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Glossary 
Access: The opportunity to reach a given destination within a certain timeframe or without 
significant physical, social, or economic barriers.  

Accessible Vehicle: A public transportation vehicle that does not restrict access, is usable, and 
provides allocated space and/or priority seating for individuals who use mobility devices.  

Americans with Disabilities Act (ADA): The Americans with Disabilities Act, passed in July 
1991, gave direction to local transit agencies to ensure full access to transportation for persons 
with disabilities.  

Boardings: The total number of passengers getting on a transit vehicle during a specified 
period of time. See also Ridership and Passenger Trip.  

Capital Cost: The cost of equipment and facilities required to support transportation systems, 
including vehicles, radios, shelters, software, etc.  

Central Transfer Point: A central meeting place where routes or zonal demand response buses 
intersect so that passengers may transfer. Routes are often timed to facilitate transferring and 
depart once passengers have had time to transfer. When all routes arrive and depart at the 
same time, the system is called a pulse system. The central transfer point simplifies transfers 
when there are many routes (particularly radial routes), several different modes, and/or 
paratransit zones. A downtown retail area is often an appropriate site for a central transfer point, 
as it is likely to be a popular destination, a place of traffic congestion and limited parking, and a 
place where riders are likely to feel safe waiting for the next bus. Strategic placement of the 
transfer point can attract riders to the system and may provide an opportunity for joint marketing 
promotions with local merchants.  

Circulator: A bus that makes frequent trips around a small geographic area with numerous 
stops around the route. It is typically operated in a downtown area or area attracting tourists, 
where parking is limited, roads are congested, and trip generators are spread around the area. 
It may be operated all-day or only at times of peak demand, such as rush hour or lunchtime.  

Commuter Bus Service: Transportation designed for daily, round-trip service, which 
accommodates a typical 8-hour, daytime work shift (e.g., an outbound trip arriving at an 
employment center by 8 AM, with the return trip departing after 5 PM).  

Coordination: Coordination means pooling the transportation resources and activities of 
several agencies. The owners of transportation assets talk to each other to find ways to 
mutually benefit their agencies and their customers. Coordination models can range in scope 
from sharing information, to sharing equipment and facilities, to integrated scheduling and 
dispatching of services, to the provision of services by only one transportation provider (with 
other former providers now purchasing services). Coordination may involve human service 
agencies working with each other or with public transit operations. 

Cost per Boarding: The total operating expenditures of a route or service divided by the 
number of total boardings. 

Cost per Revenue Mile or Hour: The total operating expenditures of a route or service divided 
by the number of revenue miles or revenue hours. 

Demand Response Service: Service to individuals that is activated based on passenger 
requests. Usually passengers call the scheduler or dispatcher and request rides for dates and 
times. A trip is scheduled for that passenger, which may be canceled by the passenger. Usually 
involves curb-to-curb or door-to-door service. Trips may be scheduled on an advanced 
reservation basis or in “real-time.” Usually smaller vehicles are used to provide demand 
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response service. This type of service usually provides the highest level of service to the 
passenger but is the most expensive for the transit system to operate in terms of cost per trip. In 
rural areas with relatively high populations of elderly persons and persons with disabilities, 
demand response service is sometimes the most appropriate type of service. Sub-options within 
this service type are discussed in order of least structured to most structured, in terms of routing 
and scheduling.  

• Pure Demand Response Service: Drivers pick up and drop off passengers at any point 
in the service area, based on instructions from the dispatcher. In pure demand response 
systems, the dispatcher combines immediate requests, reservations, and subscription 
service for the most efficient use of each driver’s time.  

• Zonal Demand Response Service: The service area is divided into zones. Buses pick 
up and drop off passengers only within the assigned zone. When the drop off is in 
another zone, the dispatcher chooses a meeting point at the zone boundary for 
passenger transfer or a central transfer is used. This system ensures that a vehicle will 
always be within each zone when rides are requested.  

• Flexibly Routed and Scheduled Services: Flexibly routed and scheduled services 
have some characteristics of both fixed route and demand response services. In areas 
where demand for travel follows certain patterns routinely, but the demand for these 
patterns is not high enough to warrant a fixed route, service options such as checkpoint 
service, point deviation, route deviation, service routes, or subscription service might be 
the answer. These are all examples of flexible routing and schedules, and each may 
help the transit system make its demand response services more efficient while still 
maintaining much of the flexibility of demand responsiveness.  

• Microtransit: A form of demand response service, open to the general public, that 
requires some type of "reservation," typically made via an app-based system. Typically, 
microtransit uses software algorithms to completely automate the scheduling of the trip, 
the fare collection (if any), and the route the driver will utilize (communicating with the 
driver via some type of mobile data terminals). 

Deviated Fixed Route Service: Transit buses travel along a predetermined alignment or path 
with scheduled time points at each terminal point and in some instances at key intermediate 
locations. Route deviation service is different than conventional fixed route bus service in that 
the vehicle may leave the route upon requests of passengers to be picked up or returned to 
destinations near the route. Following an off-route deviation, the vehicle typically returns to the 
point at which it left the route. Passengers may call in advance for route deviation or may 
access the system at predetermined route stops. The limited geographic area within which the 
vehicle may travel off the route is known as the route deviation corridor.  

Dial-A-Ride Service: A name that is commonly used for demand response service. It is helpful 
in marketing the service to the community, as the meaning of “dial-a-ride” may be more self-
explanatory than “demand response” to someone unfamiliar with transportation terms.  

Environmental Justice: Executive Order 12898, issued in 1994, requires agencies receiving 
federal funds to determine whether their programs, policies, and activities will have 
disproportionately high and adverse human health or environmental effects on minority or low-
income populations. 

Express Bus Service: Express bus service characteristics include direct service from a limited 
number of origins to a limited number of destinations with no intermediate stops. Typically, 
express bus service is fixed route/fixed schedule and is used for longer distance commuter trips. 
The term may also refer to a bus that makes a limited number of stops, while a local bus makes 
many stops along the same route but as a result takes much longer.  
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Farebox Recovery Ratio: The percentage of operating costs covered by revenue from fares 
and contract revenue (total fare revenue and total contract revenue divided by the total 
operating cost).  

Fares: Revenue from cash, tickets, and pass receipts given by passengers as payment for 
public transit rides.  

Federal Transit Administration (FTA): An operating administration within the United States 
Department of Transportation that administers federal programs and provides financial 
assistance to public transit.  

Feeder Service: Local transportation service that provides passengers with connections to a 
longer-distance transportation service. Like connector service, feeder service is service in which 
a transfer to or from another transit system, such as an intercity bus route, is the focal point or 
primary destination.  

Fixed Route: Transportation service operated over a set route or network of routes on a regular 
time schedule.  

Headway: The length of time between vehicles moving in the same direction on a route. 
Headways are called short if the time between vehicles is short and long if the time between 
them is long. When headways are short, the service is said to be operating at a high frequency; 
if headways are long, service is operating at a low frequency.  

Intercity Bus Service: Regularly scheduled bus service for the public that operates with limited 
stops over fixed routes connecting two or more urban areas not near, that has the capacity for 
transporting baggage carried by passengers, and that makes meaningful connections with 
scheduled intercity bus service to more distant points, if such service is available. Intercity bus 
service may include local and regional feeder services, if those services are designed expressly 
to connect to the broader intercity bus network.  

Interlined Routes: When fixed routes are routed through a transfer center or some other 
terminal location and become another route, with passengers typically allowed to ride through 
from one route to another without an additional fare and/or transfer fee. The “interline” is 
typically identified on public materials. 

Operating Expenditures: The recurring costs of providing transit service (wages, salaries, fuel, 
oil, taxes, maintenance, insurance, marketing, etc.).  

Operating Revenue: The total revenue earned by a transit agency through its transit 
operations. It includes passenger fares, advertising, and other revenues.  

Paratransit Service: "Paratransit" means the transportation of passengers by motor vehicle or 
other means of conveyance by persons operating on a regular and continuing basis and the 
transportation or delivery of packages in conjunction with an operation having the transportation 
of passengers as its primary and predominant purpose and activity but excluding regular route 
transit. "Paratransit" includes transportation by carpool and commuter van, point deviation and 
route deviation services, shared-ride taxi service, dial-a-ride service, and other similar services.  

Boardings per Mile or Hour: Productivity measure that takes the total boardings and divides 
by the miles and/or hours operated. The hours and/or miles may be presented as either total 
vehicle miles or hours or as revenue miles or hours. 

Passenger Trip (Unlinked): Typically, one passenger trip is recorded any time a passenger 
boards a transportation vehicle or other conveyance used to provide transportation. “Unlinked” 
means that one trip is recorded each time a passenger boards a vehicle, no matter how many 
vehicles that passenger uses to travel from their origin to their destination.  
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Performance Indicator: An indicator is a metric that provides meaningful information about the 
condition or performance of the transportation system but is neither managed nor used to 
evaluate the effectiveness of policies, strategies, or investments.  

Performance Measure: A performance measure is a metric that measures progress toward a 
goal, outcome, or objective. This definition covers metrics used to make decisions or evaluate 
the effectiveness or adequacy of a policy, strategy, or investment.  

Performance Target: A target is a specific performance level representing the achievement of a 
goal, outcome, or objective.  

Point Deviation Service: A type of flexible route transit service in which fixed scheduled stops 
(points) are established but the vehicle may follow any route needed to pick up individuals along 
the way if the vehicle can make it to the fixed points on schedule. This type of service usually 
provides access to a broader geographic area than does fixed route service but is not as flexible 
in scheduling options as demand response service. It is appropriate when riders change from 
day to day, but the same few destinations are consistently in demand. Also sometimes called 
checkpoint service.  

