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Update Process Timeline

Simplify & Clarify
• Clarify document
• Add graphical context
• Incorporate adopted      

Title VI policies
• No change to standards

Evaluate & Propose Changes
• Peer analysis
• Adapt to future growth
• New BRT mode standards
• Includes public engagement
• Requires Board approval

2018 2019

Completed July 2018

Part IIPart I



4

What are Service Standards?
Guidelines to design, measure, & manage service

• Ensure design consistency

• Establish performance targets

• Manage the customer experience

• Define process to change service
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Framework for evaluating & managing service

Boardings per Trip

Boardings per 
Revenue Hour

Subsidy per Boarding

Passenger Miles per 
Platform Mile

Passenger Load

On-Time 
Performance

Customer 
Complaints

Operated as 
Scheduled

Productivity Service Quality

What are Performance Measures?
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New Executive Summary & Overview
Example of Changes
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Original Document Updated Document
Example of Changes
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Evolution of Service Standards Document

1998 2006 2010 2014

ST Express 
standards and 
measures only

Incorporated 
Sounder and 
Tacoma Link 

standards and 
measures

Incorporated 
Link standards 
and measures

Updated 
measures for 

all modes

Simplifies language 
and structure for a 
more user friendly 

document

TBD

2018 Edition 2019
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