
 
 
 
 

Transit Executive Committee Agenda
 

Wednesday, December 7, 2022, 1:30 p.m.
Regional Council Chambers

Regional Headquarters Building
605 Rossland Road East, Whitby

If this information is required in an accessible format, please contact 1-800-372-1102 ext. 2097.

Note: This meeting will be held in a hybrid meeting format with electronic and in-person participation.
It is encouraged that members of the public view the Committee meeting via live streaming, instead of
attending the meeting in-person. If in-person attendance is required, arrangements must be made by
emailing clerks@durham.ca prior to the meeting date.
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9. Advisory Committee Resolutions
There are no advisory committee resolutions to be considered

10. Confidential Matters
There are no confidential matters to be considered

11. Other Business

11.1 2023 Transit Executive Committee Schedule
Meetings will be held Wednesday at 1:30 PM on the following dates:

January 11, 2023 •

February 8, 2023•

March 8, 2023 •

April 5, 2023•

May 3, 2023•

June 7, 2023•

September 6, 2023•

October 4, 2023•

November 8,2023•

December 6, 2023•

11.2 2023 Transit Advisory Committee Schedule
Meetings will be held Tuesday at 7:00 PM on the following dates:

May 16, 2023•

September 19, 2023•

November 21, 2023•

12. Date of Next Meeting
Wednesday, January 11, 2023 at 1:30 PM

13. Adjournment
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Notice regarding collection, use and disclosure of personal information:

Written information (either paper or electronic) that you send to Durham
Regional Council or Committees, including home address, phone numbers and
email addresses, will become part of the public record. This also includes oral
submissions at meetings. If you have any questions about the collection of
information, please contact the Regional Clerk/Director of Legislative Services.
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If this information is required in an accessible format, please contact 1-800-372-1102 ext. 2097. 

The Regional Municipality of Durham 

MINUTES 

DURHAM REGION TRANSIT EXECUTIVE COMMITTEE 

Wednesday, September 7, 2022 

A regular meeting of the Durham Region Transit Executive Committee was held on 
Wednesday, September 7, 2022 in Meeting Room LL-C, Regional Headquarters Building, 
605 Rossland Road East, Whitby, Ontario at 1:31 PM. Electronic participation was offered 
for this meeting. 

1. Roll Call 

Present: Commissioner Collier*, Chair 
Commissioner Barton*, Vice-Chair 
Commissioner Anderson* 
Commissioner Carter* 
Commissioner Mulcahy* 
Commissioner Pickles* 
Commissioner Smith* 
Regional Chair Henry* 
*denotes Commissioners participating electronically 

Also 
Present: Commissioner Crawford* attended the meeting at 1:52 PM 

Absent: Commissioner Drew 

Staff 
Present: E. Baxter-Trahair, Chief Administrative Officer 

W. Holmes, General Manager, Durham Region Transit 
J. Austin, Deputy General Manager, Business Services, Durham Region 

Transit 
M. Binetti, Transportation Service Design, Durham Region Transit 
A. Burgess, Deputy General Manager, Maintenance, Durham Region Transit 
L. Huinink, Director, Rapid Transportation & Transit Oriented Development, 

Office of the Chief Administration Officer 
R. Inacio, Systems Support Specialist, Corporate Services – IT 
A. Naeem, Solicitor, Corporate Services – Legal Services 
C. Norris, Deputy General Manager, Operations, Durham Region Transit 
S. Ciani, Committee Clerk, Corporate Services – Legislative Services 
K. Smith, Committee Clerk, Corporate Services – Legislative Services 

2. Declarations of Interest 

There were no declarations of interest. 
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3. Adoption of Minutes 

Moved by Regional Chair Henry, Seconded by Commissioner Anderson, 
(29) That the minutes of the following meetings be adopted: 

• Regular Durham Region Transit Executive Committee meeting held on 
Wednesday, June 8, 2022; and 

• Special Durham Region Transit Executive Committee meeting held on 
Wednesday, August 24, 2022. 

CARRIED 

4. Delegations 

4.1 Tina Henderson, Durham Resident, re: Route 211 Schedule and Durham Region 
Transit’s Response to Ridership Concerns  

Tina Henderson, Durham Resident, provided a PowerPoint presentation with 
regards to Route 211 Schedule and Durham Region Transit’s Response to 
Ridership Concerns.  

Highlights of the presentation included: 

• New Route 211 
• Why I am here? 
• Schedule Issues Explanation  
• Rider Works at Yonge and Bloor 

o Start Time 07:00 
o Start Time 08:00 
o Start Time 09:00 

• Request 

T. Henderson provided an overview of her experience with the new route 211 in 
North West Ajax. She expressed her concerns with the schedule of the new route 
222 and provided suggestions to make the route more useable. 