Public Transportation: Transportation service that is available to any person upon payment of 
the fare either directly, subsidized by public policy, or through some contractual arrangement, 
and that cannot be reserved for the private or exclusive use of one individual or group. “Public” 
in this sense refers to the access to the service, not to the ownership of the system that 
provides the service.  

Revenue Hours: The number of transit vehicle hours when passengers are being transported. 
Calculated by taking the total time when a vehicle is available to the public with the expectation 
of carrying passengers. Excludes deadhead hours, when buses are positioning but not carrying 
passengers, but includes recovery/layover time.  

Revenue Miles: The number of transit vehicle miles when passengers are being transported. 
Calculated by taking the total mileage operated when a vehicle is available to the public with the 
expectation of carrying passengers. Excludes deadhead mileage, when buses are moving but 
not carrying passengers.  

Ridership: The total of all unlinked passenger trips, including transfers. One trip that includes a 
transfer would be counted as two unlinked passenger trips.  

Ridesharing: A form of transportation, other than public transit, in which more than one person 
shares the use of a vehicle, such as a van or car, to make a trip. Variations include carpooling or 
vanpooling.  

Section 5304 (State Transportation and Planning Program): The section of the Federal 
Transit Act of 1991, as amended, that provides financial assistance to the states for purposes of 
planning, technical studies and assistance, demonstrations, management training, and 
cooperative research activities.  

Section 5307 (Urbanized Area Formula Program): The section of the Federal Transit Act of 
1991, as amended, that authorizes grants to public transit systems in urban areas with 
populations of more than 50,000 for both capital and operating projects. Based on population 
and density figures, these funds are distributed directly to the transit agency from the FTA.  

Section 5310 (Enhanced Mobility for Seniors and Persons with Disability): The section of 
the Federal Transit Act of 1991, as amended, that provides grant funds for the purchase of 
accessible vehicles and related support equipment for private non-profit organizations to serve 
elderly and/or people with disabilities, public bodies that coordinate services for elderly and 
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people with disabilities, or any public body that certifies to the state that non-profits in the area 
are not readily available to carry out the services.  

Section 5311 (Non-urbanized Area Formula Program): The section of the Federal Transit Act 
of 1991, as amended, that authorizes grants to public transit systems in non-urbanized areas 
(fewer than 50,000 population). The funds initially go to the governor of each state.  

Section 5339 (Bus and Bus Facilities): The section of the Federal Transit Act of 1991, as 
amended, that makes federal resources available to states and designated recipients to replace, 
rehabilitate, and purchase buses and related equipment and to construct bus-related facilities, 
including technological changes or innovations to modify low or no emission vehicles or 
facilities. Funding is provided through formula allocations and competitive grants. A sub-program 
provides competitive grants for bus and bus facility projects that support low and zero-emission 
vehicles. 

Service Area: The geographic area that coincides with a transit system’s legal operating limits 
(city limits, county boundary, etc.).  

Service Gaps: When certain geographic segments cannot be covered by transportation 
services. This term can also refer to instances where service delivery is not available to a 
certain group of riders, or at a specific time.  

Service Span: The duration of time that service is made available or operated during the 
service day (e.g., 6 AM to 10 PM on weekdays).  

Spare Ratio: The percentage/number of vehicles that an operator purchases in excess of the 
number of vehicles required to provide the maximum level of service. The spares are required 
so that some vehicles may cycle through a preventive maintenance regimen while the full level 
of planned service can still be provided. 

Standard: A recommendation that leads or directs a course of action to achieve a certain goal. 
A standard is the expected outcome for the measure that will allow a service to be evaluated. 
There are two sets of transit standards.  

• Service design and operating standards: Guidelines for the design of new and 
improved services and the operation of the transit system.  

• Service performance standards: The evaluation of the performance of the existing 
transit system and of alternative service improvements using performance measures.  

State Contract Assistance: The program through which the RTAs receive state operating 
funding for transit at the discretion of the Massachusetts Legislature via the state budget 
process annually. The total amount of state contract assistance funding provided in the state 
budget is allocated to the RTAs via a formula developed with RTA input. 

Through Routes: When fixed routes are routed through a transfer center or some other 
terminal location and become another route, but – unlike interlining – passengers are not 
typically allowed to ride through from one route to another, as a “through-route” is typically only 
visible/presented on the operating schedule for bus operators and is not identified on public 
materials. 

Title VI: Title VI of the Civil Rights Act of 1964 requires that “No person in the United States 
shall, on the grounds of race, color, or national origin, be excluded from participation in, be 
denied the benefits of, or be subjected to discrimination under any program or activity receiving 
federal financial assistance.” 

Transportation Network Companies: Private sector companies that provide software routing, 
scheduling, and payment services to independent contractor drivers for a fee; these drivers then 
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utilize their own vehicles to provide a (typically) curb-to-curb transportation service, sometimes 
to sole riders and sometimes to pooled groups. 

Total Operating Cost: The total of all operating costs incurred during the transit system 
calendar year, excluding expenses associated with capital grants.  

Transfer: Passengers arrive on one bus and leave on another (totally separate) bus to continue 
their trip. The boarding of the second vehicle is counted as an unlinked passenger trip.  

Transit Dependent: A description for a population or person who does not have immediate 
access to a private vehicle, or because of age or health reasons cannot drive and must rely on 
others for transportation.  

Transit Subsidy: The operating costs not covered by revenue from fares or contracts.  

Trip Denial: Occurs when a trip is requested by a passenger, but the transportation provider 
cannot provide the service. Trip denial may happen because capacity is not available at the 
requested time. For ADA paratransit, a capacity denial is specifically defined as occurring if a 
trip cannot be accommodated within the negotiated pick-up window. Even if a trip is provided, if 
it is scheduled outside the +60/-60-minute window, it is considered a denial. If the passenger 
refused to accept a trip offered within the +60/-60-minute pick-up window, it is considered a 
refusal, not a capacity denial.  

Volunteers: Persons who offer services to others but do not accept monetary or material 
compensation for the services that they provide. In some volunteer programs, the volunteers are 
reimbursed for their out-of-pocket expenses; for example, volunteers who drive their own cars 
may receive reimbursement based on miles driven for the expenses that they are assumed to 
have incurred, such as gasoline, repair, and insurance expenses. 
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1. Executive Summary 

1.1 Introduction 
This 5-Year Comprehensive Regional Transit Plan (CRTP) update builds on the work of the 
Worcester Regional Transit Authority’s (WRTA) 2015 CRTP. This update was recommended by 
the Task Force on Regional Transit Authority Performance and Funding, in its final report issued 
April 2019.1 

The Report included 24 recommendations in 5 categories: Investment and Performance, 
Accountability, Service Decisions, Quality of Service, and Environmental Sustainability. The 
CRTP update (Recommendation #7) was included in the service decisions grouping. 
Specifically, Recommendation #7 advised that “RTAs will continue to succeed by understanding 
their markets and by aiming to have their service networks meet the current and future mobility 
needs of their region as well as support connectivity to other regions where possible. This effort 
will be guided by the completion or updating of Comprehensive Regional Transit Plans (CRTPs) 
every five years…”2  

Following publication of the Task Force Report, a commitment to complete the CRTP update 
was included in WRTA’s 2-Year Memorandum of Understanding (MOU) with the Massachusetts 
Department of Transportation (MassDOT), executed in August 2019. 

The primary goals of this CRTP update are to (1) provide an agency and service overview 
including fare structure; (2) identify essential markets, gaps in service, and ridership growth 
opportunities given demographic, socioeconomic, and employment data and the impacts of the 
novel Coronavirus (COVID-19) pandemic; (3) evaluate the results of performance indicators and 
assess performance monitoring systems; and (4) provide recommendations for a strategic 5- 
year vision that will prioritize the development and implementation of a decision-making driven 
by data analysis and focused on performance. 

The WRTA CTRP update started in December 2019 but took a profound and unexpected turn 
midway through the project. Following the kick-off meeting in January 2020, the process 
proceeded with data collection, goal development, and planning for community and rider 
engagement. However, by the middle of March 2020, when the engagement activities were 
scheduled to commence, the world experienced a historic pause due to the COVID-19 
pandemic.  

In response to the pandemic, on March 10, 2020, Massachusetts Governor Charlie Baker 
declared a state of emergency and subsequently issued a stay-at-home order on March 23, 
2020, closing all non-essential businesses. These safety measures, issued in the face of an 
unprecedented threat to public health, had serious, sweeping impacts, including on the 
development of this plan and transit operations writ large. WRTA, along with the other Regional 
Transit Authorities (RTA), suspended fare payment and reduced service levels, encouraging 
non-essential riders to temporarily discontinue travel.  

While WRTA continues its return to normal service in accordance with public health guidelines, 
ridership is still depressed due to pandemic impacts such as distance learning, business 
closures, remote work, furloughs, layoffs, and reluctance to use public transportation due to 
health and safety concerns. In response to the continued ridership volatility, this CRTP 
acknowledges the unpredictability over the coming months and years and equips WRTA with 

 
1 Task Force on Regional Transit Authority Performance and Funding, A Vision for the Future of Massachusetts’ Regional Transit 
Authorities, April 2019, https://malegislature.gov/Reports/7917/SD2385_RTAtaskforceReport.pdf. 
2 Task Force on Regional Transit Authority Performance and Funding, A Vision for the Future of Massachusetts’ Regional Transit 
Authorities, April 2019, page 4. https://malegislature.gov/Reports/7917/SD2385_RTAtaskforceReport.pdf. 
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data-driven and performance-focused recommendations so that the Authority will be able to 
quickly and successfully adapt to a changing transit market.  

