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Letter from Greg Percy
Dear Passengers,
In 2010, 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 increasing service and adding parking spaces to communicating service status
and providing a more peaceful experience, we are responding to your needs. We are
committed to making your experience on GO a convenient, safe, and comfortable
one.
We track how we’re doing 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. We strive to meet these targets every year. We continue to monitor our
targets as our system grows, and evolve these metrics as needed.
Your feedback is heard and it makes an impact. Many of our initiatives are a direct
result of customer engagement. Through our online customer panel, Let GO Know,
which has over 7,500 panelists, we have conducted 57 surveys and collected over
66,000 responses. I encourage you to join, as your feedback guides us in shaping the
improvements we’re making across our network.
I am pleased to present the 2013 - 2014 Annual Progress Report, which outlines how
we did last year, the improvements we’ve made to the GO system and highlights the
things that we’re doing to help keep our promises to you.
Thank you for taking GO Transit.

Greg Percy
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

94%

93%

ON TIME
THE PERCENTAGE OF RUSH HOUR
TRAIN TRIPS WITHIN FIVE MINUTES

Our Target

Our Year End
Performance

OF THE SCHEDULED TIME

1%

0.8%

ON TIME
THE PERCENTAGE OF OUR
SCHEDULED TRIPS CANCELLED
OR DELAYED OVER 20 MINUTES

The winter season was the worst in recent Ontario history,
and our on time performance was affected. As part of our
standard review of extraordinary events, GO Operations
launched a full debrief on service performance during the
extreme weather conditions. This review resulted in several
improvements, including more and better located back-up
generators, salt application and snow removal procedures.
Throughout the year, we have completed many projects that
allow for smoother traffic flow and increased service across
the GO network. Signal upgrades were performed on the
Barrie corridor, grade separations have been done across
all corridors and additional track has been added. These
changes reflect our commitment to ensuring our trains reach
their destinations on time.
In November, we completed grade separations at Strachan
Avenue. All three tracks have been successfully shifted into the
new lowered north corridor to improve safety and traffic flow.
In August, we launched our “Buy Before you Board”
campaign to encourage our bus passengers to use PRESTO
or to purchase tickets from a TVM or Station Attendant.
This can help to ensure our buses depart and reach their
destinations on time.
From April to November, 2013, GO Transit’s partnerships with
Bombardier, CN and Canadian Pacific, and improvements
to train signals and tracks contributed to an on-time train
performance of over 95%.
“Thank you for getting the Lakeshore West trains back on track and
on schedule so quickly after the big Monday storm! I was expecting to
see the delays and bus connections between Long Branch and Port
Credit continue all week: I was thrilled to see that today’s trains were
already back on schedule! Thank you!”
GO Train 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.

From October through December, Transit Safety Officers
took part in a Railway Level Crossing Blitz, in coordination
with local police services.
In November and December, we ran ‘Lock it or Lose it’ an
auto theft crime prevention program that Transit Safety
supports in partnership with the OPP. Statistics show that
most thefts from cars happen to victims who have not
taken the time to properly secure their valuables. Through
community engagement, this is preventable.
In September, the ‘Safe Parking’ campaign saw Transit
Safety officers keeping passengers informed about our
tow-away zones and providing them with helpful safety
hints when parking.

Our Target

Every year, GO’s Transit Safety department organizes
several campaigns to educate passengers about traveling
safely on the system.

Our Year End
Performance

Improvements we’ve made

80%

88%

SAFETY
CUSTOMER SATISFACTION
WITH GO TRANSIT’S SAFETY AS
MEASURED BY OUR CUSTOMER
SATISFACTION SURVEY

In May, Union Station Bus Terminal hours were extended.
The bus terminal is now open until 2:40 a.m., seven days a
week, excluding statutory holidays. This provides passengers
a safe and secure place to stay before boarding our buses.
“I would like to take this opportunity to express my thanks for the assistance and professionalism
of your Transit Safety Officer today regarding the incident where my vehicle remotely started
whilst parked at the Oakville Go multi-story car park. I appreciated the call at my work in Toronto
informing me of the situation and the TSO ensuring that my car could not be taken in the meantime
by blocking my vehicle with his cruiser until I arrived at the scene.”
GO Train Passenger
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Our Year End
Performance

Our Target

77%

72%

IN THE KNOW
CUSTOMER SATISFACTION WITH
GO TRANSIT’S COMMUNICATION
AS MEASURED BY OUR
COMMUNICATION SURVEY

“My car broke down last
night and I had to get to work
today. I used your website to
figure out how to get there,
how much it would cost and
how long it would take. On
my phone. At 11:30 at night!
Great website. Thank you.”


GO Bus passenger

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

Improvements we’ve made
In October, we launched a new website feature, ServiceAt-A-Glance, which provides a quick and easy snapshot of
what is happening on our system on one screen.
In September, we hosted “Know before you GO” events
at Union Station and Union Station GO Bus Terminal,
highlighting all the different ways that passengers can
keep informed about GO service.
In July, we launched more user-friendly online schedules:
•
Date-specific schedules replaced weekday/weekend
schedules; special services now included on online
schedules; passengers have full view of services available
for the day of travel.
• Ability to filter information by train or bus service and
provides a custom, printable view of a timetable.
•
Better distinction between train and bus trips on
schedules through improved icons and color scheme.
• Maps provided for each route
• Improved ease of use
• Accessibility compliant
In April, we started a six-month pilot project with IMA
Outdoor to provide free Wi-Fi internet access to customers
at select GO Transit stations. Wi-Fi is now available for
use at thirteen of our stations. In October, we extended
that pilot at the participating stations.
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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.

