity to provide transit/traffic signal priority.  The 
technology is critical as LTC moves to a higher order of transit service and the provision 
of a customer based system. 

�  $22.5 million toward the actual and committed replacement of 163 buses at a total cost 
of approximately $73 million 

�  $7.1 million towards the purchase of 19 new expansion buses at a total cost of $9.5 
million 

�  $0.1 million to establish bike racks on bus program,  i.e. bike racks placed on 45 buses 
and four dedicated routes 

�  $0.8 million in transit safety and security initiative (cameras on buses) 

�  $1.2 million in bus repower program 
 
In terms of operating investment, provincial gas tax funding has supported: 

�  $0.3 million towards the development of Long Term Growth Strategy – including 
development of Bus Rapid Transit model, which currently is being assessed in the 
updating of the City of London’s Transportation Master Plan 2030 

�  $7.5 million in operating investment supporting additional service hours on specialized 
(approximately 20,000) and conventional transit services (approximately 30,000). The 
hours were critical to maintaining and building ridership. 
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Without these funds, the projects would not have proceeded, and/or required extended 
development and implementation time as the projects would have required the City of London 
providing 100% investment.  Without such investment, continued and sustained growth would 
not have been possible.  These investments are good for the economy, environment and 
providing improved access to the community. 
 
In terms of federal investment, London Transit has to date received “one time only” capital funding 
not necessarily linked to a transit specific program totalling approximately $13.9 million.   The 
funding has been applied as follows: 

�  $3.4 million to Smart Bus Technology initiative 

�  $8.5 million for the construction of a 100 bus storage and maintenance facility  

�  $0.7 million in transit safety and security initiative 

�  $1.3 million towards the purchase of replacement buses  
 

In addition, the City of London has allocated $1.5 million annually from the Municipal Federal Gas 
Tax program towards replacement buses. 
 
Further to the above federal and provincial funding, London Transit received $7.1 million in 
federal/provincial/municipal economic stimulus capital funding.  The $7.1 million in funding, shared 
equally by all three levels of government, is critical to completing much needed replacement and 
upgrades (to current standards) of various building systems and structures of London Transit’s 60 
year old 450 Highbury Ave. facility.  
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2009 PERFORMANCE AND BENCHMARKING   
 
Conventional Transit - Ridership  

 
In 2009, conventional transit regular scheduled ridership totalled approximately 19.145 million, 
down 2.421 million trips or approximately 11% from the 21.566 million trips in 2008.   The 
decline was the first since pre 1996, noting from 1996 to the end of 2008 regular scheduled 
ridership had increased by approximately 76% or more than double the estimated 32% growth 
in national and provincial ridership over the same period.  The decline in 2009 was, for the most 
part, attributable to the labour strike which resulted in 33 days without conventional transit service 
in November and December of 2009 however there was an underlying gradual decline on the 
cash, ticket and monthly pass programs prior to this period related to the significant downturn in 
the economy previous to the service disruption.   
 
Ridership has not returned to pre service disruption levels.  As previously referenced in this 
report, for the first 4 months of 2010, overall ridership is down both in comparison to 2010 
budget as well as to the same period in 2009, with the decline being concentrated in the cash, 
ticket and monthly pass fare categories.  An assessment of the decline was completed which 
included a telephone survey of some 2,500 individuals who had used the service over the past 
3 years using cash, ticket or monthly pass.  The assessment concluded that the current decline 
being experienced was attributable to a number of factors, including: 

�  33%-35% related to customer service (i.e. service frequency, coverage, operator 
performance and fares) 

�  48%-53% related to the economy (riders working less or not working) – which has had a 
significant negative impact on the commuter market, which over the past 3 to 4 years 
was a key area of growth 

�  7%-11% related to other factors including own auto, carpooling, walking, other life style 
changes and the weather (very mild winter with reduced precipitation)  

 
The survey also indicated that the favourable perception from customers that London Transit has 
enjoyed has declined by 8% (70% positive to 65%).  The method and timing of the response will 
impact the sustainability of rebuilding efforts.   

