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Introduction

2023 Service Plan

At Sound Transit, we evaluate our service every year and propose changes to improve
performance, respond to ridership trends and make the most of our resources. The
Service Plan typically outlines proposed changes to ST Express, Sounder and Link in
response to changes in ridership, operating conditions, and any major route service
restructures coinciding with a major high-capacity transit opening. The Service Plan

is also used to approve any “major service changes” as defined by Sound Transit-
adopted policy and informs Sound Transit’s operating budget.

This year’s service plan, however, is different from years past. The 2023 Service Plan
formalizes emergency service reductions that occurred in the last year resulting from
the transit operator shortage. Reflecting national trends, this regional challenge has
significantly affected our ability to deliver both current service levels as well as the
planned service increases adopted in last year’s service plan.

The 2023 Service Plan includes an overview of current ridership trends, proposed
major service changes for Board adoption, a Title VI service equity analysis and a
public engagement report.

Sound Transit presented a draft of major service changes for public comment from
July 26 through August 16, 2022. A significant portion of the public’s feedback focused
on how the operator shortage has affected riders and priorities for service restoration
as operators become available. A public hearing on the 2023 Service Plan was held
on October 20, 2022, and the Sound Transit Board of Directors adopted the plan on
October 27, 2022.



Planning context

Operator shortages required emergency service
reductions

Over the course of summer and the start of fall 2021, the number of trips canceled
due to operator shortage had slowly been increasing. This led to unpredictable service
for passengers as cancellations changed day to day. In November 2021, Sound
Transit implemented an emergency service reduction on Pierce Transit—operated ST
Express due to severe staffing shortages.

In October 2021, Pierce Transit, the operator for several South King and Pierce
County ST Express bus routes, notified Sound Transit that an emergency reduction
would be necessary due to the staffing shortages. This emergency reduction was
implemented on November 7, 2021. Those cuts were followed by similar reductions
on ST Express routes operated by Community Transit and to a lesser degree, King
County Metro in Spring 2022. Sound Transit’s operating model prevents Sound Transit
from easily redeploying operators from one part of the region to another. By having
different operating partners serve different regions, the ST service district yields
varying levels of service for riders.

Reductions primarily came during peak periods to avoid canceling trips with less-
frequent service and to avoid changing the span of service. Weekend service remains
unchanged. This follows trends of weekend ridership returning faster to pre-pandemic
levels and new demand spread throughout the weekday.

By March 2022, Sound Transit reduced weekday service by approximately 20% on
Pierce Transit—operated routes 10% on Community Transit operated service and by
5% on King County Metro operated service.

Mitigation strategies

We employed the following strategies to mitigate the impacts of the operator shortage:

* Implement a full systematic schedule change to reduce ad-hoc cancellations:
By implementing a full schedule change that matches staffing levels, service
can operate more reliably with fewer short-notice cancellations. In addition,
frequencies can be rebalanced to avoid major gaps in schedules.

* Reduce frequency during peak periods: Remove trips during times when service
is most frequent to avoid reducing span of service or reducing service during
times when service is already less frequent.

«  Prioritize Saturday and Sunday service: Service on weekends generally operates
less frequently than on weekdays, with many routes operating with 30-minute or
shorter headways. Any reductions would cause excessive wait times. At the same
time, ridership on weekends is returning at a faster rate than on weekdays. Since
this is the case, weekend service remains unchanged.
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» Coordinate on shared corridors to avoid duplication: We worked with King County
Metro and Pierce Transit on shared corridors to avoid duplication of service. On
Route 580, Pierce Transit local service replaced nearly all canceled trips, allowing
efficient use of operators at both agencies. Between Federal Way and Seattle,
King County Metro Route 177 replaced some canceled Route 577 trips.

We are working closely with our partner agencies to mitigate these changes by
coordinating service on shared corridors between transit agencies. We transferred
Route 566 operations from Pierce Transit to King County Metro to avoid further
reductions on other Pierce County and South King ST Express service. We have also
restored Sounder trips on the S Line earlier than originally planned and brought back
full pre-pandemic levels of service at the September 2022 service change.