T. Henderson outlined the issues with the current schedule and the impact it has 
on riders by providing examples of the DRT bus time arrivals at Ajax Station and 
the corresponding GO train departures for individuals who begin work at 07:00, 
08:00, and 09:00.  She expressed her concern with the DRT buses not aligning 
with the GO train schedule departures resulting in an extended wait by 
customers.  She stated that the issue does not meet DRT’s mandate of providing 
effective and efficient public transit. She requested that DRT revise the schedule 
for the new route 211 and adjust the bus times by 10 minutes as this will address 
all connection issues with GO Transit.  
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5. Presentations 

5.1 Bill Holmes, General Manager, re: General Manager’s Verbal Update  

B. Holmes, General Manager, Jamie Austin, Deputy General Manager – Business 
Services, Christopher Norris, Deputy General Manager – Operations, and Allison 
Burgess, Deputy General Manager – Maintenance, Durham Region Transit, 
provided a verbal update to the Committee. 

Staff recognized Durham Region Transit’s accomplishments over the past four 
years including the leadership and direction of TEC in navigating the COVID-19 
pandemic; implementation of the Low Income Transit Assistance Program; 
adopting a fare strategy; integrating transit stops with the pedestrian networks; 
updates to the customer-facing policies; guidelines to mitigate social equity 
barriers; updates to the Advertising Policy, Transit By-law, and U-Pass 
Agreement; and receiving funding through the Investing in Canada Infrastructure 
Program. 

Staff recognized the programs and activities supported by TEC to ensure Durham 
Region Transit continues to modernize services for residents including the 
Emission Zero program; the Whitby Autonomous Electric Vehicle (WAVE) pilot; 
adopting the fleet electrification plan; adopting the strategy to enhance transit 
across rural areas of the Region; expanding OnDemand to provide residents in 
urban areas with 24/7 access to public transit; and contributions to higher 
increases in ridership. 

B. Holmes advised that the updated Surveillance System in DRT Vehicles Policy 
reflects the experience working with the new surveillance system technology for 
the past couple years. He indicated that the new service enhancement was 
successfully launched on September 6, 2022. He also advised there is a 
temporary fleet availability challenge resulting from delays in receiving Hybrid 
buses from the manufacturer, and general parts availability and resource 
challenges.  

B. Holmes thanked the Transit Executive Committee for their leadership and 
support over the past four years to commit to modernization and stated that staff 
will carry forward a commitment to improve access and enhance the frequency 
and capacity of transit services for the residents of Durham. 

B. Holmes responded to questions with regards to the impact of merging 
specialized services and OnDemand services to a common platform; and 
potential options for residents to arrange a bus ride. 

6. Correspondence 

A) Memorandum from Alexander Harras, Regional Clerk/Director of Legislative 
Services, re: Cancellation of October 2022 Transit Executive Committee Meeting  
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Discussion ensued with regards to whether the October 2022 Transit Executive 
Committee meeting is required. 

Moved by Commissioner Smith, Seconded by Commissioner Barton, 
(30) That the memorandum from Alexander Harras, Regional Clerk/Director of 

Legislative Services, regarding Cancellation of October 2022 Transit 
Executive Committee Meeting, be received for information and that the 
October 2022 Transit Executive Committee meeting be cancelled. 

CARRIED 

7. Reports 

A) General Manager’s Report – September 2022 (2022-DRT-16)  

Report #2022-DRT-16 from B. Holmes, General Manager, Durham Region 
Transit, was received. 

Moved by Commissioner Barton, Seconded by Commissioner Anderson, 
(31) That Report #2022-DRT-16 of the General Manager, Durham Region 

Transit, be received for information. 
CARRIED 

B) Updated Surveillance System in DRT Vehicles Policy (2022-DRT-17)  

Report #2022-DRT-17 from B. Holmes, General Manager, Durham Region 
Transit, was received. 

Moved by Commissioner Pickles, Seconded by Commissioner Mulcahy, 
(32) That the revised Surveillance System in DRT Vehicles Policy, effective 

September 7, 2022, be approved. 
CARRIED 

8. Advisory Committee Resolutions 

There were no advisory committee resolutions to be considered. 

9. Confidential Matters 

There were no confidential matters to be considered. 

10. Other Business 

10.1 Tina Henderson’s Delegation   

Discussion ensued with regards to T. Henderson’s delegation heard earlier in the 
meeting regarding the schedule for the new Route 211. 
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B. Holmes advised that it takes approximately three to six months to plan and 
implement a service change, such as the recent September service change. Staff 
consider the best information available or provided, including known GO Train 
schedules. Changes to schedules have many impacts, to other trips, other routes, 
and other customers. Any change must be well thought through before 
implementing. Staff make adjustments when possible, and make adjustments on 
a regular basis when there are no impacts on other riders or staff.  

C. Norris advised that when DRT was developing September route schedules the 
GO Train was planned to operate more frequently than today. As the media has 
reported that were changes to train services leaving Durham, resulting in missed 
connections at the GO stations. DRT generally follow a minimum 12-minute 
connection time for trips planned to connect with a GO train. The 12 minutes 
considers the DRT on-time performance standard of zero to five minutes late, and 
seven minutes for customers to walk between the bus and train platform. 