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 lines.
In September, we opened the newly renovated Unionville
GO Station. The building was expanded to accommodate
more passengers, with a larger waiting area, a relocated
ticket booth to improve customer queuing and new
accessible washrooms.
In September, Pickering GO Station attained LEED®
(Leadership in Energy and Environmental Design) Canada
Gold certification in the category for New Construction
and Major Renovations. The building was completely
renovated and offers many passenger amenities and
numerous eco-friendly features.
In September, a new 6-storey parking structure opened
at Erindale, providing 1470 new covered spots. Included
is a new station attached to the structure, a first for GO
Transit. A new bus loop, connectivity to the station
building, enhanced public areas, green space, pedestrian
pathways, elevated/enclosed pedestrian bridge and
canopy access to the station and accessible tunnel were
added to enhance the usability of the space.
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Our Target

In January, we added several new train trips:
• Lakeshore West – 3 new a.m. trips.
•
Kitchener – 2 new trips (1 return trip to/from Mount
Pleasant) and 1 a.m. trip extended to Georgetown
(additional 8 stops).
• Lakeshore East will have a new a.m. trip, stops at Whitby,
Ajax, Pickering, then express to Union.

Our Year End
Performance

Improvements we’ve made

80%

62%

COMFORT
WE WILL STRIVE TO HAVE
SEATS AVAILABLE FOR EVERY
PASSENGER ON 80% OF WEEKDAY
RUSH HOUR TRAIN TRIPS.

“THANK YOU! THANK YOU!
Just received the email
indicating that service will
increase to every 30 minutes
on the Lakeshore Line as well
as more frequent rush hour
service. I think most of your
customers have wanted this
for years, so this is truly a
great achievement! Keep up
the good work!!! I look forward
to the new schedules.”
GO Train passenger

Our Year End
Performance

Our Target

82%

82%

COMFORT
WE WILL INCREASE YEAR
OVER YEAR, THE PERCENT OF
CUSTOMERS WHO ARE SATISFIED
WITH THE CLEANLINESS OF GO
TRANSIT MANAGED STATIONS AS
MEASURED BY OUR CUSTOMER
SATISFACTION SURVEY.

In August, we opened the new 6-storey parking structure
at Ajax GO station. It features a car counting system that
indicates when the levels are full. This structure provides
approximately 1,000 new parking spaces.
In July, after a successful pilot on the Barrie line, the Quiet
Zone was launched system-wide.
In June, after years of planning and construction, we launched
30-minute off-peak service for the Lakeshore corridor.
From April to September, we added 81 weekday bus trips
and 171 new weekend bus trips.
In April, GO reached a new milestone; we operated more than
5,000 train trips in one month for the first time in our history.

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.

Improvements we’ve made

“I would like to thank the staff
at GO Transit in Oshawa for
assisting my mom last night.
She was on the last train on
Dec 26 from Union. There
was a lot of ice accumulation
on her vehicle and the GO
transit employees assisted with
removing the ice and snow. She
has mobility issues and their
help was greatly appreciated.”

In October, 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 lines.
In September, we ran special trains on the Milton, Kitchener,
Richmond Hill and Stouffville lines to make it easy for
passengers to get to the CNE.
In August, for increased passenger convenience, Exhibition
GO Station was staffed for extended hours, from 8:30 a.m. to
1:15 a.m., seven days a week, throughout the 2013 CNE.
In August, we provided special train service for the Scotiabank
Caribbean Carnival parade on lines that do not usually have

GO Train passenger
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In June, PRESTO upgraded features on the PRESTO
card to address your feedback. It’s now easier to manage
accounts with a username login, and you have the ability to
link multiple cards to one account. Website improvements
allowed auto clearing of overdrafts, so you do not need to
see a Station Attendant. You now have the ability to set up
student and senior fares for an unregistered card.
In May, we opened a new ticket booth in the York West
Teamway at Union Station. You now have another option to
complete GO Transit-related transactions without having to
enter the busy GO Transit Concourse.
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Starting in April, we introduced new late night bus service
(including trips after 2 a.m.) from Union Station Bus
Terminal on Lakeshore West & East, Milton, Georgetown,
Richmond Hill, Barrie and Stouffville lines. These services
are targeted for those who plan to be downtown late and
would have previously had to drive into the city to ensure
they could get home after their night out.

Our Year End
Performance

80%

79%

HELP
THE PERCENTAGE OF
TELEPHONE CALLS ANSWERED
WITHIN 20 SECONDS OR LESS

Our Year End
Performance

In June, a new bus shuttle from Rutherford GO Station to
Canada’s Wonderland began for the summer months.

Our Target

In July, we expanded the “Carpool to GO” program to
24 GO Stations, with the addition of Cooksville and
Langstaff stations.

Our Target

weekend train service. This year, all special trains, except
for the Barrie line, provided service to and from Exhibition
GO Station, so passengers did not need to change trains at
Union Station.

2 days

1.8 days

HELP
THE AVERAGE TIME TO
ADDRESS CUSTOMER
CONCERNS

Promises
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PROMISE
CATEGORY

OUR
TARGET

2013/2014 2010/2011 2009/2010
YEAR END YEAR END YEAR END

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

94%

Not
Yet
Met

93%

94%

95%

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

1.0%

✔

0.8%

0.9%

0.6%

80%

✔

88%

83%

73%

77%

Not
Yet
Met

72%

73%

74%

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

80%

Not
Yet
Met

62%

65%

66%

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

82%

✔

82%

80%

81%

2
Days

Not
Yet
Met

2.8
Days

1.8
days

1 day

80%

Not
Yet
Met

79%

87%

83%

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

Comfortable experience

Helpfulness
We will reduce the average time
to address customer concerns
to within 2 days.
We will answer 80% of
telephone calls within 20
seconds or less.
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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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