1.2 Overview of WRTA Services 
WRTA serves a large geographic area centered around the City of Worcester, which is the 
second largest city in the Commonwealth. The Worcester area is located on the western fringe 
of the Boston metropolitan area and is east of the Pioneer Valley area of the Commonwealth, 
which is oriented around Springfield. Worcester is the western terminus of the 
Framingham/Worcester Line of the MBTA Commuter Rail system, which also serves the 
“MetroWest” service area centered around Framingham and located immediately to the east of 
WRTA’s service area. WRTA is 1 of the 15 RTAs that, along with the Massachusetts Bay 
Transportation Authority (MBTA), operate public transportation in the Commonwealth.  

Because of the Framingham/Worcester Line’s presence in the WRTA service area, some WRTA 
services are designed to meet and coordinate with the MBTA Commuter Rail. The centrally 
located “Union Station Hub” in central Worcester serves as the primary transit center for WRTA 
services, is the terminal station of MBTA’s Framingham/Worcester Line, and serves intercity 
buses and Amtrak’s service connecting Boston with Chicago via Albany. This modern facility is 
also within walking distance of the site of the new Polar Park baseball stadium. 

WRTA operates 25 fixed routes and 3 community shuttle routes as well as Americans with 
Disabilities Act (ADA) and non-ADA demand response services. Most fixed routes serve the 
Union Station Hub in downtown Worcester. Some of these radial routes are interlined, offering 
passengers a “one-seat ride” (i.e., no transfer required) beyond Union Station for select route 
pairings. Community Shuttles in Grafton, Northbridge, and Westborough operate as flex routes, 
and provide weekday connections between the Grafton and Westborough MBTA stations to 
local communities and employers. In addition, WRTA also provides an Elder Shopper service for 
Worcester residents. 

1.3 Planning Process 
The impacts and limitations imposed by the COVID-19 pandemic required flexibility in the 
approach for developing this 5-year plan. While some elements of the original process 
developed pre-pandemic remained viable, many had to be adapted to respond to the new 
realities of COVID-19. From public outreach to fare policy analysis to the structure of the 
recommendations, this planning process incorporates considerations relating to uncertainty 
around how the future might unfold.  

1.3.1 Review of Transit Services and Market Conditions 

A review of service from the last 5 years and a market demand analysis were conducted to 
identify gaps and needs in WRTA’s service area. The analysis indicated that WRTA’s service is 
efficient, performing similarly to its national peers in many metrics, and that service is generally 
provided to areas where demographic data indicate the demand is highest. However, safety 
measures like remote learning and teleworking, along with furloughed workers and lay-offs, 
greatly disrupted WRTA’s ridership patterns, making it difficult to infer future transit demand from 
past performance. This planning process brought to light the importance of harnessing new 
technology to conduct the ongoing analysis of real-time data rather than focusing primarily on 
historical trends.  

1.3.2 Scenario Planning 

The project team used scenario planning exercises to imagine what the next 5 years might hold 
in terms of ridership and market demand. After the state of emergency was issued, WRTA 
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leadership participated in a brainstorming 
session centered around establishing key 
uncertainties in the face of the COVID-19 
pandemic. Subsequent to that workshop, a high-
ridership scenario (a return to 100 percent of 
pre-pandemic ridership), medium-ridership 
scenario (75 percent of pre-pandemic ridership), 
and low-ridership scenario (50 percent of pre-
pandemic ridership) were developed to inform 
the development of needs and 
recommendations. These scenarios formed the 
framework for the recommendations in this plan.  

1.3.3 Public Outreach 

Due to social distancing guidelines and other safety protocols resulting from the COVID-19 
pandemic, no in-person outreach could be conducted. The bulk of the outreach for this CRTP 
was undertaken through an online community outreach survey conducted in the summer of 
2020. Additionally, WRTA held several online focus groups with key regional stakeholders, 
including local leaders and community members. Finally, an online survey of WRTA’s bus 
operators was also conducted to solicit their input.  

Over 530 survey responses were collected using the online survey. Note that the findings are 
not a statistically valid sample of WRTA riders or the region’s residents; rather, they allowed the 
study team to identify key issues and themes. They should be used as a guide in the context of 
other public outreach and data analysis. Nonetheless, key takeaways that comport with other 
planning efforts include:  

• Survey respondents indicated a relatively lengthy tenure of ridership on WRTA services 
(meaning that many use the service regularly and not solely as a “stopgap” or 
transitional measure until they own a car). 

• Most survey respondents indicated that they use WRTA for travel to and from 
employment opportunities. 

• Stakeholders are supportive of WRTA and several particularly value WRTA’s role in 
providing mobility for essential workers throughout the pandemic. 

• Focus group participants also expressed the need for interconnections between the 
WRTA service area and various other RTA service areas, in addition to connections with 
central Boston. 

1.4 Core Needs and Recommendations 
WRTA identified five core needs to include in this plan. Table 1 lists the associated core 
recommendations that WRTA will pursue in the next 5 years, regardless of ridership levels. The 
full list can be found in Chapter 8. 

 

“Even during the pandemic there is a 
real need for RTA services, especially 
for essential workers. The RTA serves 
a critical need. Even during the 
darkest days of the pandemic, the 
service was still being utilized.” – 
Stakeholder Comment 
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Table 1. Core Needs and Recommendations 

Need Recommendation(s) 

Reduced cost of transit use for 
riders 

Update fare policy. 

Procure and install automated account-based fare payment 
system and associated on-board fare collection equipment 
for fixed routes. 

Website redesign Pursue website updates such that the site will be compatible 
with online fare payment and scheduling and real-time bus 
location data and allow for more frequent and organized 
service updates. 

Fleet replacement Follow regular vehicle replacement schedule as needed to 
meet Transit Asset Management (TAM) Plan and MOU 
useful life benchmarks. Consider shift towards low-floor 
paratransit vehicles. 

Purchase one new electric 12-passenger van for demand 
response use inside the city of Worcester. 

Operations and maintenance 
(O&M) cost efficiencies 

Explore route adjustments in northeast Worcester that 
reduce bus maintenance issues on inclines. 

Enhanced performance 
management system 

Identify technology-driven data tools and key performance 
metrics to establish an improved enterprise-wide data-driven 
management and decision-making framework. Implement a 
public-facing and transparent performance reporting 
mechanism. 
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2. Background and 2020 Context 
The 15 RTAs3 provide vital mobility options and lifeline services to the millions of people across 
the Commonwealth outside of the Greater Boston region. The 2020 CRTP update process for 
the RTAs, funded by MassDOT, came out of Commonwealth-wide initiatives in 2018 and 2019, 
which prompted this plan update, most of which were last developed in 2015. The CRTP 
updates are both a result of and a contributor to the ongoing discussions on regional 
transportation. Recent and ongoing initiatives include the following:  

• Governor’s Commission on the Future of Transportation4  

• A Vision for the Future of Massachusetts’ Regional Transit Authorities5 (RTA Task Force) 

• Transportation & Climate Initiative6  

• MBTA Fare Transformation7  
The RTA Task Force Final Report Recommendation No. 7 was the primary initiative driving the 
development of this CRTP. 8 The CRTP update is carried out as a commitment in the 2-year 
MOU with MassDOT signed in August 2019. In addition to the CRTP, the MOU contained 
commitments on performance metrics and targets, maintaining an up-to-date asset inventory, 
submitting a fare policy by December 2020, submitting a balanced budget annually, and 
reporting timelines. The WRTA MOU is discussed in more detail in Chapter 6.  

The WRTA CRTP update process began in December 2019 but took a profound and 
unexpected turn mid-way through the project. Following the kick-off meeting in January 2020, 
the process proceeded with data collection, goal development, and planning for community and 
rider engagement. However, by the middle of March 2020, when the engagement activities were 
scheduled to commence, the world experienced a historic pause due to the COVID-19 
pandemic.  

In response to the pandemic, on March 10, 2020, Governor Baker declared a state of 
emergency and subsequently issued a stay-at-home order on March 23. The stay-at-home 
order, originally intended to last 2 weeks, ended up lasting until May 18, 2020. As of the 
finalization of this plan in early 2021, the pandemic continues to disrupt services and negatively 
impact transit ridership. Given the unprecedented nature of this disruption and unknown long-
term economic, social, and public health implications, the next few years will likely see 
continued widespread societal change. Therefore, transit agencies especially will need to 
continue to build a data-driven and performance-focused decision-making framework to respond 
to these uncertain demographic and industry trends. 

This chapter provides background and current context around the CRTP update process for all 
RTAs. WRTA-specific contextual information is included in Section 2.2 and Section 2.3.  

2.1 Background 
Commonwealth-wide initiatives, organized generally around the themes of climate change, new 
technology, and providing affordable and convenient transportation options for all people, set 

 
3 Commonwealth of Massachusetts, “General Laws Chapter 161B: Transportation Facilities, Highway Systems, and Urban 
Development Plans,” https://malegislature.gov/Laws/GeneralLaws/PartI/TitleXXII/Chapter161B. 
4 Commission on the Future of Transportation, Choices for Stewardship: Recommendations to Meet the Transportation Future, 
2018, https://www.mass.gov/orgs/commission-on-the-future-of-transportation. 
5 Task Force on Regional Transit Authority Performance and Funding, A Vision for the Future of Massachusetts’ Regional Transit 
Authorities, April 2019, https://malegislature.gov/Reports/7917/SD2385_RTAtaskforceReport.pdf. 
6 Transportation and Climate Initiative, accessed 2020, https://www.transportationandclimate.org/. 
7 Massachusetts Bay Transportation Authority, accessed 2020, https://www.mbta.com/projects/fare-transformation. 
8 Task Force on Regional Transit Authority Performance and Funding, A Vision for the Future of Massachusetts’ Regional Transit 
Authorities, April 2019, https://malegislature.gov/Reports/7917/SD2385_RTAtaskforceReport.pdf. 
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the stage for the CRTP update process. The RTAs play an important role in getting people 
around the diverse regions of the Commonwealth to work, to school, and to essential services. 
Because of this role, the RTAs are pivotal in improving the public’s mobility options as explored 
through the Commonwealth-wide initiatives described in this section.  