11. Date of Next Meeting 

The next regularly scheduled Durham Region Transit Executive Committee 
meeting will be held on Wednesday, December 7, 2022 at 1:30 PM in the Council 
Chambers, Regional Headquarters Building, 605 Rossland Road East, Whitby. 

12. Adjournment 

Moved by Commissioner Barton, Seconded by Commissioner Pickles, 
(33) That the meeting be adjourned. 

CARRIED 

The meeting adjourned at 2:11 PM 

Respectfully submitted, 

S. Collier, Chair 

K. Smith, Committee Clerk      
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Interoffice Memorandum 
TO:  William Holmes, General Manager, Durham Region Transit 

FROM: Alexander Harras, Regional Clerk/Director of Legislative Services 

DATE: December 7, 2022 

RE: Transit Executive Committee Members for the 2022 – 2026 Term __________________________________________________________________ 

On September 29, 2021, Regional Council passed By-law number 27-2021, a new 
Durham Region Transit Commission By-law, for the purpose of operating the 
regional transit system known as Durham Region Transit (DRT). 

Section 6 of the By-law provides for a nine member Executive Committee 
consisting of the eight Mayors, or their duly appointed Regional designates, of the 
lower tier municipalities in Durham Region and the Regional Chair. 

Section 15 of the By-law provides that the term of office of members of the 
Commission shall coincide with their term in office as a Durham Regional 
Councillor or Chair. In addition, Section 16 of the By-law states that at the 
discretion of the Mayor, their term of office on the Executive Committee or the term 
of the duly appointed Regional designate, where applicable, may be a two-year 
term with the second appointment, if required, to be made in December of the 
second year of the four year term of Council. 

For your reference, the composition of the Transit Executive Committee for the 
2022-2026 term is as follows: 

Commissioner Henry Regional Chair and CEO 
Commissioner Crawford Town of Ajax (designate)   4 year term 
Commissioner Schummer Township of Brock (Mayor)   2 year term 
Commissioner Anderson Municipality of Clarington (designate) 4 year term 
Commissioner Carter City of Oshawa (Mayor)   4 year term 
Commissioner Brenner City of Pickering (designate)  4 year term 
Commissioner Wotten Township of Scugog (Mayor)  2 year term 
Commissioner Garrod Township of Uxbridge (designate)  2 year term 
Commissioner Roy  Town of Whitby (Mayor)   2 year term 

 
Alexander Harras 
Regional Clerk / Director of Legislative Services 

AH/** 
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If this information is required in an accessible format, please contact 1-800-372-1102 ext. 3702 

The Regional Municipality of Durham 
Report 

To: Durham Region Transit Executive Committee 
From: General Manager, Durham Region Transit 
Report: #2022-DRT-18 
Date: December 7, 2022 

Subject: 

General Manager’s Report – December 2022 

Recommendation: 

That the Transit Executive Committee recommends 

That this report be received for information. 

Report: 

1. Purpose

1.1 This report is submitted at each Transit Executive Committee (TEC), for 
information. 

2. Background

2.1 The General Manager Report provides regular updates on key performance 
measures and summaries of current activities and transit issues in Attachment #1. 

3. Previous Reports and Decisions

3.1 Not applicable 

4. Financial

4.1 The General Manager’s Report focuses mainly on performance and service 
standards. There are no financial impacts associated with TEC’s receipt of this 
report. 
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5. Relationship to Strategic Plan 

5.1 This report aligns with/addresses the following strategic goals and priorities in the 
Durham Region Strategic Plan: 

a. Service Excellence 

6. Conclusion 

6.1 For additional information, contact: Bill Holmes, General Manager, at 905-668-7711, 
extension 3700. 

7. Attachments 

Attachment #1: General Manager’s Report – December 2022 

Respectfully submitted, 

Original Signed by 

Bill Holmes 
General Manager, DRT 

Recommended for Presentation to Committee 

Original Signed by 

Elaine C. Baxter-Trahair 
Chief Administrative Officer 
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General Manager’s Report 
December 7, 2022 
TEC 
Attachment #1 

Performance Measures Dashboard 2
Safety 3
Ridership 4
Service Delivery 7
Updates 11
General 18
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2 

Performance Measures Dashboard 

Safety 

Ridership

Service Delivery

1Target is 2021 measure for the same period 
2Year to Date (YTD) compared to previous year 
3Demand response platform currently not reporting unaccommodated rate 
4June 20, 2022 through September 5, 2022
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Safety

Preventable collisions rate per 100,000 km

Definition: A preventable collision is one in which the driver failed to do everything reasonable to 
avoid the collision. The preventable collision rate is the number of preventable collisions per 100,000 
kilometres of travel for all Durham Region Transit (DRT) vehicles. 

A collision may not be reportable to police based on the Highway Traffic Act, but for DRT purposes all 
collisions are documented and investigated. DRT’s objective is to reduce annual preventable 
collisions by ten per cent relative to the previous year. 