Our operating partners continue their efforts to recruit and train new operators. When
operator numbers increase and we can maintain current service levels reliably without
cancellations, we’ll begin to add more service at our regularly scheduled March and
September service changes.

Operator shortages pause planned service
improvements

The emergency reductions prevented implementation of the Board-adopted 2022
Service Plan, which focused on increasing headways to every 15 minutes all day on
key South King and Pierce County trips as well as other midday and weekend service
increases across the entire region (full details are available in the 2022 Service Plan
document). The operator shortage in the Puget Sound region and nationwide resulted
in the need to reduce scheduled service levels to ensure schedules remain reliable for
passengers despite fewer number of daily trips, which are resulting in approximately
10 percent less service than the budgeted 2022 Service Plan.

It is our goal to deliver the improvements outlined in the 2022 Service Plan as soon

as the regional workforce stabilizes and we have the necessary operators available to
deliver reliable service to our passengers. Until then, this service plan is focused on
formalizing the emergency service reductions on Pierce and South King County routes
implemented in November of 2021.



Major service changes

Formalization of emergency major service
changes

While all ST Express routes are being affected by operator availability, the
following routes met the definition of a major service change, as defined

by the Sound Transit Disparate Impact and Disproportionate Burden Policy
(Resolution No. R2022-19). Formalizing emergency major service changes
that last more than a year is a requirement by the FTA- and Sound Transit
Board—adopted definition of a major service change. The Sound Transit

Board formalized the following major service changes on October 27, 2022:

¢ Route 566 (Auburn-Overlake): Operating every 20-40 minutes, timed
with Sounder trains at Kent until operator availability improves.

¢ Route 580 (Puyallup-South Hill Sounder Connector): Most trips
between Puyallup and South Hill replaced by Pierce Transit Route 400.
Elimination of the Lakewood-Puyallup variant that previously operated
with limited trips. This variant had very low ridership and allows
deployment of operators to routes serving more riders. An additional
two trips on Sounder S Line were added, and 574, 592, and 594

continue to provide service at discontinued stops with higher frequency.

* Route 590 (Tacoma-Seattle): Operating every 10-12 minutes during
peak periods until operator availability improves.

* Route 592 (DuPont/Lakewood-Seattle): Operating every 30 minutes
until operator availability improves.

* Route 592 (DuPont/Lakewood-Seattle): Operating every 30 minutes
until operator availability improves.

Formalizing the major service changes outlined in the 2023 Service Plan:

* Fulfills the Sound Transit Board-adopted and FTA requirements
surrounding a major service change that will last more than a year.

* Recognizes the long-term effects of the operator shortage that could
last several years in order to regain the staff required to provide the
desired levels of service.

*  Provides riders with a schedule that can reliably be delivered based
on current staffing levels instead of publishing an overly optimistic
schedule with frequent ad-hoc cancelations.

While Pierce Transit—operated ST Express routes were the first to

be impacted by the operator shortages, both King County Metro and
Community Transit are seeing similar staffing shortages, with additional
emergency reductions occurring during 2022. An additional set of major
service changes may need to be formalized in the next year.

What is a major service change?

A major service change is defined as:

A change in service levels on an individual
route that adds or eliminates more than 25%
of the route’s weekly revenue hours.

A stop, move or elimination with no a replace-
ment within a quarter mile for bus or a half
mile for rail stations.

Some exclusions include changes to route
numbers, replacement service by another
route (as long as frequencies, fares, transfer
options and span of service are similar or
better), or temporary changes of less than 12
months in duration.

A major service change requires Sound Transit
Board approval and a Title VI equity analysis.

Emergency service changes that cross a major
change threshold must be formalized and adopted
if it lasts longer than a year.