 
Conventional Transit Services - Comparison to Other  Transit Systems   
 
London Transit measures/monitors performance from both financial and service perspectives 
with its Canadian peer group, the top ten transit systems in Ontario, as well as its own year over 
year performance as previously set out in this report.  The following table sets out key service 
performance indicators for London versus the top 10 Ontario transit systems and systems 
generally viewed as London’s peer group in Canada (i.e. service area population group ranging 
from 217,000 to 475,000, noting London’s sits at 356,000 or approximately at the mid point of 
the identified peer group). The comparison is based upon 2008 data, noting 2009 data is not 
available until the fall of 2010. 
 

As indicated, London enjoys a very favourable placement in comparison to the top 10 transit 
systems in Ontario as well as the Canadian peer group, with rankings in the key service areas 
exceeding London’s eighth place ranking in terms of size of service area population that is: 

�  in comparison to the top 10 transit systems in Ontario, based upon population size, 
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London is 8th largest, while the key service indicators place London between 3rd and 5th 

�  in comparison to the identified Canadian peer group, based upon population size, London 
is 6th largest  while the indicators place London between 2nd and 5th among its peers 

 

 
 Service Rev. Rides

Area Rides Service Per  Rev/
Population Rides per Hrs per Service

System (millions) (millions) Capita Capita Hour

Toronto             2.503         466.7           186.4             3.6             52.3 
York             1.011           18.8             18.6             1.0             18.1 
Ottawa             0.785           93.9           119.7             2.2             53.8 
Mississauga             0.726           31.4             43.2             1.6             27.4 
Brampton             0.475           12.3             26.0             1.3             20.0 
Hamilton             0.465           21.0             45.0             1.4             32.0 
Waterloo  Region             0.422           15.8             37.5             1.3             29.7 
London            0.356          21.6            60.6            1.5            40.8 
Windsor             0.217             6.4             29.5             1.2             24.7 
Guelph             0.120             5.4             44.8             1.9             24.0 

Placement 8 th 3 rd 3 rd 5 th 3 rd

Largest Highest Highest Highest Highest

Brampton             0.475           12.3             26.0             1.3             20.0 
Hamilton             0.465           21.0             45.0             1.4             32.0 
Waterloo  Region             0.422           15.8             37.5             1.3             29.7 
Longueuil             0.390           32.2             82.7             1.9             42.5 
Laval             0.385           19.7             51.1             1.4             37.9 
London            0.356          21.6            60.6            1.5            40.8 
Victoria             0.350           23.7             67.8             2.1             32.8 
Halifax             0.312           19.5             62.5             2.3             27.6 
Gatineau             0.262           18.2             69.4             1.7             40.1 
Windsor             0.217             6.4             29.5             1.2             24.7 

Placement 6 th 3 rd 5 th 5 th 2 nd 

Largest Highest Highest Highest Highest

Top Ten Ontario Systems and Canadian Peer Group

Canadian Peer Group

2008 Service Performance Indicators

Top Ten Ontario Transit Systems

 
 

The following table sets out a comparison of key financial performance indicators for 2008.  As 
indicated, London in comparison to the peer group has a higher revenue recovery rate, lower 
direct operating cost per ride and lower municipal operating investment per ride in terms of 
percentage share of direct operating cost, with the exception to the latter two indicators being 
Victoria in British Columbia.  Transit systems in British Columbia receive significant Provincial 
operating subsidy which relates directly to how transit is structured in British Columbia. The 
level of Provincial investment results in lower municipal investment requirements.   
 
In comparison to the top ten Ontario systems (based upon population) London is ranked, for the 
most part, second only to Toronto.  Of note, the municipal operating investment per rider, when 
viewed as a cost, is very favourable, however, the investment amount will have to increase if 
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ridership and the service are to grow.  The extent of increased investment will have a direct 
impact on the quality, quantity and price of the service, all of which are key attractors for 
ridership growth as well as of the sustainability of the gains made to date. 