Analysis 

The October preventable collision rate was 0.26 per cent compared to a rate of 0.49 per cent for the 
same period in 2021. Year to date, the preventable collision rate is 14.6 per cent lower than the 
previous year.   

Action Plan 

In addition to established processes to identify and resolve root causes of collisions, the DRT Safety 
and Training team has implemented the first multi-year safety plan including specific actions to realize 
the objective to reduce annual preventable collisions. The plan includes annual cyclical training, 
prioritizing defensive driving practices, mandatory refresher training for staff involved in a preventable 
collision prior to returning to service, and cognitive assessment and driving skills screening during the 
recruitment process.
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Ridership

Scheduled transit

Definition: Ridership is the sum of all passenger trips. A passenger trip is a one-way trip from origin 
to destination regardless of the number of transfers that may be required. Ridership data is calculated 
from fare box data and data from PRESTO and demand response. 

Results 

October ridership was 64 per cent higher than 2021 and approximately 75 per cent of pre-pandemic 
(2019) ridership for the same period.  

Action Plan 

To support the return of students to secondary school and post secondary institutions, approximately 
10 per cent more service was introduced in September. With five new local routes, two new PULSE 
routes, and enhanced frequency throughout the network, the September 2022 network provided 60% 
more residents direct service to post-secondary institutions in Durham Region. Commuter ridership to 
and from the GO Train, which historically accounted for 25 per cent of overall ridership, continues to 
improve but is not expected to rebound in the near future as commuters continue to work remotely, 
either full time or as part of hybrid work.  
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Demand Response Transit

Note: Rural Uxbridge and Scugog figures include trip pickups within urban Uxbridge and Port Perry 
areas. 
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Definitions: 

Trips: A trip is considered a one-way passenger trip from origin to destination, regardless of the 
number of transfers that may be required. 

Unaccommodated Rate (Specialized): An unaccommodated Specialized transit trip is one where DRT 
is unable to schedule a trip for the specific requirement requested by the customer, the customer 
declined to accept the trip option provided by the booking agent, or DRT did not have available 
capacity to accommodate the trip request. 

Results 

As part of service enhancements in September, new schedule service routes replaced On Demand in 
several urban areas of the Region. Consequently, On Demand ridership dropped by approximately 
28% from August, with 7,846 trips delivered in October.  

On Demand delivered 8,221 Specialized transit trips in October 2022, a 22 per cent improvement 
compared to October 2021 and a 52.3 per cent increase year to date compared to 2021. Capacity for 
Specialized Services customers remained consistent since August, delivering 7,921 trips in August, 
8,246 trips in September, and 8,221 trips in October.  

On Demand and Specialized Services were merged in September and trips were scheduled through 
the demand response platform. The current platform is unable to report unaccommodated trips. 

Further details are explained on page 14 (Service Reliability, On Demand). 

Action Plan 

Initial challenges with the scheduling platform have been resolved, however, the platform will be 
replaced over the coming months with a new platform procured to meet DRT’s requirements for an 
integrated demand response service.   

Page 17 of 45



7 

Service Delivery

On Time Performance and Availability (conventional)

Definition 

On Time Performance (OTP) is a measure of the percentage of buses departing a bus stop no more 
than zero minutes early and five minutes late. The annual OTP target is 80 per cent. OTP is reported 
for each service period. 
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Service availability is a measure of the actual service delivered by DRT as a percentage of scheduled 
revenue service. The service availability target is 99.5 per cent. Service availability is reported for 
each service period. 

Results 

OTP for the 2022 service period 3 (BP3 spans June 20, 2022 – September 5, 2022) was 72.4 per 
cent, down from 74 per cent for BP 2 and below the 80 per cent recorded for the same period in 
2021.   

Service availability was 97.6 per cent compared to 98.1 per cent for BP 2 and lower than the 99.0 per 
cent recorded for the same period in 2021.   

Action Plan 

OTP was impacted by three factors; traffic disruptions related to road construction activities, the 
introduction of new routes with best estimates for running time, and postponement of running time 
validation studies due to a lack of staff capacity. Staff continue to collaborate with the various traffic 
groups at the Region and local area municipalities to ensure traffic impacts for construction projects 
are communicated to DRT in advance of the annual budget cycle to enable DRT to budget revenue 
service hours and schedule realistic running times and service capacity.  

Service availability continued to decline and remained below the 99.5 per cent target. Service 
availability continued to be affected by traffic impacts and a reduced ability to backfill operator 
absences.  
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Scheduled Service Maximum Bus Occupancy

Definition 

Maximum bus occupancy is a measure of the maximum number of riders on a scheduled service 
vehicle at any point of a trip, currently expressed as a percentage of the overall vehicle capacity. The 
data accounts for the differences in capacity for regular and articulated buses. 

Results 

During the last week of October (October 24 - 30), approximately 95 per cent of all trips were below 
50 per cent of maximum occupancy, with less than one per cent of trips exceeding 75 per cent 
maximum occupancy.  