2.1.1 Governor’s Commission on the Future of Transportation  

Established by Executive Order in January 2018, the Governor’s Commission on the Future of 
Transportation (the Commission) was convened to explore the following topics across the 
Commonwealth and their impact on transportation between 2020 and 2040:  

• Climate and Resiliency  

• Transportation Electrification  

• Autonomous and Connected Vehicles  

• Transit and Mobility Services  

• Land Use and Demographics  
The Commission completed its work and released findings in December 2018 in a report 
entitled Choices for Stewardship: Recommendations to Meet the Transportation Future.9 
Findings from the report included:  

• The Commonwealth is expected to grow by 600,000 residents by 2040 and job growth is 
also expected to continue.  

• Commonwealth residents are on average older than in many other US states, and older 
adults are expected to comprise a larger portion of the population in the future.  

• Transit ridership has followed national trends and been declining in recent years.  

• Use of transportation network companies (TNCs) has increased dramatically in recent 
years.  

• Connected and autonomous vehicles are expected to radically change transportation 
and mobility in the future.  

• The impacts of climate change are happening sooner and more intensely than originally 
projected with significant implications by 2040.  

• Transportation accounts for 40 percent of all greenhouse gas (GHG) emissions in the 
Commonwealth.  

• Electric vehicles could be part of the solution to reducing transportation emissions but 
would require significant infrastructure to implement.  

The Commission used a scenario planning approach to itemize recommendations to prepare 
the Commonwealth’s transportation system for the future. While many trends were evaluated for 
use in the scenario planning exercise, technology adoption as well as jobs and housing 
distribution were chosen as the two major trends that will most likely shape people’s mobility 
options and needs. Based on the scenario planning trend analysis, the Commission then 
identified key challenges facing the Commonwealth’s transportation system and developed 
recommendations across five categories to prioritize improvements over the next 20 years:  

 
9 Commission on the Future of Transportation, Choices for Stewardship: Recommendations to Meet the Transportation Future, 
2018, https://www.mass.gov/orgs/commission-on-the-future-of-transportation. 
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• Modernize existing state and municipal transit systems and transportation assets to 
more effectively and sustainably move more people throughout a growing 
Commonwealth.  

• Create a 21st century “mobility infrastructure” that will prepare the Commonwealth and 
its municipalities to capitalize on emerging changes in transportation technology and 
behavior.  

• Substantially reduce GHG emissions from the transportation sector in order to meet the 
Commonwealth’s Global Warming Solutions Act (GWSA) commitments, while also 
accelerating efforts to make transportation infrastructure resilient to a changing climate.  

• Coordinate and modernize land use, economic development, housing, and 
transportation policies and investment in order to support resilient and dynamic regions 
and communities throughout the Commonwealth.  

• Make changes to current transportation governance and financial structures in order to 
better position Massachusetts for the transportation system that it needs in the coming 
years and decades.  

Within these five categories are a total of 18 recommendations on how to best prepare the 
Commonwealth’s transportation network for challenges and opportunities through 2040. The 
recommendations will guide systems across the Commonwealth, specific solutions, and 
transportation investments, and will have a profound impact on the RTAs over the next 20 years.  

2.1.2 A Vision for the Future of Massachusetts’ Regional Transit Authorities  

Resulting from the Governor’s Commission on the Future of Transportation initiative and 
directed by Outside Section 72 of the FY 2019 Massachusetts State Budget,10 a Task Force on 
Regional Transit Authority Performance and Funding was established in the fall of 2018. The 
Task Force produced a report entitled A Vision for the Future of Massachusetts’ Regional Transit 
Authorities: Report of the Task Force on Regional Transit Authority Performance and Funding in 
April 2019.11  

The report built on the first recommendation from the Commission, “Prioritize investment in 
public transit as the foundation of a robust, reliable, clean, and efficient transportation system.” It 
set forth a path to stabilize, modernize, and improve the RTAs through five categories of action: 
Investment and Performance, Accountability, Service Decisions, Quality of Service, and 
Environmental Sustainability.  

From those five categories, several goals related to the CRTP emerged:  

• Sign a mutually negotiated MOU with MassDOT on a plan for performance monitoring 
and development of performance targets.  

• Complete the CRTP and update every 5 years.  

• Identify and evaluate a demonstrated community need for evening and seven-day 
service.  

• Identify and evaluate appropriate transit services and potential partnerships based on 
level of demand and efficiency.  

• Develop pilot programs for innovative delivery models.  

• Increase regional collaboration, including cross-RTA services.  

 
10 Commonwealth of Massachusetts, “Budget Summary FY2019,” https://budget.digital.mass.gov/bb/gaa/fy2019/os_19/houtexp.htm. 
11 Task Force on Regional Transit Authority Performance and Funding, A Vision for the Future of Massachusetts’ Regional Transit 
Authorities, April 2019, https://malegislature.gov/Reports/7917/SD2385_RTAtaskforceReport.pdf. 
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• Collaborate with municipalities to provide safe walking and bicycle access to transit and 
comfortable, safe bus stops.  

• Conduct a fare equity analysis every 3 years.  

• Collaborate with the MBTA Fare Transformation process and adopt the proposed 
system.  

• Participate in the Massachusetts Environmental Policy Act process.  

• Maximize multimodal connectivity.  

• Maintain an easily accessible website and robust social media presence.  

• Collaborate with MassDOT and MBTA to integrate information services.  

• Employ intentional outreach strategies.  

• Purchase all zero-emission public buses by 2035.  
Many of these goals are addressed and/or discussed as part of this CRTP update.  

2.1.3 Transportation & Climate Initiative  

Massachusetts is a participating state in the Transportation & Climate Initiative of the Northeast 
and Mid-Atlantic States:  

The Transportation and Climate Initiative (TCI) is a regional collaboration of 12 Northeast 
and Mid-Atlantic states and the District of Columbia that seeks to improve transportation, 
develop the clean energy economy and reduce carbon emissions from the transportation 
sector. The participating states are Connecticut, Delaware, Maine, Maryland, 
Massachusetts, New Hampshire, New Jersey, New York, Pennsylvania, Rhode Island, 
Vermont, and Virginia, as well as the District of Columbia.  

The initiative builds on the region's strong leadership and commitment to energy 
efficiency and clean energy issues, and its programs to reduce carbon emissions in the 
power sector, which have resulted in the region becoming one of the most energy 
efficient areas in the nation. At the same time, the effort underscores the sense of 
urgency shared by all 12 jurisdictions, and their collective aspirations to become the 
leading region for sustainability and clean energy deployment in the country.  

While the COVID-19 pandemic temporarily reduced congestion and associated pollution in the 
short-term, it has likely altered commuting patterns and housing choice in the long-term, which 
has environmental and sustainability implications. As such, the need to reduce carbon 
emissions from the transportation sector is just as important as it was before the COVID-19 
pandemic. Additionally, the COVID-19 pandemic highlighted racial disparities in exposure to air 
pollution and disproportionate impacts of threats to public health. To that end, the TCI 
jurisdictions are collaborating to develop a low-carbon transportation program that advances 
equity.  

The TCI jurisdictions are collaborating to develop a regional agreement to cap pollution from 
transportation fuels and invest in solutions that result in reduced emissions, cleaner 
transportation, healthier communities, and more resilient infrastructure. Massachusetts TCI 
participation will likely impact the RTAs in several ways, including vehicles, infrastructure, 
technology, and funding.  
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In December 2020, Massachusetts joined with Connecticut, Rhode Island, and the District of 
Columbia to be the first jurisdictions to launch a multi-state program to reduce pollution and 
invest $300 million per year in cleaner transportation choices and healthier communities.12  

2.1.4 MBTA Fare Transformation  

Several RTAs are located adjacent to MBTA and/or connect to MBTA commuter rail service. As 
such, some RTAs use MBTA’s CharlieCard/CharlieTicket fare media, while other RTAs are 
considering it. Therefore, fare interoperability and the impact the MBTA Fare Transformation 
project will have on RTA fare media and fare collection will substantially impact the RTAs.  

2.2 2020 Context  
The year 2020 unfolded in a radically different manner than was anticipated. Because of the 
COVID-19 pandemic and the as-yet-unknown ways that the pandemic and its aftermath will 
permanently alter how, when, and where people travel, this CRTP update process had to be 
flexible and RTAs will need to be nimble, data-driven, and performance-focused in responding to 
an uncertain future. To that end, it will be critical for WRTA to continue building a data-driven and 
performance-focused management and decision-making framework to lean into and respond to 
the rapid changes that are expected to continue to impact the future of the transit industry. This 
approach will position WRTA for continued success. 

2.2.1 COVID-19 Pandemic  

Impacts to the transit industry from the COVID-19 pandemic included the following:  

• Reduction of service due to diminished driver availability, social distancing requirements, 
which can impose capacity constraints on transit vehicles, and reduced demand 

• Loss of ridership due to business closures/disruptions, remote working and learning, 
increased popularity of online shopping, telemedicine due to safety concerns, and stay-
at-home orders and advisories that have depressed demand for discretionary, student, 
and work trips 

• Temporary suspension of fare collection or fare collection enforcement along with rear-
door boarding 

• Implementation of employee protection measures, such as plexiglass shields and 
distribution of personal protective equipment (PPE) 

• New rigorous public space cleaning protocols and the removal of seats and tables from 
transit facilities to discourage congregation 

As a result of these impacts, ridership on systems around the country initially declined by up to 
80 percent and has been slow to rebound (Figure 1).  