Title VI service equity analysis

Consistent with Sound Transit's newly adopted Disparate Impact and Disproportionate
Burden policy (Board Resolution No. R2022-19), a Title VI analysis was completed at

two levels of analysis. The first evaluated each major service change individually. The

second systemwide analysis compared benefits and impacts to Title VI protected and

non-protected populations on all routes with changes over multiple years.

The individual route analysis found adverse effects, and all major changes requiring
formalization will have either a disparate impact or disproportionate burden. Sound
Transit’'s operating model where three operating partners serve different regions in the
ST service district has resulted in varying levels of service for riders. As Pierce Transit-
operated ST Express has had the most severe impacts of the operator shortages in
late 2021, with many of the routes serving Title VI protected populations above the
Sound Transit district average.

Several mitigations have been implemented to soften the impacts of reduced service
levels, including transferring a route between operating partners, coordinating
schedules routes on shared corridors and restoring Sounder S Line trips to pre-
pandemic service levels.

The results of the systemwide analysis did not produce any findings. The analysis
results show that the distribution of benefits for service additions exceeds 80% for
protected populations and the distribution of effects of service reductions do not
exceed 20% for protected populations. Therefore, the systemwide analysis does not
identify any disparate impacts or disproportionate burdens based on the cumulative
service changes implemented between September 2020 and March 2023.

The full Title VI service equity analysis is available in the Appendix.



Route-by-route changes

Routes with frequency changes

Route 566 (Auburn-Redmond Tech)

Route 566 (Auburn-Redmond Tech) is currently operating every 20-40 minutes in peak hours and peak
direction (northbound a.m., southbound p.m.) with trips allowing for coordinated transfers with Sounder
S Line trains. The route was transferred to King County Metro operations in March 2022 to avoid further
service reductions on Route 566 and other parts of the network.

Approximate Frequencies

Pre-pandemic service levels Approved service levels in Current levels until operator

2022 Service Plan availability improves
Peak hours 20 min 20 min 20-40 min
Midday 60 min No service (KCM 160 as alterna- No service
(between Renton and Auburn only) tive)

Route 577 (Federal Way-Seattle)

Route 577 is currently operating every 10-12 minutes during peak hours, and the proposed service levels
from the 2022 Service Plan to increase service to every 15 minutes or fewer all day between Federal Way
and Seattle is deferred until operator availability improves.

Approximate Frequencies

Pre-pandemic service levels Approved service levels in Current levels until operator
2022 Service Plan between availability improves
Federal Way and Seattle (combined frequency 577/578)
(combined frequency 577/578)

Peak hours 6 min 6-8 min 10-12 min
Midday 30 min 15 min 30 min
Evenings 30 min 30 min 30 min
Late nights 30 min 30 min 30 min

Weekends 30-60 min 15-30 min 30-60 min



Route 590 (Tacoma-Seattle)

Route 590 is currently operating every 10 minutes during peak hours, and the proposed levels in the 2022
Service Plan to every 15 minutes or better all day between Tacoma and Seattle are deferred until operator
availability improves.

Approximate Frequencies

Pre-pandemic service levels Approved service levels in Current levels until operator

2022 Service Plan between availability improves
Tacoma and Seattle (combined frequency 590/594)
(combined frequency 590/594)
Peak hours 6 min 6-9 min 10-12 min
Midday 30 min 15 min 30 min
Evenings 30 min 30 min 30 min
Late nights 30 min 30 min 30 min
Weekends 30-60 min 15-30 min 30-60 min

Route 592 (DuPont/Lakewood-Seattle)

Route 592 is currently operating every 20-40 minutes during peak hours until operator availability improves.

