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Why we are here

• Importance of target-setting for continuous improvement

• How to set targets

• Metrics that already have targets
1. Elevators & Escalators
2. Safety
3. On Time Performance
4. Trip Delivery
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Continuous Improvement and Target Setting

Creating the Passenger Experience Vision
“We will deliver a transit experience that is dependable, safe, clean, and 
available with informed riders…”

Aligning Metrics to the Vision
• Currently 14 metrics
• More to come

Defining Success with Targets
• Aspirational goals and/or interim steps
• Motivation and prioritization



4

The “How-To” of Target Setting

Law, Policy, 
Mandate or 
Legislation

Yes

No

Can a target be 
derived from:

Industry 
Standard or 
Benchmark

No

Last Few Years 
of Data No

Choose a 
target and 

monitor

Achievable Regularly 
Surpassing

Consider 
stretch goal 

beyond target

No

No Use provided 
target

Create interim 
target and plan 

to achieve it

Yes Yes
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Elevators &
Escalators

Origin
• Peer agency – at or higher
• Understanding of repair and 

maintenance time

Target
• 97% availability for elevators
• 95% for escalators
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Safety

Origin
• Federal requirement
• Leeway for past performance, 

current issues and resources

Target
• 5% reduction against 3-year rolling 

average for ST Express
• 0.5% reduction for light rail
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On Time
Performance

Origin
• 2018 Service Standards
• Based on peer comparison

Target
• Link: 90% within 2 min of headway
• STX: 85% within 5 min of schedule
• Sounder: 95% within 7 min at arrival 

in terminal
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Trip Delivery

Origin
• 2018 Service Standards
• Based on peer comparison

Target
• Link: 98.5% scheduled trips operated
• T-Link: 98.5%
• STX: 99.8%
• Sounder: 99.5%
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Next Steps

• Continue to set targets on metrics that don’t have them

• Update existing metrics

• Develop more granular targets
• Return to the REO Committee to

1. Share new targets
2. Describe performance against targets
3. Talk about steps taken to reach targets



Thank you.

soundtransit.org
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