 
12 Transportation and Climate Initiative, “Massachusetts, Connecticut, Rhode Island, D.C. are First to Launch Groundbreaking 
Program to Cut Transportation Pollution, Invest in Communities,” December 2020, https://www.transportationandclimate.org/final-
mou-122020. 
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Figure 1. Change in National Transit Ridership (April 15, 2020–October 12, 2020) 

  

Source: Transit App  
 
Locally, WRTA took the following actions to protect the workforce and riders while continuing to 
provide essential transit services:  

• Temporary service reductions – All routes except the Elder Shopper services resumed 
full weekday service beginning August 29, 2020 

• Suspended (temporarily) fare collection policies  

• Instituted practice of rear door boarding for able customers from April to June 2020 

• Required face coverings on transit vehicles 

• Requested riders to avoid non-essential travel and refrain from using the bus if 
symptomatic 

• Encouraged passengers to maintain social distancing when possible and installed “seat 
closure” signs to help customers maintain separation while choosing a seat  

• Instituted additional cleaning practices and developed a public service video detailing the 
new cleaning procedures for WRTA fixed route buses 

In the early stages of the pandemic, mirroring national results, WRTA experienced as much as 
60 percent year-over-year ridership loss, reaching its lowest point in April 2020. By September 
2020, ridership began to rebound, although still below 2019 levels. The suspension of fare 
collection and all other sanitation and protective measures remain in effect.  

2.2.2 Federal Coronavirus Aid, Relief, and Economic Security (CARES) Act 

WRTA has been able to continue to mitigate the financial impacts of the pandemic through 
funding from the federal Coronavirus Aid, Relief, and Economic Security (CARES) Act. The 
CARES Act apportioned operating and capital funds for public transportation to mitigate lost 
revenue due to extreme ridership decline, the suspension of fare collection, the implementation 
of cleaning and protection protocols, and other related costs. The funding has been provided 
through the Federal Transit Administration (FTA) Section 5337 (capital – state of good repair), 
Section 5307 (urbanized area), and Section 5311 (rural areas) funding programs. For 
Massachusetts RTAs, a total of $213.4 million was apportioned through the CARES Act, 
including $5 million for WRTA.  
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2.3 Plan Considerations  
Given all the previous work that led to the development of the CRTP updates and the 
unprecedented, transformational conditions during which the CRTP updates were developed, 
the CRTP update process necessarily evolved through 2020. Considerations for all RTAs 
include the following:  

• The 5-year period prior to the 2020 pandemic year, fiscal year (FY) 2015 to FY 2019, 
was considered for recent historical trend analysis to understand how the system was 
operating prior to the pandemic and to provide a baseline for understanding the market 
for transit service in the community.  

• The rider, community, public, and stakeholder outreach was primarily conducted online. 
As with all transit planning processes, outreach is one component of many that go into 
the identification of needs, solutions, and recommendations.  

2.3.1 Transit Demand and Economic Uncertainties 

Notwithstanding pandemic-related disruptions, for many years, transit ridership has been 
stagnant or declining nationally (Figure 2). This trend has accelerated in the past few years, with 
most systems – and bus transit in particular – experiencing steady declines in ridership. The 
American Public Transportation Association (APTA) attributes the decline to four broad 
categories: erosion of time competitiveness, reduced affinity, erosion of cost competitiveness, 
and external factors.13 The erosion of time competitiveness is related to increasing traffic 
congestion and competing uses of street and curb space. Reduction in affinity refers to more 
competition for customer loyalty, and the erosion of cost competitiveness has to do with 
increasing costs without corresponding increase in demand for the service. And, finally, external 
factors are both the most challenging to define and to mitigate and include such things as policy 
changes that could improve transit usage but are too far-reaching for a transit agency alone to 
tackle. 

Figure 2. Change in Annual Ridership by Year for Bus, Rail, and All Modes (1985–2020) 

  
Source: Transit Center, Who’s On Board 2019  

 
13 American Public Transportation Association (APTA), “Understanding Recent Ridership Changes,” https://www.apta.com/research-
technical-resources/research-reports/understanding-recent-ridership-changes/. 
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It is uncertain whether the pre-pandemic downward trends in transit ridership over the past few 
years, combined with the pandemic’s negative impact on transit ridership, will become a longer-
term pattern. Pandemic trends of particular concern to WRTA include the increase in remote 
work and distance learning. Those trends could significantly impact the workforce and student 
ridership markets. In addition, long term economic impacts and sustained levels of 
unemployment may or may not change the landscape of where population with limited 
transportation options reside.  

For all transit systems, including WRTA, public concern about the health impacts of shared ride 
services will also remain a challenge. While public transit has instituted mask-wearing 
requirements, cleaning protocols, social distancing, and other mitigation measures, systems will 
also have to continue to work to reassure riders about the public health safety of their services. 

To monitor and lead into these trends and position WRTA for success, it will be critical for WRTA 
to use data tools to routinely analyze key system performance metrics and make service and 
financial decisions within the context of a performance-focused framework. 
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3. Agency Overview 

3.1 Transit Agency Background 
WRTA was established in 1974 pursuant to Massachusetts General Laws, Chapter 161B to 
develop, finance, and contract for the operation of transit services in the WRTA service area 
(Figure 3). The WRTA service area includes the city of Worcester and the towns of Auburn, 
Barre, Berlin, Boylston, Brimfield, Brookfield, Charlton, Clinton, Douglas, Dudley, East 
Brookfield, Grafton, Holden, Holland, Leicester, Millbury, New Braintree, Northborough, 
Northbridge, North Brookfield, Oakham, Oxford, Paxton, Princeton, Rutland, Shrewsbury, 
Southbridge, Spencer, Sturbridge, Sutton, Wales, Warren, Webster, Westborough, West 
Boylston, and West Brookfield in central Massachusetts. 

WRTA is governed by an advisory board. Board membership is open to the mayor and/or city 
manager from each city (Worcester); the chairman of the Board of Selectmen for each town with 
such a board; the town manager and/or town administrator for each town; a designated 
representative for any of the aforementioned positions; and a representative of the disability and 
rider communities. There are currently 23 board members, including a designated chairperson, 
vice chair, treasurer, clerk, and alternate. At this time, no designees have been named to 
represent the towns of Barre, Berlin, Boylston, Brimfield, Dudley, East Brookfield, Holland, New 
Braintree, Northbridge, North Brookfield, Oakham, Oxford, Paxton, Princeton, Rutland, Sutton, 
Wales, Warren, Webster, Westborough, and West Brookfield. The board appoints an 
Administrator who oversees day-to-day functions of the organization. WRTA’s organizational 
structure is shown in Figure 4. 

In addition to its Advisory Board, WRTA engages a consumer advisory committee, the 
Transportation Planning Advisory Group (TPAG). TPAG membership consists of riders, human 
service agencies, representatives from the Central Massachusetts Regional Planning 
Commission (CMRPC), Paratransit Brokerage Services, Transit Management, Inc. (PBSTM), 
and the WRTA Administrator. The function of the TPAG is to advise WRTA on issues related to 
the transportation needs of seniors and people with disabilities, including compliance with the 
ADA; service criteria for WRTA fixed route bus and paratransit services, improvements to 
existing services, and recommendations for new services. 

As of FY 2019, WRTA operated 25 fixed bus routes throughout Worcester, Shrewsbury, West 
Boylston, Leicester, Spencer, East Brookfield, Brookfield, Millbury, Auburn, Oxford, Webster, 
Charlton, and Southbridge as well as three Community Shuttle (Flex) routes in Northbridge, 
Grafton, and Westborough. The Route 40 fixed route bus was eliminated at the end of FY 2019. 
In September 2020, the former Westborough community shuttle was repurposed as an on-
demand microtransit service. 

ADA paratransit services are available within three-quarters of a mile from WRTA fixed routes 
and throughout the city of Worcester. In addition, WRTA ensures transportation for seniors and 
disabled residents throughout its service area through contracts with local councils on aging 
(COA) and SCM Elderbus as well as purchased transportation from PBSTM. Fixed route and 
paratransit services, including vehicle maintenance, are delivered through a contract with 
Central Mass Transit Management (CMTM), and a transportation network company provides 
turnkey operation of the microtransit service. The Montachusett Regional Transit Authority 
delivers human service transportation brokerage to communities within the WRTA service area.  

WRTA receives funding from several sources to finance the operation of transit service, 
including FTA, MassDOT, local assessments from member communities, farebox revenue, and 
other revenue sources such as advertising. In FY 2019, the WRTA operating budget was 
approximately $26 million, including $12 million in state funding. 
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Figure 3. Location Map 
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Figure 4. Organizational Chart 

 

 

3.2 Mission 
WRTA’s mission statement reads: 

The Worcester Regional Transit Authority (WRTA) is a regional transit system that 
services the City of Worcester and the surrounding 36 communities in the Central 
Massachusetts area with a bus fleet that includes all-electric buses as well as many 
diesel-electric hybrid buses. The second largest regional transit authority in 
Massachusetts, the WRTA offers reliable, comfortable, and safe transportation for 
traveling to work, shopping, school, medical appointments, and leisure activities. The 
WRTA also provides paratransit service for the elderly and disabled, as well as a variety 
of special services for those groups in the entire service area. For more information, visit 
www.TheRTA.com. 