Approximate Frequencies

Pre-pandemic service levels Approved service levels in Current levels until operator

2022 Service Plan availability improves
Peak hours 6 min 6-9 min 10-12 min
Midday 30 min 15 min 30 min
Evenings 30 min 30 min 30 min
Late nights 30 min 30 min 30 min

Weekends 30-60 min 15-30 min 30-60 min



Routes with alignment changes

Route 580 (South Hill-Puyallup Sounder
Connector

Route 580 primarily acts as a shuttle to remote Sounder parking lots (Red Lot and
South Hill Park-and-Ride Lot) when the Puyallup Station garage is full. After the
Puyallup Station’s new 500-space garage opens later this year and station-adjacent
parking capacity increases, most Route 580 trips would be replaced by Pierce Transit
Route 400, which operates parallel to Route 580.

Trip reduction and replacement with PT local service

Pierce Transit Route 400 would replace most Route 580 trips. By consolidating and
coordinating these services, Sound Transit and Pierce Transit could maintain onward
connections for nearly all peak-hour Sounder trains between Puyallup Station and
the nearby parking facilities while shifting bus operators to other routes with a higher
number of cancellations, including many routes serving the same areas.

Lakewood-South Hill segment elimination

This route section between Lakewood and Puyallup was originally intended to connect
riders from Lakewood to some of the select Sounder trips that run partial trips between
Tacoma and Seattle. The section between Lakewood and South Hill is proposed to
move from temporary suspension to elimination.

Pre-pandemic, this section only served 3 passengers in the morning and 28 in

the afternoon daily, compared to the 856 passengers that took the route. Post-
pandemic, when service was restored briefly before the emergency reductions in
November 2021, this segment averaged 1 occasional passenger in the morning and 2
passengers in the afternoon.

The segment elimination would result in no loss coverage. Routes 574, 592 and 594
serve both Lakewood Station and SR 512 Park and Ride with more frequent service,
providing service to both Downtown Seattle and connections to Sounder. In addition,
an additional roundtrip on Sounder S Line between Lakewood and Seattle was
restored at the September 2022 service change.
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Other routes affected by operator shortages

Nearly all ST Express routes are affected by operator shortages. While the
formalization of emergency service changes is occurring for mostly routes in South
King County and Pierce County, other corridors are also experiencing reduced
service. In March 2022, reductions were made on Community Transit—operated ST
Express serving the |-5 North corridor, and the number of ad-hoc trip cancellations has
increased over the summer to a degree where a second round of formalized reduction
may be necessary.

1
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Engagement Summary

In July and August 2022, an online open house and survey collected input to
understand how the operator shortage has affected riders and changed people’s
priorities for future service restorations as operators staffing levels improve in the
future. We distributed information and engaged current riders at four in-person events
at major transit hubs that were severely impacted by service reductions. The online
open house and survey were translated into seven languages.

The survey was open from July 26 to Aug. 16, 2022. The survey received 319
responses. The online open house provided information about the ongoing operator
shortage. The survey asked about riders’ current travel patterns, including the time of
day and days of the week they travel.

The survey also asked about how current operator shortages have impacted people’s
rides, with many respondents experiencing longer wait and travel times. Several
commenters mentioned the need for better real-time trip cancellation information

on signage. In addition, riders were able to provide their priorities for future service
restoration when operators become available, including the time periods to add
service first.

A full engagement report can be found in the Appendix, while key highlights are
included in the following section.

12



How recent operator shortages are
affecting riders

The outreach surrounding the 2023 Service Plan focused on
how recent operator shortages have affected our riders as well
as their priorities on how service would be restored.

Most ST Express riders have noticed longer travel times and
wait times. Some have chosen alternate routes or reduced
travel.

In addition, some riders expressed frustration over the lack of
available information on specific trip cancellations. During in-
person outreach at transit centers, several passengers did not

know that trip-specific cancellations are published on the Sound

Transit website.

Priorities for restoring service

I've changed my I've switched

hours of travel routes
5% _\ 3%

Other
8%

I've waited
longer or

I've reduced
travel / increased travel took
work from home Iongoer
1% 37%

I've chosen
alternate modes

of transportation
17% No effect

19%

A part of the outreach centered on what time periods service should be added as
operators come online. Given the slow rate of onboarding new operators, we will only
be able to incrementally add service. Because the survey skewed mostly towards
riders who use the service during peak periods, 46% of ST Express riders wanted
weekday peak hour service to be restored. However, 54% of ST Express riders would

prioritize off-peak hours (evenings, weekends and midday).