 

  
Service Direct Municipal Municipal Operating 

Area Operating Operating Funding Revenue  
Population Cost per Invest per as % of as % of 

System (millions) Rider Rider Dir. Cost Dir. Cost

Toronto             2.503 $2.51 $0.32 12.7% 73.9%
York             1.011 $6.07 $3.60 59.3% 41.0%
Ottawa             0.785 $2.97 $1.84 61.9% 46.3%
Mississauga             0.726 $3.92 $1.73 44.0% 48.9%
Brampton             0.475 $4.80 $2.13 44.4% 43.8%
Hamilton             0.465 $3.04 $1.40 46.0% 51.1%
Waterloo  Region             0.422 $3.68 $1.89 51.2% 34.7%
London (2)            0.356 $2.20 $0.77 35.0% 57.9%
Windsor             0.217 $3.90 $1.72 44.0% 50.0%
Guelph             0.120 $3.31 $1.63 49.3% 39.2%

Placement 8 th 2 nd 2 nd 2 nd

 Largest Lowest Lowest Lowest Highest

Brampton             0.475 $4.80 $2.13 44.4% 43.8%
Hamilton             0.465 $3.04 $1.40 46.0% 51.1%
Waterloo  Region             0.422 $3.68 $1.89 51.2% 34.7%
Longueuil             0.390 $3.33 $1.74 52.1% 44.0%
Laval             0.385 $3.55 $2.26 63.5% 38.9%
London (2)            0.356 $2.20 $0.77 35.0% 57.9%
Victoria (1)             0.350 $2.82 $0.72 25.7% 49.0%
Halifax             0.373 $2.88 $1.39 48.4% 51.6%
Gatineau             0.262 $3.23 $1.20 37.2% 49.6%
Windsor             0.217 $3.90 $1.72 44.0% 50.0%

Placement 6 th 2 nd 2 nd

Largest Lowest Lowest Lowest Highest

(2)   LTC’s reported costs are inclusive. Certain costs for systems that are departments of the municipality are 
not shown as transit costs but rather as corporate cost

Canadian Peer Group

Top Ten Ontario Transit Systems

Indicators (2)

2008 Financial Performance Indicators
Top Ten Ontario Systems and Canadian Peer Group

(1)   Transit systems in British Columbia receive significant Provincial operating subsidy, which relates to how 
transit is delivered in British Columbia. The extent of Provincial subsidy results in lower municipal and 
passenger investment requirements.

 

 

In terms of direct operating cost investment, as set out below, where London invests is, for the 
most part, consistent with other Ontario transit systems as well as the identified peer group 
noting: 

�  London Transit (and the southwestern Ontario market) has traditionally paid higher fuel 
prices than other areas of the country.  Other factors impacting the higher costs may be 
attributable to how fuel is purchased and the nature of the fuel being used.  
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�  London Transit investment in on road service at 87.4% exceeds both the Ontario and 
Peer Group average, while general and administrative costs are below the average.   

 
 

2008 2008 2008
Ontario Peer Group LTC

Cost Systems (2) Incl. LTC Actual
Transportation services 51.7% 55.1% 53.4%
Fuel 12.2% 10.7% 12.7%
Vehicle maintenance 20.7% 19.6% 20.7%
Sub total 84.6% 85.4% 86.8%
Facility maintenance 6.4% 4.5% 5.2%
General & Administrative  9.0% 10.1% 8.0%
Total  (1) 100.0% 100.0% 100.0%

(2) Ontario systems exclude Toronto given its size,service design and delivery model

Comparison of Make up of Direct Operating Costs – C onventional Transit

(1)  LTC’s cost information is inclusive. Certain costs for systems that are departments of the municipality 
are not shown as transit costs but rather as corporate costs 

 
 

The financial and service performance measurements and ranking are reflective of a number of 
items, the emphasis on which is unique to the respective municipalities.  These include: 

�  the level of commitment and related fiscal support (investment) in transit for each 
jurisdiction 

�  the status of the system is in terms of development – system size, level of service and 
form of service delivery  

�  the nature and extent of the municipality, i.e. geographic area, land use and nature of 
development 

�  population and demographics  

�  fare pricing and fare media programs 

�  cost makeup, noting LTC’s cost information is inclusive.  Certain costs for systems 
that are departments of the municipality are not shown as transit costs but rather as 
corporate costs. 

As a collective, the ranking demonstrates that, on balance, London Transit has been effective in 
generating a ridership return (evidenced by rides per capita), balancing ridership growth, fare 
pricing, municipal investment, service design and delivery and cost containment initiatives.  
 
