“Keeping Score: Using Performance Measures to Support
Decisions

May 15 2017
Kenneth McDonald - President & CEO of Long Beach Transit
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Location: City of Long Beach, CA
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City Profile
CITY OF

LONGBEACH

Population of over 475,000 in an
area of 52-square miles

7t largest city in California

Over 5.5 million visitors annually

15,000+ businesses within the City

Home to:

o Port of Long Beach California State University, Long Beach
o Long Beach Airport Carnival Cruise Lines
o Boeing Aerospace Convention Center

o 11-mile coast line Aquarium of the Pacific
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Long Beach Transit Overview
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7 member Board

98-square mile service
area, across 13 cities

27 million annual boardings
Agency Budget: S120M
750+ employees

250 buses

4 water taxis
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Introduction

Kenneth McDonald, President & CEO

» 26 years of management experience in transit
» Began with LBT in August 2013

» Prior experience:
= Assistant GM of Operations with MARTA, Atlanta, GA

= COO with San Francisco Municipal Transportation Agency

= Assistant VP of Transit & Rail Systems with Parsons Brinckerhoff

» Education:

= Bachelor of Science in Electrical Engineering

= Masters of Science in Technology Management
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CEO Management Focus

3 “Rs” of Management Teachable Points of View

1. Respect for Self v' Trust but verify

2. Respect for Others v Bad news does not get better

with time
3. Responsibility for:

Safety v" If you are not a part of the
Customer Service solution, you are a part of the
Revenue problem

v You don’t have to be disagreeable
in order to disagree
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VISION

A leading provider of transportation options
delivering innovative and high-performing services
within a multi-modal network that transforms the
social, environmental and economic well-being of
the diverse communities we serve.

MISSION

Dedicated to connecting
communities and moving people...
making everyday life better.

VALUES

e Consider “Customer First” e Be Open to New Ideas and
in Decision Making Continuous Improvement

e Operate with Integrity ¢ Be Proactive
' e Cultivate Employee Potential
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Agency Culture

Prior Culture (Pre 2013)
» Data rich...
...but information poor

Current Culture...2016

:iiiiii‘ » Business Oriented

FY2015

\ » Data Driven

» Forward Thinking

189, 040013 | 2,711, 580, 300, 256,048 | 2,358,220 2,376,796 | 2473083 | 2,£29.221 | 2516474 | 2,116,227 | 28,355,628
WF4 2225904 2009893 2680883 2570475 2439133 2341650 2442251 1351542 | 2562767 | 2,432.2% | 2553968 | 2,155,699 |28.480,560
2 70847 | 2,533,101 | 2,598,891 2481809 2270688 2323912 2,282,352 | 2432369 | 2,422,733 | 2595982 | 2,261,827 | 28,597,670
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VISION
m ORGANIZATIONAL

GOALS

KEY PERFORMANCE INDICATORS

LEADERSHIP
COMPETENCIES

IMPROVE SAFETY |
AND SERVICE |
QUALITY |

PROMOTE EXERCISE
COMMUNITY AND FINANCIAL
INDUSTRY FOCUS ACCOUNTABILITY

=

ENHANCE FOSTER

CUSTOMER EMPLOYEE
EXPERIENCE ENGAGEMENT
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Keeping Score

LBT Strategic

Priority

L Organizational
Goal

L

Department
Goal

Improve Safety & Service Quality

Improve Quality of Service rating
score annually ->95%

Improve bus on-time
performance from 80% to 85%

L Individual

Goal

Reduce early departures
by 10% of prior year
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Key Performance Indicators (KPls)

Analyze raw data...
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...to make informed decisions
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Key Performance Indicators (KPIs)

Analyze raw data...

LBT Operator Hours
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Total Paid Hours Per Month
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’ July August September October November December January February March

April

May

COFY15 94,336.31 91462.43 96,240.91 99.836.26 52,024.52 96,305.01 98423.81 87,217.43 95,997.35

95,866.45

=l=FY14 93,293.91 50,970.95 94,028.03 96,744.17 95,589.34 98.316.83 102,844.45 88,593.88 95,007.35

97,082.91

101,311.25

88,161.86
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93,263.33

97,826.31

91,971.25

...to make informed decisions
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Key Performance Indicators (KPls)
Analyze raw data...
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...to make informed decisions
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Key Performance Indicators

Analyze raw data...
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Revenue

6/28/14 - 5/8/2015

$10,149,012

FAREBOX CASH
Cumulative YTD by Month
6/29/13 - 5/9/2014

$10,020,368

Increase/(Decrease)

$128.644

...to make informed decisions
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Performance Management

Improve
Safety and
Service Quality

Promote Exercise

Organizational Objectives
Community & Financial

Industry Focus Strategic Accountability & Key Performance Indicators

Priorities '
Enhance Foster

Departmental Goals

Customer Employee
Experience Engagement

4

Individual Goals

4

Outcomes & Results
Scoreboard
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New Agency Culture

Community
and Industry
Focus

Customer
Experience

Safety and Scoreboard

Service

Quality

Strategic
Priorities

LBT Operator Hours
-
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Accountability
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i by Auguzt sepember Oncber Movember Deczmber Jmnuary Febnary Marh ol may une.

Employee
Engagement

Effective Decisions Making
and
Employee Performance Management
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Thank You!

Kenneth McDonald
kmcdonald@Ibtransit.com
(562) 599-8565