As operator levels rebound and we add trips,
what times of day are most important to you?

Weekday  Weekday

Weekday peak hours Weekend Midday evening
ST Express South Corridor 46% 30% 16%
All ST Express 46% 27% 20% [ 8%
Weekday peak hours Weekend Weekday Weekday
Midday evening

13



Recent ridership trends

Ridership continues to grow since the height of the COVID-19 pandemic as people return to activities and
restrictions are lifted. A number of key trends are arising, many of which have influenced where we have
allocated the limited number of operators.

Weekend ridership growth Average Daily Ridership by Day Type (All Modes)
outpacing weekday

Weekend ridership has returned at a faster rate 140,000

compared to weekdays. Despite service levels on

weekends being generally less than on weekdays, 120000

weekend ridership is quickly approaching similar - ooy
total numbers for weekdays, with a significant part Omicron suge s
of that growth being on Link light rail. This trend is 80,000

Sunday
consistent with return-to-office numbers and many

companies continuing to allow workers to work hybrid.

A significant part of the ridership increase has been 10000
from workers who still need to commute regularly,

including at nontraditional peak hours, and those 20000
traveling for nonwork purposes.

60,000

8 2T 53 3

Percent of Pre-pandemic Ridership, June 2022

Weekday Saturday Sunday
Link * 88%* 141%* 131%*
Sounder North? 16%
Sounder South? 29%
ST Express South 44% 61% 64%
ST Express North 32% 52% 50%
ST Express East 35% 75% 76%

* In October 2021, the Northgate Link Extension opened, adding 3 new stations. As a result, we can attribute the above pre-pan-
demic ridership levels to the opening of these stations.
A Sounder only operates on weekdays.
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Weekend ridership beginning to level Percent of Prepandemic Ridership - Weekdays
off on routes with reductions and

cancellations

Weekend ridership on ST Express serving the South and
North corridors has begun to level off in mid-2022, which are
the corridors currently impacted by operator shortages. ST
Express serving the East Side, however, has continued to 100%

grow throughout the summer. While a number of factors can

contribute to fluctuations in ridership, a number of service .
delivery issues including trip cancellations and reductions on 60%

Pierce Transit and Community Transit-operated ST Express are ‘E"m;;g:hn%::i’ufcgnxs
likely contributors for this trend.

140%

120%

Omicron surge

s ink

ST Express South

e ST Express East
== ST Express North
Sounder South

40%

20%

Additionally, ST Express serving the South corridor historically N T

has had lower weekend service levels with many routes o
operating at 30-minute headways that are too infrequent for the
“walk-up” 15-minute service that some other corridors have. This
disparity in frequencies was originally planned to be addressed

s T 3 % % %

Percent of Prepandemic Ridership - Saturdays
180%

in the 2022 Service Plan by adding service on key South
Corridor routes but is currently delayed due to the operator 160%
shortage. 140% —Link

120%

Ridership growth on Link coincides -
with the opening of the Northgate
Link Extension

Currently, weekday Link ridership is slightly above 80% of pre-
pandemic ridership. However, a significant part of that increase
is due to the Northgate Link Extension opening. As a result,
we can’t directly compare pre-pandemic and current ridership,

Omicron surge

..............

80%
e ST Express East

60% ST Express South

e ST Express North

20%

as ridership after October 2021 includes three new stations 0%

as well as a restructured bus network where many riders § 8 835553 288385888555
are transferring at the new stations to other ST Express bus,

Community Transit, or King County Metro routes. Percent of Prepandemic Ridership - Sunday

180%

Northgate opens

With the opening of Northgate Link, there was a concurrent
dip in ridership on some of the I-5 North routes that previously
operated to Downtown Seattle but since the opening of the 140%
Northgate Link Extension are terminating at Northgate and
require a transfer to Downtown Seattle. Many riders are opting
to use Community Transit and ST Express Route 510, which still  ®*
offer one-seat rides to Downtown Seattle.

