Passenger Charter
Annual Progress Report
April 2012 – March 2013

Letter from Gary McNeil
Dear Passengers,
It has been nearly three years since we launched GO Transit’s Passenger Charter – a set of five promises
to do our best; to be on time, take your safety seriously, keep you in the know, make your experience
comfortable and help you quickly and courteously.
To keep our promises, we continue to make improvements across the GO system. From improving our
reliability, and increasing parking spaces, to communicating service status, we are listening to you. We
want to make sure your experience on the GO is an easy, safe and comfortable one.
We measure how we’re doing through our own performance indicators, and we learn about your
satisfaction through surveys and your feedback. Each Passenger Charter promise has a performance
indicator, as you’ll see in the chart at the end of this report, and we strive to meet these targets every
year.
Your feedback is heard and taken seriously. Many improvements have been made as a result. Through
our online customer panel, Let GO Know, which has over 7,100 panelists, we have conducted 50 surveys
and have collected 54,000 responses. I encourage you to join and have a direct hand in shaping the
improvements we’re making across our network.
I am pleased to present the 2012 - 2013 Annual Progress Report that outlines how we did last year, the
improvements we’ve made to the GO system, and highlights those things that we’re doing to help keep
our promises to you.

Thank you for riding with us.

Gary McNeil
President, GO Transit
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Our Promise: We will 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 you’re always welcome to see how we’re
doing. If there are delays, we will provide information about them.

Our Target

Our Year End
Performance

Improvements we’ve made

92%

94%

•

In March 2013, as part of our commitment to the reliability of
our services, GO Transit purchased an additional portion of rail
corridor along the Lakeshore West line from CN. By increasing
ownership, GO Transit is in a better position to improve service,
control operations and plan future service growth on this line. With
this purchase, GO now owns 67% of the tracks on which it operates.

•

During March 2013, GO Transit reached an on time performance
of 97% for trains.

•

During the storm of February 8, 2013, GO Transit’s storm plan was
implemented, which included the conversion of all express trains
to local service. As a result GO Transit achieved an 85% “on-time”
train performance.

•

As of February 2013, GO Transit assigns a Bus Supervisor at Square
One during the morning rush to assist passengers and manage
service adjustments.

•

In November 2012, GO Transit launched the GO Train Service
Guarantee. In our Passenger Charter we promise to do our best to
be on time; however, sometimes delays happen. If your train arrival
is delayed by 15 minutes or more, for reasons within our control, we
will credit what you paid for the trip.

ON TIME

Our Target

Our Year End
Performance

The percentage of rush hour train trips
within five minutes of the scheduled
time

1%

1%

ON TIME
The percentage of our scheduled trips
cancelled or delayed over 20 minutes

3

•

In the fall of 2012, GO Transit began to remove two seats on all
single-level GO Buses for easier boarding, and to help everyone get
to where they are going on time.

•

In June 2012, GO Transit adjusted the departure time of the last
eastbound morning train from Brampton by five minutes to avoid
other rail traffic on the Kitchener line and help ensure on-time
arrivals.

“Hi, I just wanted to
commend your driver of the
7:55 a.m. departing bus
from Square One. He was
fantastic, he noticed that I
was running for the bus, and
I was coming from the side
parking lot. I am not sure
how he saw me, but he was
attentive enough to spot me
and he waited the extra 10
seconds to allow me to get
on the bus. I am extremely
happy that he did that;
otherwise I would have been
late for work.”
GO Bus passenger
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Our Promise: We will always take
your safety seriously
This means continuing to keep our stations well lit and our vehicles
well maintained. It means creating a sense of security in our parking
lots. If something does happen, it means getting you the help you need
from our trained, professional staff. All in all, it means doing whatever
we can to ensure that you get home safely.

In January 2013, GO Transit implemented new work schedules for
Transit Safety Officers which increased their visibility and coverage
for all late night and special event trains.

•

As part of the revitalization of Union Station, ongoing construction
activities restricts some platform access. GO Transit redeploys
its resources to ensure that pedestrian safety at platform level is
maintained. Dedicated Transit Safety Officers are present in high
visibility areas to prevent track crossing and ensure safe movement
of passengers during both morning and afternoon peak periods.

•

In September 2012, GO Transit launched a parking safety campaign
whereby vehicles that parked in or blocked an emergency access
route, or limited access to accessible parking spots or other vehicles,
were ticketed and towed.

