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Dear Customers,
This year, GO Transit reaches a milestone as it celebrates its 50th anniversary. What began in
1967 as a 14-stop commuter line from Hamilton to Pickering now runs across seven rail lines,
and connects to 17 municipal transit systems across the Greater Toronto and Hamilton Area,
with all day, frequent GO bus service complementing GO train trips. The Passenger Charter
continues to guide GO’s expansion: we will do our best to be on time; to always take your
safety seriously; to keep you in the know; to make your experience comfortable; and to help
you quickly and courteously. Each of these promises has a performance standard that we make
every effort to achieve, and if there is an area where we didn’t exceed our target, we have a
plan to meet it.
The promise of an easy commute aboard all-day, two-way electrified train service every 15
minutes on all our owned rail corridors is the driving force behind our vision for GO’s future.
Construction of the 25-stop Eglinton Crosstown Light Rail Transit (LRT) is well underway, and
GO will connect with this service at two locations. Shovels have broken ground for the new
Bloomington GO station, and the new Downsview Park GO Station and 407 GO Bus Terminal
are on schedule to open in December.
Enhanced services are also being added, such as making PRESTO cards easier to purchase
and load at various retail locations; installing mobile charging stations on our rail coaches;
introducing corridor-specific Twitter handles to provide real-time and relevant updates; and
automated announcements have been introduced to keep you “in the know.”
We’re here to listen to what you have to say. Whether it is on the phone, through our websites,
Let GO Know, or social media, your feedback helps us get better.
Customer Care: 1-888-GET-ON-GO (438-6646)
Ecomment: https://secure.gotransit.com/en/service/ecomment.aspx
Twitter: @GOTransit
Facebook: https://www.facebook.com/GOtransitOfficial/
GO has been honoured to serve Ontario for our first 50 years, and we look forward to many
more years of providing safe and accessible transit for everyone. I am pleased to present the
2016 - 2017 Annual Progress Report that outlines our performance, the improvements we’ve
made, and what is still to come.
Mary Proc
Vice President
Customer Service Delivery

We now move more than 70 million passengers a year on our trains and buses, with 303,000 people
travelling on GO Transit’s system on an average day. These are the enhancements made to create
connections for commuters and travellers throughout our network.

OUR PROMISE:

To Do Our Best To Be On Time
We want to get you where you need to be, when you need to be there. It’s our
goal to be on time, and we encourage you to see how we’re doing. If there’s
a delay, we’ll do everything we can to provide you with information about it.

Improvements we’ve made – On-time Performance
This year we introduced several new programs and enhanced others to improve
service reliability.
In June 2016, we reached an agreement-in-principle with CN to examine
building a new corridor for CN freight traffic. This new corridor would free up
capacity on the existing line and allow more GO service from Brampton to
Kitchener.
Major signal projects were completed. Two key highlights were the railway
crossing safety assessments, and our switch resilience strategy. These projects
help drive our on-time performance targets and increased safety.
To further enhance safety, we continue to focus on replacing ties and upgrading
tracks across the network.

OUR PROMISE:

To Always Take Your Safety Seriously
The safety of our riders, employees and all those who come in contact with our
services is at the core of everything we do. This means well-lit parking lots and
stations, vehicles checked regularly and fast response from trained staff should
you need help.

Improvements we’ve made - Safety
With anticipated growth of quadrupling our service for Regional Express Rail,
safety is of paramount importance for all of our planning.
We are increasing the presence of Transit Safety Officers and support staff
when platform changes occur to help better manage customer volume and
movement.
We have launched a new safety program on platform safety at Union Station
with Operation Be Aware Take Care. The program involved providing personal
safety tips and engaged with customers to answer any questions.
Our Emergency Management Team conducted a full scale safety exercise at
a rail crossing in Bradford. This exercise involved assistance from the city, the
local emergency service providers, and a neighbouring high school to simulate
a train/vehicle collision. Emergency management exercises like this push us to
improve our response times.

OUR PROMISE:

To Keep You In The Know
Whether it’s delay alerts, or information to help plan your journey better keeping you informed is key. Our goal is to keep you updated as soon as
possible whether it’s in person or online.

Improvements we’ve made – Communication
In October, plans were announced to install a sign on the QEW near Appleby
GO that displayed next-trip information and travel time comparisons between
the highway and GO Trains from that station. This pilot has been operating
to date, and will expand to Bronte and Oakville for further evaluation in the
upcoming year. These signs will promote GO as an alternative travel option to
help ease congestion, and get drivers thinking about transit while they’re on the
highway.
We’ve implemented automated announcements on GO trains to provide new
ways to keep customers in the know and to make travelling on GO easier.
Digital signs are being installed on all accessibility coaches. The first coach with
the new signs went into service in November, with the work continuing through
2017.
We have also introduced real time line feeds on Twitter, so you’ll know what we
know as soon as we know it.

OUR PROMISE:

To Make Your Experience Comfortable
Our goal is to make your time with us as pleasant as possible. We will provide
modern, well-equipped vehicles and facilities, because a comfortable,
stress-free environment can make the difference in your day.