In the longer term, given the expectations of the City’s Transportation Master Plan, it will be 
difficult to effect this balance given limitations of the existing system design and level of 
municipal investment.   
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Specialized Transit Services – Ridership    
 
In 2009, total eligible passenger and attendant/companion trips reached 219,600 or 4.4% more 
than the 210,300 carried in 2008.  Over the five year period (2005 to 2009), combined ridership 
has increased by 23%, growing from 178,700 trips to 219,600 for an average of 5.7% per year.  
During the period, eligible passenger trips grew by 22% (160,900 to 196,300), while 
attendant/companion trips grew by 30% (17,800 to 23,200).  While ridership has increased 
significantly, the progressive expansion in the number of accessible conventional routes, 
community bus services and the Get on Board Program have also provided the opportunity for 
more travel, improved travel spontaneity and have helped address the growth pressures on 
specialized transit services.   
 
Specialized Transit Services - Comparison to Peers  
 
As with the conventional service, specialized service results are compared with other systems 
as well as prior years' performance.  In terms of other systems, the following table provides a 
comparison of key service and financial indicators with all other systems in Canada.  While the 
LTC is at the top in terms of the financial indicators, trips per capita fall short of the Canadian 
average.  The lower trips per capita is reflective of a number of factors including the system 
design, the level of investment and the success of various initiatives to shift trips to accessible 
conventional transit. 
  

2008 2008 2009
Canada LTC LTC

Indicator Average Actual Actual

Service Utilization

  Trips per capita (1) 0.747 0.586 0.612

Financial Indicators
  Revenue recovery 8.0% 11.0% 11.1%

  Municipal operating investment per trip (1) $16.32 $12.39 $12.56 

  Total operating cost per trip (1) $23.93 $14.96 $15.87 

(1)     Includes eligible passenger and attendant/companion travel

Summary of Service and Financial Performance Indica tors - Specialized Transit

 
 
 

Specialized Transit Services – Key Performance Indi cators  
  
The following table sets out a comparison of key service performance indicators for specialized 
transit services for the three year period 2007 to 2009.    
 
As is evident in the following table, there is continued growth in registrants and eligible 
passenger trips resulting in a decline in average number of trips per registrant.  Cancellations 
continue to be problematic, noting the level may be characteristic of the customers of the 
service.  Service quality, evident by percent rides of 60 minutes and pick up over 30 minutes, 
have improved.   
 
While the percent of non-accommodated trips for 2009 was an improvement over 2008, it is 
above the 2007 rate and in real numbers continues to grow notwithstanding the approximate 
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9% growth in service hours.  The level of non-accommodated trips, coupled with the decline in 
average trips per registrant, defines the pressure of the service resulting from the significant 
growth in registrants, which is averaging 8% per year. 
 
 
 

  Percent
Increase

2007 2008 2009 (Decrease) 
Description Actual Actual Actual 07- '09

Registrants @ December 31 3,050 3,498           3,788 24.2 %
Eligible passenger trips (EPT) 175,188 187,465 196,348 12.1 %

Average EPT per registrant 57.4 53.6             51.8   (9.8)%
Attendant/companion trips 21,377 22,842 23,226 8.6 %
Service availability - allocation of total bookings
          % cancellation 13.0% 13.3% 14.7% 13.1 %
          % no shows 1.5% 1.4% 1.5% 0.0 %
          % completed trips 85.5% 85.3% 83.8%   (2.0)%
      100.0% 100.0% 100.0% --

    > percent non accommodated trips (1) 2.8% 4.2% 3.3% 17.9 %
    > same day bookings 17,611 16,019 18,019 2.3 %

Service productivity – primary service  (2)              2.1              2.3               2.2 4.8 %

Service quality
    > % rides over 60 minutes (3) 2.3% 2.3% 1.8%   (21.7)%

    > % pick up over 30 minutes (3) 0.5% 0.6% 0.4%   (20.0)%

Service hours (primary and secondary) 81,900 82,500         89,400 9.2 %

      on either side of the requested time

(2) Expressed as rides per service hour 

(3) Expressed as percentage of EPT provide

Summary of Key Service Performance Indicators 2007 to 2009

(1)  Expressed as percent of total EPT bookings.  A non accommodated trip is one not provided within 30 minutes 
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OVERVIEW - 2009 WORK PROGRAM INITIATIVES  
 
Each year, a work plan is established supporting continued progress toward meeting the 
strategies and objectives set out in London Transit’s 2007-10 Business Plan.  The work plan is 
supported by an annual operating and capital budget program.   
 