•

In May 2012, GO Transit’s Safety & Security team increased the
number of legal parking spaces. Lines and signs at our parking
lots were refreshed and repositioned to maximize space without
compromising safety and ease of use.

Our Target

•

Our Year End
Performance

Improvements we’ve made

80%

81%

SAFETY
Customer satisfaction with GO
Transit’s safety as measured by our
customer satisfaction survey

“I was on the 4:13 p.m.
eastbound to Guildwood and
had been unable to locate my
husband, who had gone to find
a seat in the concourse, and
who was not familiar with using
GO. A young security staff went
out of his way to reassure me I
would have assistance in getting
home. My husband was on the
train in another carriage. The
gentleman was very courteous
and caring and I want you
to know about his top class
behaviour.”
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Lakeshore East Train passenger

Our Year End
Performance

Our Target

Our Promise: We will keep you
in the know
Whether it’s information that can help you plan your journey, latebreaking news that impacts your trip with us, or a station announcement
you need to hear, we will be clear and consistent in our communications.

77%

74%

Improvements we’ve made
•

As of March 2013, there are more Bus Supervisors at Union Station
GO Bus Terminal until midnight to address service adjustments and
passenger enquiries.

•

Between November 2012 and March 2013, we provided 16 information
areas at GO Train stations.

•

In November 2012, GO Transit introduced GO Tracker, a web tool
that provides real-time GO Train departure information right in the
palm of your hand.

•

In August 2012, GO Transit added Service Updates to the GO Mobile
menu. Now, customers can view current status of GO Train or GO
Bus services from their mobile devices.

•

During the summer of 2012, GO Transit updated all existing
electronic station signs to display real-time train service information.
These new signs provide information about the next four train trips
travelling in each direction (where relevant) including departure
time, stations being served, track number and service status.

•

In April 2012, the Let GO Know online customer panel became
fully optimized for all smartphones. Now passengers with keyboard
enabled smartphones can take advantage of a newly redesigned

IN THE KNOW
Customer satisfaction with GO
Transit’s communication as
mveasured by our communication
survey

“Thank you for providing us
the GO Alerts. It provides a
lot of value to your riders.”
GO Train passenger

mobile survey experience.
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Our Promise: We will make your
experience comfortable
We want your trip to be as easy as possible. Your ticket will gain you
admission to a modern, well-equipped vehicle, giving you well-deserved
time to yourself. Your comfort is important to us.

In February 2013, GO Transit launched the Quiet Zone pilot on
the Barrie train line.

•

In November 2012, GO Transit began to take delivery of 25 new
double-decker buses bringing our total fleet to 47.

•

To help alleviate heavy passenger loads on the Friday afternoon
bus trips prior to the Thanksgiving long weekend, GO Transit ran
early homebound service on the Richmond Hill and Stouffville
train lines.

•

In September 2012, GO Transit added one more afternoon train
trip to Unionville for customers on the Stouffville line and in June,
GO Transit added one more morning and afternoon train trip on
the Milton line.

•

During the summer of 2012, GO Transit ran a pilot weekend train
service along the Barrie line. Every Saturday, Sunday and holiday
during the summer we ran six southbound train trips to Union
Station and six northbound train trips from Union Station.

•

During the summer of 2012, GO Transit equipped every staffed
GO rail station and bus terminal with a transport chair. A
transport chair is similar to a wheelchair and is available to
customers and GO Transit staff to assist passengers if required.

•

In May 2012, a new GO Bus stop at Canada’s Wonderland was
created. The new stop is located within the new bus loop, north
of the front gate entrance at Canada’s Wonderland, and provides
passengers quick access to the park.

•

In April 2012, GO Transit finished installing new decals on GO
Buses to indicate two types of preferred seating for our customers
in need; priority and courtesy seating. These seats are primarily
for passengers using wheeled mobility aids.
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80%

65%

COMFORT
Train seat availability on rush hour
train trips

Our Year End
Performance

•

Our Target

Between April 2012 and March 2013, GO Transit added 137
weekday bus trips and 274 new weekend bus trips.

Our Target

•

Our Year End
Performance

Improvements we’ve made

82%

80%

COMFORT
Customer satisfaction with the
cleanliness of GO Transit managed
stations as measured by our
customer satisfaction survey

“I would like to express my
gratitude for creating a quiet
zone on the GO Train. It has
made a huge difference to
my GO Train experience. I am
very sensitive to noise and
like to read my paper during
my ride. With the Quiet
Zone I can have the peace
and quiet, I can focus on
reading my papers or have a
powerful nap. Just want to
take a minute to express my
overdue appreciation to GO
Transit for making an already
comfortable, efficient and
reliable service even more
comfortable. THANK YOU!”