160%

Omicron surge s | ink
1

120%

80%
e ST Express East

60% ST Express South

Ridership trends mirror COVID-19
pandemic surges

While October 2021 saw a significant ridership increase with

the Northgate Link Extension opening, ridership declined from ™ _
November 2022 through February 2022 due to the Omicron S &2 <2332
variant of COVID-19.

e ST Express North

20%

0%

2
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2
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Appendix

1. Title VI Service Equity Analysis
2. 2022 Service Plan Comment Report

3. Full compilation of public comments
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Adopted by the Sound Transit Board of Directors on October 27, 2022

2023 Service Plan Comment Report

Background

Every year, Sound Transit evaluates service performance and proposes changes to improve
performance, respond to ridership trends and use taxpayer resources efficiently. This report provides a
summary of public feedback on the 2023 Service Plan, which will formalize service reductions due to the
significant operator shortage impacting service levels. In July and August 2022, the project team
administered an online survey to better understand how the operator shortage has impacted riders, and
what people’s priorities are for when more operators become available. The team hosted a virtual open
house, distributed information online, and talked to riders at transit centers to collect public input.

The survey received a total of 319 responses and was offered in eight languages: Viethnamese, Tagalog,
Spanish, Russian, Simplified Chinese, Traditional Chinese, Korean, and English. The survey included
guestions about current and anticipated future transit use, a proposed ST Express route alignment
change and ST Express service frequency reductions for 2023. There were also demographic questions
to inform a Title VI analysis.

Sound Transit conducted in-person outreach to encourage riders to participate in the 2023 Service Plan
survey. Outreach was conducted near Pierce Transit-operated ST Express routes (560, 566, 574,
577/578, 580, 586, 590/594, 592, and 595) in August 2022 as these are the routes currently most
impacted by operator shortage. The project team passed out over 200 fliers to transit riders at these
stations.

2023 Service Plan overview

During the COVID-19 pandemic, transit agencies across the region, including Sound Transit, had to
reduce service. In last year’s 2022 Service Plan, Sound Transit proposed and approved service increases
on a number of key routes, but persistent pandemic challenges and operator shortages delayed those
improvements. Operator shortages made emergency service reductions necessary on several routes,
including some where there had been planned service increases.

While the goal remains to deliver the improvements outlined in the 2022 Service Plan, Sound Transit is
required by the FTA and Sound Transit Board adopted policy to retroactively formalize emergency
reductions that have taken place due to widespread workforce challenges.

The following service changes were implemented on an emergency basis in November 2021 and will be
formalized as part of the 2023 Service Plan:

o Decreased frequency on ST Express routes 566, 577, 590, and 592 during peak hours
on weekdays until operator availability improves.

e An alignment change on ST Express route 580 eliminating service from South Hill to
Lakewood and most trips replaced by parallel Pierce Transit local service.

17



Adopted by the Sound Transit Board of Directors on October 27, 2022

Key takeaways

Although ridership decreased during the peak of the pandemic in 2020, ridership has generally been
increasing. About 30% of the respondents (93 people) who took the survey ride every day, while most
ride a few times a week or infrequently. Concerns about the frequency of service is the most significant
role, with riders either returning or continuing to commute for in-person work.

The pandemic has resulted in a significant shift in how, where, and when people work. Apart from
essential jobs, many workplaces have adjusted their in-office requirements to accommodate more flexible
schedules and remote work. While morning and evening commutes remain the most needed service,
there is an emerging interest in increasing midday service to accommodate workers with more flexible
hours.