For 2009, there were 92 programs listed on the work plan, noting certain of the programs had 
multiple parts and/or were subject to more detailed plans and timetables.  Of the 92 programs, 
20 were “ongoing in nature”, 45 were completed in their entirety, and the remaining 27 were 
completed in part or not at all and subject to being carried forward to 2010.   Performance with 
respect to the completion of the projects was influenced by the time/resources spent on certain 
programs and the introduction of new programs, certain of which where the result of legislation. 
A summary description of a number of the initiatives is set out below. 
 
New Collective Agreement – July 2009 – March 2013   

Considerable time and resources were applied to reaching a new Collective Agreement with the 
Amalgamated Transit Union Local 741.  The process started with the exchange of proposals on 
June 5, 2009 and ended, for the most part, with the ratification of the new agreement by the 
parties on December 14, 2009.  Over the seven month period, the process was challenged by a 
number of events including:   

�  a 25 day period of work to rule (October 22nd to November 15th ) which saw, as an 
average, a 10% reduction in revenue service each day 

�  a 33 day period without conventional transit service resulting from a 29 day strike 
(November 16th to December 15th) and a 4 day period focusing on preparation for the 
return of full service on a progressive basis 

 
Smart Bus Technology – Phase II  

The first phase implementation of the system was completed in early 2009, with the second 
phase of the system scheduled to be operational by the first quarter of 2010.  Phase II includes: 

�  interactive, telephone voice response with real time information for next buses and 
travel planning 

�  web based real time service information by stop for each route – via web watch   

�  automatic passenger counters on 43 buses, supporting better service planning 

�  traffic (transit) signal priority – interfacing of bus fleet (service) to City of London’s traffic 
light system 

 

Long Term Growth Strategy - Updating of City’s Tran sportation Master Plan 

The next critical state in implementing London Transit’s approved Long Term Growth Strategy 
is the development of the City of London’s Transportation Master Plan 2030 (TMP 2030).  The 
transit component is to reflect the Bus Rapid Transit platform.  The development of the TMP 
2030 is expected to be completed by mid 2011 and will contain a 20 year plan that the City can 
use as a reference guide as it grows and maintains its transportation and mobility structure, 
plans its fully-integrated land uses, promotes active transportation and supports a cleaner 
environment.  The final TMP 2030 is to include recommendations respecting policy, projects 
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and initiatives that support and shape sustainable growth as well as next steps for effective 
implementation. 
   
Facility Upgrade   

2009 saw the continuation of the upgrade to the current 60 year old facility.  The required work, 
originally scheduled to be completed over a five year period, was accelerated with the $7.1 
million investment in Federal/Provincial/Municipal economic stimulus funding.  All work is 
scheduled to be completed by the end of 2010.  The renovations and upgrades are consistent 
with the Commission approved Facilities Strategy and Long Term Growth Strategy.  
 
Facility Expansion  

The start of construction of a new 100 bus satellite storage and maintenance facility 
commenced mid 2009, which included the demolition of an existing facility and site preparation. 
The facility is to be completed by the end of 2010.  The target is to have limited service 
(approximately 20% of weekday service) sourced from the new facility in the first quarter of 
2011.  The approximate $21 million cost is principally funded by the two senior levels of 
government.  As with the upgrades to the 450 Highbury Ave facility, the construction of the 100 
bus satellite storage and maintenance facility is consistent with the Commission approved 
Facilities Strategy and Long Term Growth Strategy.  
 
Bike Racks on Buses  

2009 saw the installation of bike racks on 45 buses serving four designated routes, namely  #17 
– Oxford West,  #16 – Adelaide,  #10 – Wonderland and #14 – Highbury.  The initiative 
promotes awareness of the environment by linking environmentally friendly modes of travel, 
increases awareness and support for active living among the community, provides flexibility for 
cyclists as well as increases the transit catchment areas.  The initiative is subject to 
assessment and recommendation by the fall of 2010. 
 