There were 225 bus full occurrences reported in October 2022. 

Action Plan 

The transit network continued to provide adequate capacity for current customer demand.  
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Mean Distance Between Failure (conventional)

Definition 

Mean Distance Between Failure (MDBF) measures the reliability of the fleet by tracking the mean 
distance between bus breakdowns or mechanical failures that result in cancelled or missed service. A 
bus breakdown or mechanical failure is any incident that precludes a revenue vehicle from completing 
its trip or beginning its next scheduled trip and is measured by the total number of revenue vehicle 
kilometers (conventional service fleet) divided by the total number of chargeable vehicle defects 
during the reporting period. 

Chargeable vehicle defects (or chargeable mechanical failures) are consistent with guidelines from 
the Ontario Public Transit Association (OPTA) which does not consider failures resulting from 
passenger-related events (i.e., sickness on the bus), farebox or other technology defects such as 
PRESTO readers. 

In consideration of MDBF outcomes in 2021, DRT has established the 2022 average MDBF target at 
40,000 km. Moving forward, the objective is to realize an annual improvement in MDBF performance 
as a result of continuous enhancements to preventative maintenance practices. 

Results 

MDBF data has not been available recently. 

Action Plan 

Not applicable 
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Updates 

1. Hybrid Buses 

On Monday, October 31, 2022, the first of 10 hybrid buses were introduced into the conventional 
fleet. The inclusion of hybrid buses is part of DRT’s E-Mission Zero strategy, an ambitious and co-
ordinated suite of emission-reducing initiatives to introduce a more sustainable network of vehicles, 
infrastructure and facilities over the next 25 years. 

The hybrid buses will reduce fuel consumption and emissions by up to 30 per cent compared to 
conventional diesel buses. They also feature regenerative braking which will save on costs for brakes 
and engine maintenance.   

2. Service Change, December 5, 2022 

The following service changes will be in effect beginning December 5, 2022, including modified 
service levels during the holiday period from December 25 to 31, 2022. 

3. Service hours during holiday period 
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December 25 

A special schedule will operate on Sunday, December 25, 2022.  
• Routes 902, 915, 916  Will operate hourly between 9:30 to 17:30  
• N1/N2    Will operate all day (24 hours) every 30 minutes  
• On Demand  

o Urban areas  Overnight On Demand will operate all day (24 hours)  
o Rural areas    Will operate on a Sunday schedule between 7:00 to 21:00  

December 31 (New Year’s Eve) 

• Blue Night service will operate overnight  
• Service will be fare free after 19:00 until 4 AM on January 1  

4. January 2, 2023, Service Change 

Durham Region Transit (DRT) is implementing service changes beginning January 2, 2023. These 
changes are intended to improve service reliability, on-time performance, service availability, and new 
services to accommodate growth. 
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5.  Service Reliability, Demand Response 

DRT is committed to customers; offering a flexible service model that allows people to access service 
whenever and wherever it’s needed.  

The recent merge of Specialized and On Demand has created a seamless and equitable service for 
all customers. This model reflects our dedication to service excellence. While we are proud of this 
award-winning service, we’ve heard from customers and staff that there have been challenges.  

Since September 2022, transit demand has increased, the scheduling platform experienced initial 
growing pains, and DRT is experiencing staffing challenges. Unfortunately, service reliability has been 
affected. We understand that there have been difficulties and we apologize to customers for On 
Demand trips that were not available when requested or delivered late and/or cancelled.  

We are doing everything we can to help improve the situation, such as resolving scheduling platform 
issues and hiring staff to increase capacity to move us closer to our goal of more fulsome services by 
January 2023.  

Thank you to all of our customers for their patience and understanding. We look forward to continuing 
to serve the residents of our communities; offering seamless connections to destinations across the 
region. 

6. Service Reliability, scheduled service 
DRT implemented significant service enhancements in September. The enhancements were planned 
and developed in June 2022 in consideration of anticipated ridership demand and projected staff 
resource availability. 

Based on available data for the week of October 17, approximately three percent of scheduled 
service was not delivered. Over 40 per cent of service not delivered was attributed to traffic-related 
factors, with 15 per cent attributed to a lack of operator resources.  
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Based on transportation data for Taunton Road at Simcoe Street, traffic volumes are comparable to 
pre-pandemic levels. Unplanned service disruptions resulting from factors including traffic volume, 
road construction and lane restrictions, and other disruptions such as collisions that require DRT to 
detour, have increased transit travel times. Transit Control has been minimizing service impacts to 
the network by implementing mitigation measures such as reassigning buses to cover a trip, or as a 
last result, cancelling a scheduled trip to regain the service. To resolve service delays and enhance 
service reliability, additional running time will be added to routes on key corridors experiencing 
delays. The additional running time will be reallocated from adjusted frequency of service during 
lower demand periods. Cancelled and new service will be implemented when we can ensure service 
reliability for customers. 