3.3 Goals and Objectives 
The primary goal identified in WRTA’s 2015 CRTP was to provide timely, quality, clean, and 
convenient public transportation service within the limits of financial resources. The service 
plans developed for this CRTP Update will continue to aim to satisfy these goals, and – as 
described subsequently – will be further refined to reflect efforts to recover from the COVID-19 
pandemic.  
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4. Transit Service Overview (FY 2015–FY 2019) 

4.1 Description of Existing Services 
WRTA’s fixed route and demand response services are documented in Table 2; the classification 
of each route is also presented. Except for Route 8, all other WRTA fixed routes connect to the 
Union Station hub in downtown Worcester. Many of these radial routes are interlined, as noted 
in Table 2, offering passengers a one-seat ride beyond Union Station for select route pairings. 
Community Shuttles in Grafton, Northbridge, and Westborough operate as flex routes, and 
provide weekday connections between the Grafton and Westborough MBTA stations to local 
communities and employers. In addition to the routes listed in Table 2, WRTA also provides an 
Elder Shopper service for Worcester residents. 

Table 2. Service Overview 

Route 
Service Type and 
Route Classification Description 

1 Fixed Route (City) Union Station to Walmart 146 via Providence Street 
and Granite Street 

2 Fixed Route (City) Union Station to Worcester Airport via Pleasant 
Street/Tatnuck Square 

3 Fixed Route (City) Union Station to Worcester State University via 
Highland Street  

4 Fixed Route (City) Union Station to The Shoppes at Blackstone Valley 
via Millbury Street 

5 Fixed Route (City) Union Station to Blithewood/Massasoit via Grafton 
Street (reinforced by Route 12 for more frequent 
service, interlines with Route 6) 

6 Fixed Route (City) Union Station to West Tatnuck via Chandler Street 
(interlines with Route 5) 

7 Fixed Route (City) Union Station to Washington Heights Apartments  

8 Fixed Route 
(Community/Crosstown) 

NEW* crosstown Park Avenue Connector from 
Greendale Mall to Webster Square Plaza  

11 Fixed Route (City) Union Station to The Fair Plaza via Vernon Hill and 
Greenwood Street (interlines with Route 24) 

12 Fixed Route (City) NEW* route from Union Station to Southwest 
Commons via Grafton Street (reinforces Route 5 for 
more frequent service) 

14 Fixed Route (City) Union Station to Showcase Cinemas via Burncoat 
Street 

15 Fixed Route (City) Union Station to Shrewsbury Center via Shrewsbury 
Street and State Route 9  
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Route 
Service Type and 
Route Classification Description 

16 (Outer Loop) Fixed Route (City) Union Station to Lincoln Plaza via Hamilton Street 
and Lake Avenue (interlined with Route 31 to 
provide alternating circulation) 

19 Fixed Route (City) Union Station to Goddard Memorial Drive 
(weekdays)/Leicester Walmart (weekends) via Main 
Street (reinforces Route 33 for more frequent 
service on Main Street; interlines with Route 23) 

23 Fixed Route (City) Union Station to East Mountain Street via Lincoln 
Street (reinforces Route 26 for more frequent 
service on Main Street; interlines with Route 19) 

24/24A Fixed Route (City) Union Station to UMass Medical Center via Belmont 
Street (interlines with Route 11) 

25 Fixed Route (City) Union Station to Webster Square Plaza via 
Canterbury Street  

26 Fixed Route (City) Union Station to Great Brook Valley via Lincoln 
Street (reinforces Route 23 for more frequent 
service on Main Street) 

27 Fixed Route (City) Union Station to Auburn Mall via Main Street 

29 Fixed Route (City) Union Station to Auburn Mall, Charlton, Southbridge 
via U.S. Route 20, and State Route 169  

30 Fixed Route (City) Union Station to West Boylston Walmart via Grove 
Street and West Boylston Street (reinforces Route 
31 for more frequent service on West Boylston 
Street) 

31 (Outer Loop) Fixed Route (City) Union Station to Lincoln Plaza via Park Avenue and 
West Boylston Street (reinforces Route 30 for more 
frequent service on West Boylston Street; interlined 
with Route 16 to provide alternating circulation) 

33 Fixed Route (City) Union Station to Leicester, Spencer, East 
Brookfield, Brookfield via Main Street and Rt. 9 
(reinforces Route 19 for more frequent service on 
Main Street in Worcester) 

40* Fixed Route (City) One-way downtown loop connects Union Station, 
City Hall, and UMass Memorial Hospital (route 
eliminated in FY 2019) 

42 Fixed Route (City) Union Station to Oxford/Webster via Southbridge 
Street and State Route 12. Express trips along I-
395 do not stop. 

Northbridge 
Route A 

Flex Route 
(Community/Crosstown) 

Community Shuttle between Northbridge Walmart 
and The Shoppes at Blackstone Valley via State 
Route 122A  
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Route 
Service Type and 
Route Classification Description 

Northbridge 
Route B 

Flex Route 
(Community/Crosstown) 

Community Shuttle between Northbridge Walmart, 
Rockdale, Stop & Shop, and Grafton MBTA Station  

Westborough 
Shuttle 

Flex Route 
(Zone-Based) 

Community Shuttle with three patterns including 
“Downtown Commuter” from Baystate Commons to 
the Westborough MBTA station; “Commuter” from 
the Westborough MBTA station to employers along 
Computer Drive; and “Local” along East Main 

ADA 
Paratransit 

Demand Response Transportation service for individuals meeting ADA 
paratransit eligibility requirements anywhere within 
¾ mile of WRTA’s fixed route service area and 
throughout the city of Worcester 

Non-ADA 
Paratransit 

Demand Response Transportation service for individuals aged 60 and 
over, and those with disabilities (regardless of age) 
in 36 communities within WRTA’s service area 
(Worcester is fully ADA service) 

Source: WRTA 
*Recent service changes not reflected in performance summaries through FY 2019.  
 
WRTA’s span of service is from approximately 4:50 AM to 10:20 PM Monday through Friday, 
5:50 AM to 10:35 PM on Saturdays, and 8:45 AM to 7:35 PM on Sundays. As shown in Figure 5, 
weekday service levels across all routes are steady with over 30 vehicles in service between 
5:00 AM and 8:00 PM. On Saturdays, services phase in more gradually, peaking at 21 to 24 
vehicles in service between 9:00 AM and 5:00 PM. No more than 13 vehicles are needed to 
maintain Sunday service levels.  

Figure 5. Service Levels by Time of Day (January 2019) 

 

Source: WRTA, January 2019 Bus Utilization 
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Detailed span of service by route is given in Table 3. The longest spans for each route typically 
occur on weekdays. Community shuttle services only operate Monday through Friday. On 
Sundays, fewer than half of WRTA fixed routes are in operation. 

Table 3. Span of Service Hours 

Route/Service Weekday Saturday Sunday 

1 5:50 AM – 9:45 PM 8:50 AM – 4:25 PM 9:50 AM – 5:25 PM 

2 6:20 AM - 9:38 PM 10:00 AM – 5:35 PM 10:00 AM – 5:30 PM 

3 5:05 AM – 7:55 PM 10:00 AM – 5:30 PM N/A 

4 6:20 AM – 9:50 PM 6:00 AM – 10:15 PM 10:15 AM – 5:45 PM 

5 5:28 AM – 8:53 PM 6:00 AM – 8:38 PM 10:00 AM – 5:35 PM 

6 6:00 AM – 9:53 PM 7:00 AM – 7:52 PM N/A 

7 5:15 AM – 9:15 PM 5:55 AM - 9:52 PM 9:35 AM – 6:45 PM 

8 7:00 AM – 8:40 PM N/A N/A 

11 5:00 AM – 10:00 PM 6:05 AM – 9:35 PM 8:30 AM – 7:35 PM 

12 8:30 AM – 4:30 PM N/A N/A 

14 6:30 AM – 9:40 PM N/A N/A 

15 5:25 AM – 8:50 PM 9:50 AM – 5:55 PM N/A 

16 6:15 AM – 9:45 PM 8:25 AM – 4:30 PM N/A 

19 5:00 AM – 10:00 PM 6:40 AM – 10:40 PM 10:30 AM – 6:35 PM 

23 5:30 AM – 9:15 PM 6:40 AM – 9:35 PM 11:30 AM – 7:10 PM 

24/24A 5:45 AM – 9:00 PM 6:40 AM- 9:20 PM 10:00 AM – 7:10 PM 

25 6:10 AM – 10:05 PM N/A N/A 

26 5:20 AM – 9:20 PM 6:15 AM – 9:25 PM 9:15 AM – 4:55 PM 

27 5:45 AM – 9:40 PM 6:05 AM – 8:55 PM 8:45 AM – 4:40 PM 

29 5:35 AM – 7:35 PM 8:00 AM – 8:00 PM N/A 

30 5:30 AM – 9:05 PM 5:50 AM – 10:00 PM 11:00 AM – 6:35 PM 

31 6:15 AM – 10:25 PM 8:25 AM – 5:10 PM N/A 

33 4:50 AM – 8:45 PM N/A N/A 

42 5:25 AM – 8:25 PM 7:00 AM – 8:15 PM N/A 

Northbridge 
Route A 

9:10 AM – 4:45 PM N/A N/A 

Northbridge 
Route B 

5:50 AM – 6:52 PM N/A N/A 
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Route/Service Weekday Saturday Sunday 

Westborough 
Shuttle 

6:20 AM – 6:30 PM  N/A N/A 

ADA Paratransit 4:50 AM – 10:25 PM 5:50 AM – 10:40 PM 8:30 AM – 7:35 PM 

Non-ADA 
Paratransit 

8:30 AM – 4:30 PM N/A N/A 

Source: WRTA 
 
Table 4 summarizes service frequency by route. The most common service frequency is 
approximately every hour, with most schedules falling within a range of 45- to 75-minute 
headways. Routes 7, 11, 19, 23, 24, and 26 achieve 30-minute headways during peak service 
levels. Routes 29, 42, and Northbridge Route A may take up to 2 hours between runs.  