Other (Legislative) Initiatives 

London Transit’s active participation in both the Canadian Urban Transit Association (CUTA) 
and the Ontario Public Transit Association (OPTA) continued in 2009.  Through the respective 
associations, LTC Administration play key roles in representing the Ontario transit industry’s 
position regarding new and/or pending legislation, which in 2009 included: 

�  Continued work on development and implementation of the Accessibility for Ontarians 
with Disabilities Act (AODA) standard requirements.  2009 saw participation in the 
mandated four year review of the AODA process and progress, as well as ongoing 
discussion with respective government ministries regarding the final stages of 
development of the Transportation, Employment, and Information and Communication 
standards.  A critical element of 2009 work in respect of the AODA dealt with preparing, 
presenting and having endorsed the paper setting out the case for harmonization of the 
standard.  The paper was endorsed by CUTA, OPTA, the Association of Municipalities 
of Ontario (AMO) and a number of municipal and transit systems. 

�  Approved amendments, as recommended by the industry to Ontario’s no-fault 
insurance program, which included exempting transit from accident benefit 
requirements except in cases where there has been a crash.  In 2010, LTC 
Administration will work with the Ministry of Finance staff on clarity in regulations related 
to the exemption.  
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�  Approved amendments to Bill 118, changing the Highway Traffic Act, take effect in 
2010. The passage of the Bill results in the elimination of in-service use of hand held 
two way radios by 2012.  The Bill provides an exemption for the use of equipment 
associated with LTC smart bus initiative, noting the transit industry had lobbied for a full 
exemption (radio’s and smart bus technology) for Ontario’s public transit services. 

�  Bill 168 amendments to the Occupational Health and Safety Act relating to the issue of 
Violence in the Workplace.  The amendments deal with issues of definition, policy, 
related program requirements and the need to complete risk assessment.  

�  Assessment of Harmonized Sales Tax (HST).  Working with the Association of 
Municipalities of Ontario (AMO) and the Ministry of Finance on assessing the impact of 
the Harmonized Sales Tax on transit, noting the government’s stated objective of the 
HST is to bring cost neutrality on the municipal sector as a whole.  LTC Administration 
completed the assessment and developed a costing model that transit systems could 
use to complete individual assessment.  The assessment concluded that, with respect to 
the transit industry as a whole, the government’s objective of cost neutrality, specific to 
transits operating costs (budget), was obtained.   
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THE ROAD AHEAD – 2010 WORK PROGRAM INITIATIVES      
 
As with previous years' work programs, the 2010 program is aggressive and will tax existing 
resources.  External resources will be added as considered necessary and within approved 
operating/capital budgets.  The work plan calls for continued development/implementation of a 
number of key initiatives that commenced in prior years.  Summary comments regarding a 
number of the 2010 initiatives follows. 

 
Customer Service – Back to Basics 

Over the period 1996 to 2008, London Transit ridership grew in excess of 75% or nearly twice 
the national and provincial averages.  The growth was supported by the addition of 48,000 
revenue service hours, expansion of the fleet by 32 buses, employment of customer 
supportive/friendly technology and employment growth.  The service disruption that occurred in 
last quarter of 2009, coupled with the significant decline in the economy, evidenced by having 
the second highest unemployment rate in the country, highlighted the sensitivity of transit 
ridership to changing operating and market conditions, as evidenced by the current decline in 
cash, ticket and monthly pass program ridership.  Through market research, it was determined 
that between 33% and 35% of the ridership decline related to customer service, which includes 
such issues as service frequency, coverage and reliability as well as operator performance.  

 
Further, the research indicated that the favourable rating enjoyed by London Transit declined by 
8% (70% positive to 65%).  The challenge for 2010 is to employ a balanced, measured 
response to the decline recognizing the response will impact the sustainability and success of 
recovery.  A balanced, measured response includes: 

�  avoiding increasing fares and/or service cuts as an immediate response.  Such actions 
only serve to polarize key stakeholders and compromise sustainability 

�  avoiding strategies that, while marketable from a public perspective, end up being paid 
for by the customer and have little if any sustainable impact 

�  dealing with the customer service issues, within LTC control, as quickly as possible, 
recognizing that as a rule of thumb it costs 5 times as much to bring in a new 
customer than to keep an existing one 

 
In terms of the latter, it will be necessary to return to the basics of customer service. This 
includes refreshing some existing programs and establishing new programs aimed at 
refocusing LTC’s commitment to customer service.  The various initiatives are in addition to 
investments in new technology, which are intended to support the effectiveness and efficiency 
of service delivery, and will refocus efforts on providing basic quality customer service that is 
safe, reliable, professional and reasonably priced.  
 