A combination of increasing attrition and a lower-than-expected number of operators successfully 
completing mandatory training has resulted in reduced operator resources. While all scheduled work 
is covered, there is currently a reduced ability to backfill open work when staff are absent. Training 
capacity will be increased by January 2023, with new employee class size increasing from eight to 12 
in February 2023. 

7. TAP Program: Transition of ACCESS to PRESTO 
DRT’s Transit Assistance Program (TAP) provides eligible Ontario Disability Support Program 
(ODSP) and Ontario Works (OW) clients with lower DRT fares and the security benefits of the 
PRESTO card.  Further to the GM Report in September 2022, DRT discontinued the paper ACCESS 
Pass in October 2022 and eligible customers have now transitioned to TAP. The transition to 
PRESTO was implemented over a period of six months starting in May 2022 to build awareness and 
support ODSP clients through this change. 

In 2019 and before TAP was implemented, ACCESS pass sales were approximately 1,850 per 
month.  For November 2022, approximately 1,930 TAP passes were sold; roughly 104 per cent of 
pre-pandemic pass volumes. Although overall commuter ridership continues to be low, local ridership 
has returned strong in the fall of 2022, consistent with the full return ODSP and OW clients. 
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If this information is required in an accessible format, please contact 1-800-372-1102 ext. 3702 

The Regional Municipality of Durham 
Report 

To: Durham Region Transit Executive Committee 
From: General Manager, Durham Region Transit 
Report: #2022-DRT-19 
Date: December 7, 2022 

Subject: 

DRT 2022-2026 Data and Analytics Strategy 

Recommendation: 

That Report #2022-DRT-19 be received for information. 

Report: 

1. Purpose

1.1 This report outlines the five-year strategic approach to advance DRT’s Analytics 
Program, in line with, and in support of, DRT’s “Route Ahead” service strategy and 
the goals of the Durham Transportation Master Plan for elevating the modal shift of 
public transit in the Region.

2. Background

2.1 As part of Durham Region Transit’s commitment to the continuous improvement of 
service delivery and customer service, DRT’s Analytics Program was established in 
2018 to leverage the power and benefits of applied data and analytics as a leader 
among its peers.

2.2 Leveraging data assets has enabled DRT to accurately assess service maturity, 
performance and improvement opportunities. As the organization matures and 
advances the use of technologies and innovations across all business lines, 
expanding DRT’s data and analytics infrastructure and capabilities is critical to 
successfully monitoring, evaluating and reporting on system performance in a 
manner that enables effective decision making to achieve service and strategic 
objectives.
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2.3 DRT’s Analytics Program’s mission is to fuel continuous improvement and 
innovation across DRT by delivering trusted, timely and accessible insights through 
robust and holistic analytics practices. The program is a key business function that 
intersects with the interests of all functional teams and stakeholders across the 
organization at all levels, guided by the following key principles: 

a. Accessibility: Democratizing data science and empowering all levels of staff to 
participate in and benefit from data and analytics 

b. Quality: Leveraging accurate data to provide relevant, reliable and actionable 
insights 

c. Timeliness: Providing the right insights at the right time to the right audience 
d. Integrity: Maintaining uncompromising protection for all data assets and 

respect for privacy rights 
e. Continuous Improvement: Actively identifying and acting on opportunities for 

accomplishing data and analytics goals better, faster and more cost effectively 
over time 

2.4 DRT’s Analytics Program has developed and executed tools and processes to 
standardize, refine and innovate the delivery of DRT’s current reporting needs 
across all business areas.  This includes reporting on key performance metrics 
provided as part of the General Manager’s report at each meeting of the Transit 
Executive Committee. 

2.5 In addition to meeting DRT-specific data and reporting needs, DRT’s Analytics 
Program also collaborates with other Regional business teams and other external 
or community stakeholders to assess and advance new and innovative data and 
analytics resources that benefit DRT and Regional interests. Examples include: 

a. On Time Performance data lake and interactive dashboard with Corporate 
Information Technology to standardize and make available data and trends on 
transit service reliability to operational managers, supervisors and staff; and 

b. Vehicle incident data dashboard with Durham College’s AIHub supporting the 
tracking and key trends associated with on-road incidents involving DRT 
vehicles. 

2.6 The DRT Data and Analytics Strategy will guide the program’s development over 
the next five years following a structured and methodical approach. A foundational 
element of DRT’s strategy is the utilization of a maturity model to clearly identify key 
goalposts and meaningful objectives in DRT’s data and analytics journey. This 
maturity model is an adaptation of the Maturity Model for Data and Analytics 

Page 28 of 45



Report #2022-DRT-19 Page 3 of 5 

established by the global technological and research firm Gartner for DRT and the 
Region’s specific context and needs. 

2.7 Maturity models are common and useful tools used by various government and 
private sector organizations across a wide spectrum of fields and industry to aid in 
performing organizational self-assessment of their current levels of capability in 
specific functional, strategic or organizational areas. The assessment outcomes are 
then used to establish a common understanding of the changes desired or required 
to achieve higher levels of maturity over a specified period of time, which are then 
often used to drive or inform strategic planning. 