Table 4. Fixed Route Frequency of Service 

Route Group Weekday Saturday Sunday 

1 60 minutes 60 minutes 60 minutes 

2 50 to 65 minutes 50 to 65 minutes 50 to 65 minutes 

3 40 to 60 minutes 40 to 60 minutes N/A 

4 75 minutes 75 minutes 75 minutes 

5 60 minutes 60 minutes 60 minutes 

6 60 minutes 60 minutes N/A 

7 30 to 40 minutes 45 to 65 minutes 55 minutes 

8 60 minutes N/A N/A 

11 30 minutes 60 minutes 30 to 60 minutes 

12 60 minutes N/A N/A 

14 30 to 60 minutes N/A N/A 

15 60 to 70 minutes 60 minutes N/A 

16 40 minutes 40 minutes outbound/80 
minutes inbound 

N/A 

19 30 to 40 minutes 60 minutes 60 minutes 

23 30 minutes 45 to 60 minutes 60 minutes 

24/24A 30 minutes 60 minutes 55 to 110 minutes 

25 60 minutes N/A N/A 

26 30 to 35 minutes 30 minutes 65 minutes 

27 35 minutes 30 to 40 minutes 70 minutes 
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Route Group Weekday Saturday Sunday 

29 120 minutes 120 minutes N/A 

30 40 minutes 60 minutes 60 minutes 

31 40 minutes 40 minutes inbound/80 
minutes outbound 

N/A 

33 35 to 70 minutes N/A N/A 

42 110 minutes 120 minutes N/A 

Northbridge Route A 5 runs/day N/A N/A 

Northbridge Route B 60 minutes N/A N/A 

Westborough Shuttle 30 to 60 minutes N/A N/A 

ADA Paratransit By appointment By appointment By appointment 

Non-ADA Paratransit By appointment N/A N/A 

Source: WRTA 

WRTA maintains an annual operating budget of approximately $25 to $26 million. Almost 
80 percent is attributed to fixed route services and just over 20 percent for demand response. 
As shown in Table 5, state sources account for approximately 45 percent of revenue. Another 
21 percent is federal revenue, 19 percent is from local funding agreements, and 15 percent is 
directly generated. Directly generated revenues include farebox receipts, advertising, and other 
sources. In FY 2019, farebox revenue dropped relative to costs, but other directly generated 
revenue sources increased.  

Table 5. Operating Funding Sources (FY 2017–FY 2019) 

Funding Source FY 2017 % FY 2018 % FY 2019 % 

Federal $5,289,915 20.9% $5,577,747 21.9% $5,636,461 21.7% 

State $11,555,193 45.6% $11,331,694 44.5% $11,876,759 45.7% 

Local $4,623,633 18.2% $4,773,199 18.7% $4,961,936 19.1% 

Farebox $3,713,698 14.6% $3,686,208 14.5% $3,284,814 12.6% 

Other $182,590 0.7% $117,806 0.5% $227,799 0.9% 

TOTAL $25,365,029 100% $25,486,654 100% $25,987,769 100% 

Source: WRTA 

4.2 Ridership and Service Operations 
Figure 6 summarizes historical ridership trends from FY 2015 through FY 2019. As shown, 
systemwide ridership declined from approximately 4.2 million trips in FY 2016 to 3.2 million trips 
in FY 2019 (a 24 percent decline). Bus trips comprise most of the ridership, as shown in Figure 
7. 
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Figure 6. Annual System Ridership Trends (2015–2019) 
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Figure 7. FY 2019 Ridership by Mode 
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* FY 2015-FY 2017 Bus includes Paxton MB-PT service. 
** Demand response excludes ADA paratransit and includes COA.  
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Figure 8 highlights the month-to month trends in fixed route ridership for FY 2018 to FY 2019. 
For both years, ridership peaked in the early fall (August to October) and declined during the 
winter. 

Figure 8. Fixed Route Monthly Ridership Trends (FY 2018–FY 2019) 
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Annual ridership for individual fixed routes is shown in Figure 9, and the average daily ridership 
for weekday, Saturday, and Sunday service is shown in Figure 10. The top five performing 
routes for ridership are Routes 11, 19, 26, 27, and 30. Routes 19, 26, and 27 perform best on 
Saturday and Sunday, while Route 11 has the strongest weekday performance. Across all fixed 
routes, the FY 2019 average weekday ridership was 10,598, compared to 4,862 on Saturdays 
and 1,834 on Sundays.  

For all routes, average weekday ridership exceeds average Saturday and average Sunday 
ridership. Highest weekday ridership occurs on Route 11 (923 daily riders), Route 19 (863 daily 
riders), and Route 26 (849 daily riders). Highest Saturday ridership occurs on Route 27 
(591 riders), Route 26 (561 riders), and Route 19 (538 riders). Highest Sunday ridership is on 
Route 26 (292 riders), Route 19 (232 riders), and Route 27 (200 riders). 
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Figure 9. Fixed Route Ridership (FY 2019) 
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*Route 40 was eliminated at the end of FY 2019 but is included here for consistency with 
FY 2019 service metrics. 
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Figure 10. Average Daily Ridership (FY 2019) 
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*Route 40 was eliminated at the end of FY 2019 but is included here for consistency with 
FY 2019 service metrics. 
 
Annual revenue hours and miles by mode are summarized in Table 6 and Table 7, respectively. 
The highest service levels for bus were supplied in FY 2017. For demand response and ADA 
paratransit, annual revenue hours peaked in FY 2018, while annual revenue miles peaked in 
FY 2017. FY 2019 service levels across all modes are down by approximately 1 percent. 

Table 6. Annual Revenue Hours (FY 2015–FY 2019) 

Mode FY 2015 FY 2016 FY 2017 FY 2018 FY 2019 

Bus* 166,416(68%) 172,013(68%) 172,635(67%) 162,278(67%) 161,086(67%) 

Demand 
Response** 

39,964 (16%) 43,294 (17%) 43,735 (17%) 43,951 (18%) 42,516 (18%) 

ADA 
Paratransit 

14,948 (6%) 14,950 (6%) 15,318 (6%) 15,416 (6%) 15,512 (6%) 

Demand 
Response Taxi 

22,228 (9%) 24,358 (10%) 24,145 (9%) 20,501 (8%) 19,762 (8%) 

TOTAL 243,556 254,615 255,833 242,146 238,876 

Source: WRTA  

Note: Percentages by mode may not total 100 percent due to rounding. 

* FY 2015-FY 2017 Bus includes Paxton MB-PT service. 

** Demand response excludes ADA paratransit and includes COA.  
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Table 7. Annual Revenue Miles (FY 2015–FY 2019) 

Mode FY 2015 FY 2016 FY 2017 FY 2018 FY 2019 

Bus* 1,947,888 
(62%) 

2,015,790 
(62%) 

2,022,698 
(62%) 

1,900,064 
(62%) 

1,896,120 
(62%) 

Demand Response** 680,062 
(22%) 

684,245 
(21%) 

688,773 
(21%) 

674,346 
(22%) 

663,137 
(22%) 

ADA Paratransit 207,876 
(7%) 

202,072 
(6%) 

211,014 
(6%) 

206,859 
(7%) 

214,332 
(7%) 

Demand Response Taxi 309,116 
(10%) 

329,239 
(10%) 

332,330 
(10%) 

274,973 
(9%) 

272,330 
(9%) 

TOTAL 3,144,942 3,231,346 3,254,815 3,056,242 3,045,919 

Source: WRTA  

Note: Percentages by mode may not total 100 percent due to rounding.  

* FY 2015-FY 2017 Bus includes Paxton MB-PT service. 

** Demand response excludes ADA paratransit and includes COA.  
 
Historical operating costs for FY 2015 to FY 2019 are summarized in Table 8. Unlike service 
levels and ridership, operating costs and revenues are reported together for all demand 
response services, including paratransit and demand response taxi. Historical performance 
evaluation measures (available in Appendix A) compare total demand response costs and 
revenues to the sum of all demand response, ADA, and demand response taxi revenue hours 
and miles. Costs for both fixed route and demand response services increased between 
FY 2015 and FY 2019, at a rate of approximately 2 percent annually. 

Table 8. Annual Operating Cost (FY 2015–FY 2019) 

Service Type FY 2015 FY 2016 FY 2017 FY 2018 FY 2019 

Bus $18,641,983  $19,148,962  $19,788,364  $19,016,626  $20,250,045  

Demand Response $4,962,989  $5,226,385  $5,111,117  $5,326,480  $5,392,308  

TOTAL $23,604,972 $24,375,347 $24,899,481 $24,343,106 $25,642,353 

Source: WRTA  

Note: Percentages by mode may not total 100 percent due to rounding. 

Cost totals by mode may vary from budgeted amounts (including unallocated amounts). 
 