•

In the spring of 2012, the City of Toronto completed the
installation of bike lockers at Finch, Rouge Hill, Eglinton,
Scarborough, Long Branch, Exhibition and Guildwood GO
stations. The bicycle lockers provide secure bicycle parking and
protection from theft, vandalism and inclement weather. The
lockers hold one bicycle each as well as bike gear.

•

We know that finding a seat on the train is important to you. We
are working hard to improve seating availability by increasing our
train sets to 12 coaches. This adds more than 300 seats to each
12-coach train. To accommodate the longer trains we are also
expanding our platforms.

•

Platform extensions scheduled for completion later in 2013 and
beyond include: Acton, Bloor, Etobicoke North, Georgetown,
Mimico (north platform), Markham, Richmond Hill and Weston
(north and south platforms).

GO Train passenger
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Our Promise: We will help you quickly
and courteously
Customer assistance is part of everyone’s job at GO Transit. If you
have a problem, we’ll do our very best to resolve it on the spot. If you
have questions prior to, or during your trip, we’ll answer them for you.
In other words, whenever you need help, just ask.

On March 28th 2013, GO Transit launched a WiFi pilot at the
station and platform level at Clarkson and Pickering GO Stations.

•

In March 2013, GO Transit reduced the $10.00 minimum load
requirement on PRESTO cards to $0.01.

•

GO Transit offers designated carpool parking at select stations.
Carpooling to a GO station allows you to share the cost of driving
and reduces parking hassles.

•

In February 2013, The Niagara Transportation Centre, located
across the street from the Niagara VIA Rail Station) became a GO
agency.

•

In February 2013, GO Transit completed a software update for our
Ticket Vending Machines to accept the newer $20 polymer bills.

•

In January 2013, the Acton GO Station opened in Acton. The
station is equipped with heated shelters, a 100 space parking lot
and other amenities. Both GO Trains and Buses will serve the
station.

•

In December 2012, GO Transit opened its new Oshawa Bus
Storage and Maintenance Facility. The 160,000 square foot facility
improves GO Bus service and serves as a major centre for the
buses operating within Durham Region.

•

In November 2012, for the 100th Grey Cup and the Toronto Santa
Claus Parade we ran extra trains on our Barrie, Milton, Kitchener,
Stouffville and Richmond Hill lines.

•

In the fall of 2012, snack and drink vending machines were
installed at select locations. The vending machines were
installed will offer nationally recognized brands and products for
customers’ convenience while on the GO.

•

In October 2012, GO Transit launched a new PRESTO fare
calculator. The new calculator allows you to easily calculate your
fare when using PRESTO.
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Our Target

•

Our Year End
Performance

Improvements we’ve made

80%

87%

HELP
The percentage of telephone calls
answered within 20 seconds or less

I would like to inform you of
something that took place
Friday, April 19, 2013. I
received a call from one of
your Special Constables that
my daughter had parked our
car at the Whitby GO station
lot and had not properly
closed the trunk upon her
departure. The Special
Constable happened to
notice this and investigated
the situation. He found our
daughter’s wallet inside the
open trunk and managed to
ID us and took the time to
call and inform us of what
had happened. He asked
how he could help resolve
the matter. I told him that our
daughter was in Toronto and
as we are over 40 km from
the station it would be some
time before we could be
there. He asked if he should
simply put the wallet back
in the trunk and secure the
vehicle. I agreed that would
be the simplest remedy
and he assured us he would
take care of this matter for
us. Given that there are not
many people who would go
to such lengths to “do the
right thing” I hope you will
recognize his going “above &
beyond” in some meaningful
way. He has renewed our
faith in people.
Father of a GO Train passenger

•

As of October 2012, GO Transit customers can now complete and
submit the reserved parking application online.

•

During the fall of 2012, GO Transit partnered with BufferBox to
allow customers the flexibility to ship parcels to a convenient and
secure location. GO Transit plans to have a Bufferbox at every GO
station by December 2013.

•

In September 2012, we ran extra trains on our Barrie, Milton,
Kitchener and Richmond Hill lines for Scotiabank Nuit Blanche.
Trains could not run on the Stouffville line due to the construction
of a bridge near Centennial GO Station.