Review of Established Communication Protocols  

The various events of 2009 challenged established communication protocols. Effective 
communications became the challenge and the focal point of many of the 2009 initiatives.  As 
such, a pragmatic review of established communication protocols, particularly those applying to 
significant events, needs to be completed.  The review and any resulting recommendations must 
recognize that: 

�  good communications must be measured, productive and timely 
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�  frequent, timely and topical communication (both internal and external) is critical to 
building informed relationships, that is a relationship which builds knowledge and 
understanding on a progressive basis 

�  an effective strategy is one that is inclusive in nature, i.e. deals with the good, bad and 
indifferent issues associated with the organization 

�  responsibility for the pace and/or texture of critical communications rests with London 
Transit  and should not be defined or dictated by others 

 
Development and Implementation of 2010 Specialized and Conventional Service Plans 

The respective service plan for conventional transit will focus on balancing improved customer 
service considering:  

�  schedule adherence, overcrowding and transfer connection issues on existing routes 

�  demand  and/or expectation for service in new growth areas 

�  expanding accessible conventional public transit services 
 

For specialized service the plan will focus on: 
�  addressing the level of non-accommodated trips; and  

�  the impact on service relating to the growing number of registrants 
 
Smart Bus Technology – Phase II  

The second phase of the $6.4 million project is scheduled to be implemented in the first quarter 
of 2010. The two critical features of the second phase are the interactive telephone voice 
response with real time information for next buses and travel planning and the real time 
schedule information via LTC website.  The two features are considered critical to assisting in 
making the service more customer friendly. 

 
Update of City’s Transportation Master Plan 2030 

Significant LTC resources have been assigned to participating in the completion of the City of 
London’s TMP 2030. 2010 work involves exploring different transportation options and 
alternatives, including confirmation of the potential nodes and corridors for development and 
higher order transit.  In addition, discussion is being held on issues directly and indirectly 
related to transit, including downtown parking pricing and supply, transit terminal options and 
assessment of higher order transit technologies.  

 
Facility Upgrade and Expansion  

The $7.1 million in upgrades to the existing facility are scheduled to be finalized by the end of 
2010, noting under the terms of the Federal/Provincial/Municipal economic stimulus program all 
work has to be completed by March 2011.  In addition, the construction of the $21 million 100 
bus satellite storage and maintenance facility is scheduled to be completed by the end of 2010 
and operational by the first quarter of 2011.  

 
 
 
 
 
2009 and 2010 New Bus Replacement and Expansion   
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Delivery and preparing for fall 2010 service 28 new buses made up of:  

�  the remaining 14 of the 19 new buses (17 replacement buses and 2 expansion buses) 
ordered for 2009; and  

�  14 new buses (13 replacements and 1 expansion) ordered for 2010 and which include 
London Transit’s first four 40’ diesel electric hybrid replacement buses.  

 
Other (Legislative) Initiatives   

London Transit’s active participation in both the Canadian Urban Transit Association and the 
Ontario Public Transit Association will continue throughout 2010.  Specific, known legislative 
initiatives include: 

�  continued work on development and implementation of the Accessibility for Ontarians 
with Disabilities Act (AODA) requirements. It is expected that the Transportation, 
Employment, Information and Communication standards will be subject to regulation by 
mid to late 2010.  In the intervening period, it will continue to be necessary to prepare 
updated annual accessibility plans which, given the workload requirements, were not 
completed for 2009.  In 2010 both the 2009 and 2010 plan will have to be prepared. 

�  working with Ministry of Finance staff on clarifying the regulations relating to the concept 
of no crash no cash exemption (from accident benefits) under Ontario’s no-fault 
insurance program   

�  implementation of Bill 168 requirements to the Occupational Health and Safety Act, 
which take effect mid 2010 

�  implementation of the requirement of the Harmonized Sales Tax, including accounting 
system changes and appropriate communication requirements 

 