Specific route notes

Survey participants were asked to indicate what ST routes they normally use. ST Express received a total
of 193 responses. The ST Express routes that received the highest levels of engagement were Route 550
(Bellevue-Seattle) with 37 responses, Route 578 (Puyallup/Federal Way — Seattle) with 35 responses,
Route 594 (Lakewood/Tacoma — Seattle) with 35 responses, Route 590 (Tacoma — Seattle) with 32
responses, Route 574 (Lakewood — SeaTac) with 32 responses, Route 577 (Federal Way — Seattle) with
28 responses, and Route 512 (Everett — Northgate) with 28 responses.

Link Light Rail lines received a total of 174 responses despite Link not currently being impacted by
operator shortage. Of the 174 responses, 97% (161 people) use the 1 Line (Northgate - Angle Lake).
Eight percent of respondents (13 respondents reported using the T Line (Tacoma Dome — Theatre
District).

Sounder Trains lines received a total of 79 responses. Of the 79 responses, 85% (65 people) reported
using the Sounder S Line (Seattle — Lakewood/Tacoma) and 18% (14 people) reported using the
Sounder N Line (Everett — Seattle).

Results by survey question

Which Sound Transit routes do you normally take (select up
to 5)?

The ST Express routes that respondents normally take are listed below and ranked highest to lowest by

the quantity of responses. Respondents could select more than one option. The letter n indicates the total
number of responses.

ST Express Route use ranked by quantity of responses (n=193)

550 37 554 16 586 8
578 35 510 13 511 7
594 35 522 12 532 7
590 32 535 12 513 6

18



Adopted by the Sound Transit Board of Directors on October 27, 2022

574 32 595 11 | 580 5
577 28 566 10 | 596 2
512 28 592 9 556 1
560 22 542 8

Write-in responses included the following routes: 556, 580, and 596. ST Express Route 545 was not
included as an option for selection on the online survey.

Link Light Rail use ranked by quantity of responses (n=174)

1 Line (Northgate - Angle Lake) 161

T Line (Tacoma Dome — Theatre District) 13

Sounder Train use ranked by quantity of responses (n=79)

Sounder S Line (Seattle — Lakewood/Tacoma) 65

Sounder N Line (Everett — Seattle) 14

Key takeaways from open-ended
comments

Recognizing that this survey was primarily seeking feedback on the current service levels of ST Express
routes since operator shortages have not impacted Link or Sounder service, respondents were invited to
share additional thoughts or concerns through three open-ended comment boxes.

Since this survey sought to get feedback on the impact of operator shortages, data gathered from open-
ended comments only includes responses from survey respondents who indicated that they use ST
Express Routes. The sections below summarize the main themes that respondents shared. For each
open-ended question, many respondents expressed multiple themes that were individually counted.

How have service reductions affected your trips?

Of the 319 people who took the survey, four percent of survey respondents (13 people) provided
additional information to the question, “How have service reductions affected your trip?” The top themes
are defined below, and the key takeaways are included within each theme.

Time: includes comments about service at various times of the day, days of the week, weekend service,
special event service, frequency, on-time service, the timing of connections, reliability, service delays, and
cancellations.

e Of the 13 people who provided a response to this question, 54% of respondents (seven people)
expressed concern about the accuracy of schedules, wait times, cancellations, and missed
connections.
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Alternative modes of transportation: includes comments about alternative modes of travel such as
rideshare services, carpooling, and electric vehicles.

e Of the 13 people who provided a response to this question, 31% of respondents (four people)
reported using alternative modes of transportation due to canceled trips or missed connections.

Specific route: comments mentioning a specific route by route number or route name or comments that
called for a new route from a specific origin and destination point.

e Of the 13 people who provided a response to this question, 23% of respondents (three people)
mentioned using ST Express Route 510 and 590.
o Arrider also indicated using ST Express routes to connect to the Sounder S Line and
Skagit 90X.

Do you expect your travel priorities from Question 2 to
change within the next year? If so, how?

