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Operational Priorities
• Leverage Scheduling Technology
• Improve the Customer Service Experience
• Modernize Communication Technology
• Increase on time performance (OTP)
• Reduce on-board travel times (OBT)



NOBLE Survey
• Northern Ohioans for Budget Legislation Equality

– Survey February 2020 – March 2021
– Met with NOBLE via CAC (ADA) & Conference call

• 55 Survey Responses
• Included Demographics (results mirrored Traction)
• Overall Customer Experience (application & use)
• Top concerns of customers



NOBLE Survey Results
• Top Concerns

– Application is difficult
– Reapplication is undesirable 
– OTP
– Safer pick-up and drop-off locations
– Customer Service



NOBLE Survey Results
• Overall User Experience 3.4 out of 5
• On time performance 3.4 out of 5
• Operators’ customer service 3.8 out of 5
• Dispatch communications 3.3 out of 5
• Reservations communication 3.7 out of 5
• Younger riders rated their experience lower



RTA Improvements: Application Experience

• Application reduced from 17 to 7 pages (Feb 2021)
– Reduced Flesch-Kincaid score to improve readability

• Reapplication reduced from 7 to 3 pages (Mar 2021)

• Cross-trained staff to reduce processing time



Reservation Experience

• Staffing restructured during COVID

• Staffing shortages (Late Spring – Summer 2022)

• Expanded staffing to accommodate growth

• Back to normal (October 2022)



Reservation Call Wait Time
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Ridership & On-time Performance

• Four (4) days at or above pre-COVID ridership

• Record ridership on Saturdays

• Reduced no-shows, cancel-at-the-door and late 
cancellations



October 2022 
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Overall OTP
84.24%*
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Note: A combination of late pick-ups and late scheduled arrivals are captured in this metric.



Service Infractions
September 
2022 Rate
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Note – Service infractions are trips that are canceled late, at the door, or as a no show. The chart shows them as a percentage of trips   
completed plus infractions).



TransPro Customer Survey













Clarification

Any questions?
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