2.8 Variations of Data and Analytics maturity models, similar to that outlined by Gartner, 
have been promoted and/or are in active use by various organizations around the 
world, such as the OECD (Organisation for Economic Co-operation and 
Development), INTEL and Forbes. As an example, the OECD recently published 
the data and analytics maturity self-assessment results of 41 tax administrations 
from the Americas, the Asia-Pacific region and Europe based on the organization’s 
Analytics Maturity Model, in June 2022. The OECD is encouraging tax 
administration regions across the world to utilize these self-assessment outcomes 
as a useful tool in developing and progressing on strategic analytics objectives and 
will be tracking their progress and development in the ongoing digital transformation 
of tax administrations. 

3. Strategic Goals and Objectives 

3.1 The DRT Data and Analytics Strategy outlines key goals and objectives to elevate 
DRT from its current data and analytics maturity level (“Aware” and “Reactive”) to 
the next logical maturity level (“Proactive”). 

3.2 An organization at the “Aware” and “Reactive” maturity phase recognizes the value 
of its data assets in place and has made a commitment to moving towards data-
driven decision-making at all levels as an organizational norm. However, there 
remains a limited depth and breadth of resources and expertise in place to fully 
realize benefits and efficiencies from data insights. Reporting is supported by basic, 
standard tools and often managed and executed on an ad hoc and “as needed” 
basis, with a focus on a limited set of key or priority measures and indicators. 
Insights from reporting and data analysis typically serve as a “hindsight” approach 
to determine or assess the root cause of events that have occurred. There may be 
staff on hand with specialized skills in data and analysis, but they often occupy 
other primary roles in the organization and are few and far between. 
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3.3 An organization that reaches a “Proactive” level of maturity has fully embraced a 
data-driven culture, promoting and advancing a norm of data literacy across the 
organization through tailored training and resourcing strategies. Data and analytics 
represent a key business function playing an active role in driving innovation and 
continuous business improvement. More advanced tools and technology that are 
customised to the organization’s specific needs – like interactive dashboards that 
are fuelled by automated data processes – are developed or made available 
through careful investments and targeted collaborations with other progressive 
stakeholders. The cross-functional collection, management and utilization of data is 
typically centralized and more efficient and effective with an established operating 
model of best practices. Insights from reporting and data analysis strive to be more 
predictive in nature, identifying issues before they occur and identifying needs for 
future and continued advancements. 

3.4 To guide DRT’s planned approach for progressing through the maturity phases, 
distinct capabilities and traits to be achieved or improved are identified for each 
progressive maturity level. 

3.5 Key goals and objectives are then developed to focus on addressing existing data 
and analytics gaps in business and technological capabilities across the following 
areas: 

a. Organizational Talent and Development 
b. Strategy and Governance 
c. Policy and Process 
d. Technology and Data Architecture 
e. Culture and Data Literacy 

3.6 The identified goals and objectives are laid out chronologically as part of a 
proposed “roadmap” for the next five years. The proposed roadmap items help to 
coordinate the accomplishment of key objectives while taking into account important 
pre-requisites or dependencies that may be shared between one or more 
objectives. 

3.7 Key outcomes and targets for strategic performance measures and metrics are 
established and measured against 2021 as the “base year”. Outcomes and 
performance results will be regularly tracked and assessed and inform ongoing 
refinement of the strategy. 

3.8 DRT’s five year Data Analytics Strategy is included in Attachment 1 to this report. 
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4. Next Steps 

4.1 Funding for specific initiatives that advance DRT’s data analytics strategy will be 
included as part of the annual budget and business plan process. 

4.2 Where it is possible or beneficial to do so, DRT data and analytics strategic 
initiatives will be managed and executed in line and/or in step with other related 
Region data and analytics initiatives to leverage broader benefits and efficiencies.

5. Attachments 

Attachment #1: DRT Data and Analytics Strategy 2022-2026 

Respectfully submitted, 

Original Signed by 

Bill Holmes 
General Manager, DRT 

Recommended for Presentation to Committee 

Original Signed by 

Elaine C. Baxter-Trahair 
Chief Administrative Officer 
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DATA AND ANALYTICS STRATEGY 
(2022 – 2026) 

Fueling the Route Ahead 
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INTRODUCTION 

Durham Region Transit (DRT) is one of Ontario's largest regional transit systems, serving eight unique area municipalities (Ajax, Brock, Clarington, 
Oshawa, Pickering, Scugog, Uxbridge, and Whitby) by offering seamless connections to destinations across Durham Region and The Greater 
Toronto Hamilton Area through an innovative suite of services, including scheduled, On Demand and Specialized. 

As part of Durham Region Transit’s commitment to the continuous enhancement of its service offerings and customer service, DRT’s Analytics 
Program was established in late 2018. In recent years, applied data and analytics have gradually become a cornerstone of improving and 
evolving public sector operations across Canada and the world. Valuable insights from a robust analytics program dramatically transform 
business decision-making and is an invaluable and indispensable resource that should be in every organization’s toolbox. 