•

In September 2012, we ran additional Lakeshore service for the
Ultimate Fighting Championship 152 and for Supercrawl in
Hamilton.

•

In September 2012, GO Transit invited the public to share ideas
on how Metrolinx can make it easier for people with disabilities to
travel around our region at four public meetings. Meetings were
held in Oakville, Pickering, Richmond Hill and Toronto.

•

In order to make it easier for students returning to schools
in September 2012 GO Transit began to accept school issued
identification that met predetermined criteria as valid
identification for student travel on any GO service.

•

As of September 1, 2012, as part of a joint GO Transit/TTC pilot,
GO passengers with a valid GO ticket can take the TTC # 38 bus
between the Rouge Hill station and the University of Toronto,
Scarborough Campus, at no additional cost.

•

In July 2012, GO Transit began a partnership with the Ontario
Licensing Appeal Tribunal to share facilities at 530 - 20 Dundas
Street West in Toronto for Administrative Hearings. The new
shared facility provides improved public access, security and is
fully accessible.

•

In July for the Honda Indy, and in August for the Caribbean
Carnival weekend, we ran extra trains on our Milton, Kitchener
and Richmond Hill lines. Trains could not run on the Stouffville
line due to the construction of a bridge near Centennial GO
Station.

•

In June 2012, GO Transit began seasonal express GO Bus service
between St. Catharines VIA station and Niagara-on-the-Lake. The
new service provides an easy connection at the St. Catharines VIA
station with the seasonal Niagara Falls trains.

•

On Friday June 15, GO ran a special train to Niagara Falls so
passengers could watch Nik Wallenda walk across the falls on a
tightrope.
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•

In May 2012, GO Transit began to pilot the next generation
of Ticket Vending Machines at Oakville and Aurora stations,
Union Station and the Union Station GO Bus Terminal. The new
machines sell single tickets and day passes, and offer a number of
improvements.

•

In April 2012, GO Transit launched PRESTO sales and support
within 15 sales agencies and bus terminals: York Mills , Finch,
Newmarket, Peterborough, Oshawa, Ajax, Barrie, and Durham
College bus terminals, York University, University of Waterloo,
Scarborough town centre, Uxbridge (Uxbridge Travel Centre),
Wilfrid Laurier University, Georgetown Main Video & Variety and
Acton Town Milk.

•

In April 2012, GO Transit introduced a dedicated Lost and Found
email address. Passengers can now inquire about lost items via
LostandFound@gotransit.com or through our main number 1-888GET ON GO.
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Our Year End
Performance

In May 2012, GO Transit opened the new Guelph Central GO
Station Bus Terminal. The new terminal provides passengers easy
transfers between GO Train and GO Bus services out of the same
location.

Our Target

•

2 days

1.8 days

HELP
The average business days to address
customer concerns

PROMISE
CATEGORY

On Time

OUR
TARGET

OUR
TARGET

2012/2013
YEAR
END

2011/2012
YEAR
END

2010/2011
YEAR
END

We will run more than 92% of
rush hour trains within five
minutes of the scheduled time.

92%

✔

94%

95%

94%

We will have less than 1%
of our train scheduled trips
cancelled or delayed over 20
minutes.

1.0%

✔

1.0%

0.6%

0.8%

80%

✔

81%

73%

79%

77%

Not
yet
met

74%

74%

76%

We will strive to have seats
available for every passenger on
80% of weekday rush hour train
trips.

80%

Not
yet
met

65%

66%

71%

We will increase year over year,
the percentage of customers
who are satisfied with the
cleanliness of GO Transit
managed stations as measured
by our customer satisfaction
survey.

82%

80%

81%

82%

Safety
We will increase year over year,
the percentage of customers
who are satisfied with GO
Transit’s safety as measured by
our customer survey.

Keeping you in the know
We will increase year over year,
the percentage of customers
who are satisfied with GO
Transit’s communication
as measured by our
communication survey.

Comfortable experience

Not
yet
met

Helpfulness
We will address customer
concerns within two business
days.

2
Days

✔

1.8 days

1 day

2.4 days

We will answer 80% of
telephone calls within 20
seconds or less.

80%

✔

87%

83%

84%
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416 869 3200
1 888 GET ON GO (438 6646)
TTY 1 800 387 3652
Pour plus de renseignements, veuillez visiter le site
gotransit.com ou composer un des numéros ci-dessus.
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