Of the 319 people who took the survey, 25% percent of survey respondents (82 people) provided
additional information to the question, “Do you expect your travel priorities to change within the next year?
If so, how?” Of the participants who answered the question, 58% (48 people) indicated no, 20% (17
people) indicated yes, and 16% (13 people) indicated that they anticipate minor changes or conditional
changes that will impact their travel priorities. Four percent (three respondents) indicated that they were
unsure about their travel priorities changing. The top themes presented are defined below, and the key
takeaways are included within each theme.

No: includes comments from participants who do not expect their travel priorities to change.

e Of the 82 people who provided a response to this question, 58% of respondents (48 people)
provided “no” as a response.

Yes: includes comments from participants who expect their travel priorities to change.

e Of the 82 people who responded to this question, 20% (17 people) indicated that their travel
priorities will change within the next year. The breakdown is below:

o Six respondents indicated that they plan on adding more trips or increasing travel in the
future.

o Five people listed travel for work or school as a reason their priorities will change.

o Two respondents listed location changes such as moving homes/work offices that will
accommodate travel by transit.

o Two respondents listed a preference to use ST Express routes 550 and 535 more
frequently.

o Two respondents indicated a preference for driving or an alternative mode of
transportation.

Minor/conditional: includes comments from participants who expect minor changes to their travel
priorities or anticipate forthcoming changes that will impact their travel priorities.

o Of the 82 people who provided a response to this question 16% of respondents (13 people)
indicated that they anticipate minor changes or conditional changes that will impact their travel
priorities. Almost all respondents indicated that their transit use would increase if service
frequency was increased. The following routes were mentioned: 574, 577, 578.

What else would you like to tell us?
Of the 319 people who took the survey, 28% of survey respondents (91 people) chose to respond to the
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question, “What else would you like to tell us?” The top themes are defined below, and the key takeaways
are included within each theme.

Time: includes comments about service at various times of the day, days of the week, weekend service,
special event service, frequency, on-time service, the timing of connections, reliability, service delays, and
cancellations.

o Of the 90 people who provided a response to this question, 44% of respondents (40 people)
expressed frustration with cancellations, missed connections, and a need for more accurate
schedules to reduce wait times and improve reliability for transfers.

Specific route: includes comments mentioning a specific route.

e Of the 90 people who provided a response to this question, 42% of respondents (38 people)
suggested extending the hours of the day that service operates on their preferred transit routes.

o Some of the responses also provided suggestions to improve access between
neighborhoods, specific locations, and cities. The locations mentioned were Southwest
Everett, Gig Harbor, and Burien to Bellevue.

Fares: includes comments about increasing/decreasing fares, peak and off-peak fares, fees for bags, etc.

o Of the 90 people who responded to this question, 10% of respondents (nine people) supported
making fares more affordable and urged stronger fare enforcement practices. One person
inquired about the possibility to charge two riders on one Orca Card.

Communications: includes comments about station alerts, ST notifications, and customer service
support

o Of the 90 people who responded to this question, eight percent of respondents (seven people)
suggested improving communications and customer support for schedule changes. This included
comments about increasing alerts and announcements to inform passengers about service
changes.

Safety: comments about lighting, traffic safety, criminal activity at on or around transit facilities, comments
about lack of police presence on transit or at transit centers

e Of the 90 people who responded to this question, seven percent of respondents (six people)
indicated they did not feel safe due to a lack of security at transit locations or indicated feeling
unsafe due to criminal activity occurring near transit locations.
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General multiple choice survey
guestions

A few survey questions asked respondents to provide general information about their transit use. Below
are responses from the survey.

How often are you currently riding?

Of the 315 people who responded to this question, 36 % use transit one to three days per week, 30% use
transit five days or more per week, 26% use transit a few times per month and eight percent of
respondents are not currently riding.

How often are you currently riding?

= 5 days or more per week
= 1 to 3 days per week

A few times per month

| am currently not riding

On your most frequent trip you make on transit, what days of
the week do you normally travel