DRT has continually strived to implement year-over-year improvements and innovation to its offered services, even amidst the unique 
challenges of a global pandemic for the last two years. In fact, it was during the height of the early pandemic period (late 2020 to early 2021) 
that DRT has seen impressive growth in its new On Demand service that was introduced in September 2020. Building on continued healthy 
uptake of this new service and encouraging responses to other system-wide service adjustments, efforts further streamlining DRT’s “Demand 
Responsive” services (Specialized and On Demand) are currently underway. 

The ability to leverage our data assets has been and continues to be a key driving force in enabling DRT to accurately assess service maturity, 
performance and opportunities. Expansion of DRT’s data and analytics infrastructure and capabilities is a critical success factor for DRT’s service 
and strategic objectives to bring more transit availability and benefits to our all residents in the Region. There is no better time than “now” to 
proceed with a comprehensive plan to further advance the maturity and capabilities of DRT’s Analytics Program. A proactive approach will 
ensure that DRT continues the journey as a leader and not a late-to-game follower in this area, and stay ahead of exponential growth in the 
Region’s increasingly complex and demanding transit needs. 

This document outlines the initial iteration of a five-year strategic approach for the continued development and evolution of DRT’s Analytics 
Program, in line with, and in support of, DRT’s current five-year “Route Ahead” service strategy and recovery plan, as well as the goals of the 
Durham Transportation Master Plan for elevating the role of integrated public transit. 

The strategic approach to DRT’s Analytics Program provides a “blueprint” for achieving key outputs and milestones within a five-year timeframe 
that is specific to DRT’s key objectives, prevailing priorities and guiding principles. 
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DRT’s Analytics Program 

Vision and Mission 

To fuel continuous improvement and innovation of the Durham Region Transit experience and unrivalled service excellence by delivering 
trusted, timely and accessible insights through robust and holistic analytics practices. 

Guiding Principles 

The goals and activities of DRT’s Analytics program are guided by and centered around the following five guiding principles: 

Mandate and Function 

DRT’s Analytics Program represents a key business function with objectives and work that intersects with the interests of all functional teams 
and stakeholders across the organization at all levels. The Program: 

• plays key roles in leading and contributing to DRT’s strategic interests in data and analytics 
• provides key operational support for developing and producing important reporting and other analytics deliverables 
• collaborates with internal and corporate partners to advance DRT’s data and analytics technological and technical capabilities and 

competencies 
• champions a culture of data literacy and citizen science 
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BASELINE MATURITY SNAPSHOT 

The baseline maturity snapshot for DRT’s Analytics Program establishes an initial benchmark of the program’s current capabilities against a fixed 
scale of progress. This then provides DRT with a systematic approach to establish goals for and measure against desired progress over a period 
of time.  

The following represents a high-level self-assessment of DRT’s overall Data and Analytics maturity, based on current-day resources, practices and 
capabilities: 
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GAPS AND GOALS  

The following table outlines various key characteristics and capabilities for each maturity stage 
against DRT’s current state. Items labelled with a symbol denotes criteria and capabilities 
informing the goals identified for this 5-year plan:  
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A few important notes about the table above: 

• The pace of new technologies and approaches in the field of data and analytics have been growing exponentially in recent years.  
As such, any references to specific tools, technology and competencies in the table above and throughout this document is meant to be 
a snapshot in time given current considerations and criteria, to be revised and updated as appropriate over the span of the plan. Tools, 
technology and competencies documented in this plan are not intended to be an exhaustive list.  

• Progression from phase to phase will not necessarily advance in a linear fashion (ie. take the same amount of time, effort or investment) 
depending on various factors and other dependencies.  

• The table above represent criteria tailored to DRT’s Analytics Program, and has not incorporated wider corporate objectives or any 
elements from a broader enterprise roadmap. 
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PROPOSED ROADMAP OF OBJECTIVES 

The table below proposes key strategic goals to be achieved to arrive at the target Data and Analytics maturity phase for DRT, within the context 
of a high-level suggested order and timeline until the next update of DRT’s Data and Analytics Strategy.  

Please note that the table below does not represent a detailed list of individual planned initiatives and their key milestones – information that 
should be contained in a detailed action or project plan. 
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*Note: Scope and timing for technology and Data Architecture initiatives will be dependent on available/secured funding, as well as the 
availability of qualified in-house, partnered or vendor resources.   

KEY OUTCOMES AND MEASURES 

The following table outlines key desired and expected outcomes as a result of completing planned objectives and their accompanying 
performance measures and targets.  

2021 will be used as the “base year” for relevant measures that require a “base year” for the determination and comparison of measure results.  
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Both measures and targets will be assessed over time as work progresses towards established objectives. As a result of such assessments, 
adjustments may be made to measures and targets as appropriate.  
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