Improvements we’ve made - Comfort
In response to customer demand and increased ridership on the Richmond Hill
corridor, we added one peak afternoon trip in June 2016. This trip provides
over 1,500 more seats for customers each day and gives them an additional
evening rush-hour option.
GO bus service was the subject of three major expansion announcements,
introducing new service to Brantford and Cambridge, and expanding express
bus service to Kitchener. GO will introduce 44 new bus trips between downtown
Brantford and Aldershot GO station, along with 12 new trips from downtown
Cambridge to Milton GO station.
We added two new GO train trips to the Milton corridor. These trips provide
over 1,500 more seats in each direction, offers a faster alternative to driving, and
gives customers additional travel options.
The Province and Metrolinx announced four new GO train stations will be
constructed on a 20-kilometre extension of the Lakeshore East line from Oshawa
to Bowmanville. Plans were also announced to build another three new GO
stations on the Barrie line: Vaughan, Newmarket, and Innisfil.

After several successful summers of weekend service, we introduced 6 additional
year-round weekend trips on December 31st to and from Barrie.
In June, we announced new weekday rail service between Hamilton and Niagara
Falls. The Niagara Falls GO rail extension will operate on 60 kilometres of track
between the future Confederation GO station in Hamilton and Niagara Falls.
Construction on the new Confederation GO station is expected to start in 2017,
with completion expected in 2019.
Starting December 5, 2016 we’re introducing GO service to the new Gormley
GO station in Richmond Hill. With train and bus service, plenty of parking and a
brand new station, there are more reasons to travel with GO. The station features
850 parking spaces, a bus loop, and amenities for customer convenience
including two electric vehicle charging stations, a kiss-and-ride area, heated
shelters, and a platform snowmelt system.

OUR PROMISE:

To Help You Quickly And Courteously
We’ll take every chance we can get to make your trip better. That’s why
every employee at GO wants to help you. If you have a problem, we’ll do
our best to resolve it on the spot. In other words, whenever you need help,
just ask.

Improvements we’ve made – Customer Experience
New fully accessible, low-floor, low-height double-decker buses went into
service in July. The introduction of these new buses means that they will be able
to access four major terminals (Hamilton, Yorkdale, York Mills, and the Union
Station Bus Terminal) that are not currently served by double-decker buses due
to height restrictions.
We opened a new station building at Square One Bus Terminal to better serve
customers and meet growing demand. Improvements include a modern
accessibility designed terminal building, and three new Ticket Vending Machines.
These improvements will help us provide a better customer experience at our
second-busiest bus facility.
We broke ground on the new Bloomington GO station which will provide local
service to commuters living in the Aurora and Whitchurch-Stouffville area when
it opens in 2019.
To offer our customers another access point in an area that continues to see
growth, we opened the Winston Churchill station on the Mississauga Transitway
in December 2016.

Parking Improvements
To meet the needs of customers on the Kitchener corridor, we have added 223 new
parking spaces at Mount Pleasant GO station.
New multi-level parking structures will be built to help address parking demands at
Maple and Rutherford GO stations. These structures will provide more than 1,200
spaces at each location. Construction will begin in 2018 at both locations.
We completed another phase of West Harbour GO Station, with 290 new parking
spaces and 2 accessible elevators.
Construction will begin this fall to add over 250 parking spaces at the Streetsville
GO station, bringing the total number of available spaces to more than 1,700.
Construction is expected to be completed in early 2018.
Approximately 130 new spaces will be added to Square One Bus Terminal, bringing
the number of available spaces to more than 330. Completion is expected next
spring.
In July, we opened 200 parking spaces at Mount Joy GO station.
We added almost 70 new parking spaces at 55 Station Rd, which is a short walk
from the King City GO station. Instead of asphalt, we used interlocking concrete
pavers which are better for the environment. Any rain water run-off and pollution
is now filtered by the crushed gravel which encourages tree growth around the lot.
The pavers also reduce the pooling/icing of water, which in turn results in less salt
use in the winter.

MEASURE

TARGET

2016/2017
FISCAL
YEAR

2015/2016
FISCAL
YEAR

On Time
We will run 94% of trains within five minutes
of the scheduled time.

94%

✔

95%

95%

We will run 94% of buses within 15 minutes
of the scheduled time.

94%

✔

95%

95%

80%

Not yet
met

32

27

77%

Not yet
met

65%

70%

30

✔

25

24

30

Not yet
met

41

22

85%

✔

100%

97%

Safety
We will have 30 or fewer complaints per
1,000,000 boardings regarding safety.

Keeping you in the know
77% of our customers will be satisfied with
GO Transit’s communication as measured by
our customer satisfaction survey.
We will have 30 or fewer complaints per
1,000,000 boardings regarding service
status communication.

Comfortable experience
We will have 30 or fewer complaints per
1,000,000 boardings regarding comfort in
stations, trains and buses.

Helpfulness
We will ensure 85% or more of customer
inquiries/concerns are resolved the first
time they contact us.