Table 9 summarizes FY 2019 service characteristics at the route level. The three community 
shuttle routes (Northbridge Route A, Northbridge Route B, and Westborough) are combined for 
reporting purposes. Any discrepancies between the total of individual fixed route costs and fare 
revenues and those reported for the mode are the result of unallocated expenses and receipts. 
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Table 9. Operating Statistics by Route (FY 2019) 

Route Ridership 
Revenue 

Hours 
Revenue 

Miles 
Operating 

Cost* 
Revenue 

Generated* 

1 73,675 4,782 50,414 $538,164 $67,646 

2 76,412 4,633 58,678 $624,816 $68,704 

3 51,679 4,007 33,278 $354,116 $45,846 

4 82,244 5,176 77,925 $827,805 $79,182 

5 97,940 5,523 50,919 $542,194 $92,763 

6 71,089 4,232 36,189 $384,766 $66,664 

7 193,196 8,977 89,085 $954,232 $177,914 

8 171 68 669 $7,091 $155 

11 263,063 10,896 116,156 $1,243,292 $246,407 

14 95,830 6,022 72,246 $770,859 $92,039 

15 69,534 4,282 56,134 $600,341 $66,680 

16 96,603 7,133 76,650 $819,551 $90,412 

19 257,818 10,175 98,730 $1,062,253 $238,628 

23 187,429 8,353 89,380 $962,054 $173,330 

24/24A 178,890 8,191 64,865 $695,837 $165,844 

25 45,655 4,759 55,668 $594,593 $43,911 

26 258,774 9,361 82,674 $912,523 $249,516 

27 242,816 9,487 110,044 $1,179,938 $227,036 

29 63,623 4,166 64,044 $679,883 $66,571 

30 218,820 12,086 152,903 $1,629,588 $208,961 

31 145,384 7,316 102,220 $1,090,258 $140,463 

33 130,946 6,472 109,211 $1,165,812 $129,955 

40* 22,430 2,652 18,401 $197,551 $18,450 

42 76,313 4,469 86,820 $921,120 $77,175 

Elder Shopper Shuttle 3,302 322 1,995 $21,158 $1,645 

Community Shuttles 9,634 7,545 140,823 $374,666 $11,941 

Source: WRTA 
*Route 40 was eliminated at the end of FY 2019 but is included here for consistency with 
FY 2019 service metrics. 
Discrepancies between the total of individual fixed route costs and fare revenues and those 
reported for the mode are the result of unallocated expenses and receipts. 
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4.3 Asset Management  
WRTA owns and operates two facilities as shown in Table 10. The WRTA Hub at Union Station 
is a customer-facing transfer center with connections to most WRTA routes, the MBTA 
Framingham/Worcester Commuter Line, and intercity bus and rail. Six WRTA administrative 
staff are located at this location, as well as 14 customer service and administrative staff under 
contract through PBSTM. The WRTA Maintenance and Operations Center is located 
approximately 1 mile southwest of Union Station, providing for minimal deadhead across WRTA 
services. The Maintenance and Operations Center is the primary location for CMTM contract 
staff, including 116 drivers, 31 maintenance technicians, 7 inspectors, and 15 
administrative/other staff. 

Table 10. Facility Inventory Summary 

Facility Name Type Location Age 
TERM 
Rating 

Union Station Hub Bus Transfer, Administration, 
Customer Service 

60 Foster Street, 
Worcester 

7.08 5.0 

Maintenance & 
Operations Center 

Bus Storage, Maintenance, 
Operations 

42 Quinsigamond, 
Worcester 

3.67 5.0 

Source: WRTA 
 
WRTA’s revenue and non-revenue vehicle fleet is characterized in Table 11. WRTA’s active 
revenue fleet is comprised of a mix of bus (47 percent) and vans (53 percent). No buses 
exceeded the age (by vehicle type) recommended for vehicle disposition. Twenty percent of 
vans were older than the recommended disposition age of 5 years, and all but one is scheduled 
to be replaced through Capital Improvement Plan (CIP) 20. To understand fleet changes over 
time, Table 11 displays the active fleet for each mode. As shown, the demand response fleet has 
been decreasing since FY 2016, while fixed route vehicles have remained relatively steady. 

Table 11. Equipment Inventory Summary 

Vehicle Type Total Number Average Age 
Beyond Useful 

Life Benchmark 

Bus* 52 8.2 0% 

Van 58 3.9 20%** 

Non-revenue support vehicles 11 6.9 73% 

Total 121 6.0 17% 

Source: WRTA 

*Excludes two inactive Nova RTS vehicles. 

**11 vehicles scheduled for replacement with CIP20 and one replacement delayed until CIP21. 
 
In the event of an out-of-service vehicle, WRTA relies on spare vehicles to provide for the 
continuation of service. To provide maximum service levels, WRTA required 41 fixed route and 
48 demand response vehicles in 2018, compared to 52 fixed route and 58 demand response 
vehicles available for maximum service. WRTA’s spare ratio, defined as the percentage of active 
fleet not in service, was 21 percent for fixed routes and 17 percent for demand response. 
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In addition to its vehicles and facilities WRTA maintains the following technology assets: 

• Real-Time bus tracking capabilities that allow dispatchers to let drivers know just how 
closely they are adhering to the route and schedule and to adjust as needed 

• Next arrival information for customers using phone app or computer, including text-
based and QR Code instructions 

• Video tutorials to help customers use WRTA Bus Tracker information 

• Clever Devices Ltd. automatic vehicle locator (AVL) and automated announcements  

• Clever Devices Ltd. fixed route dispatch and mobile data terminals  

• Clever Devices Ltd. Ridecheck Plus automated passenger counters (APC) 

• Stratagen demand response dispatch 

• TripSpark Technologies Ranger demand response mobile data terminals 

• GIRO Inc. Hastus Scheduling software 

• Seon on-board cameras 

• Scheidt & Bachmann CharlieCard fare collection equipment  

• Ticket vending machines  

• Website and mobile-friendly site for smart phone users 

• Ron Turley Associates parts/inventory management software 

• Microsoft Dynamics Great Plains financial software  
Capital expenditures associated with replacement and expansion of WRTA’s capital assets are 
summarized in Figure 11. Revenue for capital purchases comes from a mix of federal, state, 
local, and other funds. Federal funding generally makes up between 63 percent and 83 percent 
of revenue.  

Figure 11. Capital Expenditures 

 

$27,679,929

$52,135,810

$7,421,174
$2,924,449

$0

$10,000,000

$20,000,000

$30,000,000

$40,000,000

$50,000,000

$60,000,000

FY15 FY16 FY17 FY18

Federal State Local

Source: National Transit Database, 2015 to 2018 



Comprehensive Regional Transit Plan Update Worcester Regional Transit Authority 
 

AECOM  30 

4.4 Policies and Procedures 
WRTA maintains a Passenger Code of Conduct Policy on its public website, which includes 
rules in effect on WRTA buses and at facilities.14 Examples of prohibited conduct include: 

• Soliciting, begging, gambling, selling, or advertising 

• Blocking the movement of another passenger or employee, taking up more than one 
seat, or attempting to bring more personal items than can be managed 

• Eating or drinking on the bus 

• Smoking or drinking alcohol on the bus or at facilities 

• Sleeping, camping, or loitering on WRTA property 

• Extending anything out of windows or doors 

• Littering 

• Loud or disruptive behavior 
WRTA has also recently implemented temporary policies aimed at preventing the spread of 
COVID-19. Passengers are asked not to sit in seats that have been marked as closed and must 
wear face covering while on board WRTA vehicles. 

Major infractions will be issued for passengers under the influence of alcohol or drugs, creating 
unsanitary conditions, carrying or brandishing a weapon, threatening employees or customers, 
vandalism, thrown objects, failing to pay the appropriate fare or present a valid pass, 
misrepresenting oneself as eligible for reduced fare, and/or any other illegal behavior.  

WRTA employees may deny service for any infraction. Failure to comply with denial of service or 
suspension of service shall be grounds for criminal trespass prosecution. Major infractions or 
repeat offenses may result in the suspension of service. Customers may submit a request to 
review suspension of service through WRTA Customer Feedback. WRTA reserves the right to 
permanently ban passengers from service for any major infraction, including first offenses. 

In addition to these rules, WRTA, including its vendors CMTM and Transit Management, Inc., 
are Affirmative Action/Equal Opportunity Employers.15 WRTA complies with ADA and Title VI of 
the Civil Rights Act regarding anti-discrimination. Procedures for accessing ADA paratransit 
services, and WRTA’s policies regarding ADA fares, late trips, cancelations, and no shows are 
available in the WRTA Paratransit Riders’ Guide.16 WRTA’s Disadvantaged Business Enterprise 
(DBE) Program Complies with United States Department of Transportation 49 CFR Part 26; the 
DBE participation goal is 2.6 percent for FY 2018 to FY 2020. 

4.5 Regional Connections and Other Transit Providers 
The WRTA service area connects to MBTA and greater Boston via the MBTA 
Framingham/Worcester Commuter Rail Line. The service operates from Worcester to Boston, 
with WRTA service area stops in Worcester, Grafton, and Westborough. Park and ride garages 
are available at each location. Commuters can park at Grafton and Westborough park and rides 
at a rate of $4 per weekday, $2 per Saturday/Sunday, or $70 per month. The Worcester park 
and ride is operated and maintained by the City of Worcester and costs $4 per hour, $14 per 
day, or $153 to $188 per month. Once in Boston, travelers can access a variety of MBTA 
services, including transfers to other area RTAs.  

 
14 https://www.therta.com/customer-service/wrta-conduct-policy/ 
15 https://www.therta.com/wrta-jobs/ 
16 https://www.wrtaparatransit.com/files/downloads/Riders%20Guide%20PDF.pdf 

https://www.therta.com/customer-service/wrta-conduct-policy/
https://www.therta.com/wrta-jobs/
https://www.wrtaparatransit.com/files/downloads/Riders%20Guide%20PDF.pdf
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In addition, several private carriers operate out of the Worcester Union Station Hub, including: 

• Amtrak – with service from Boston to Chicago, Illinois and interim stops in Framingham, 
Worcester, Springfield, and Pittsfield, Massachusetts as well as throughout upstate New 
York, Erie, Pennsylvania, and Ohio and Indiana.  

• Greyhound – those boarding at Worcester Union Station can travel to Boston, Albany, 
New York, or New York City with the ability to transfer to other lines in Springfield, 
Boston, or New Haven, Connecticut. 

• MegaBus – from New York City to Boston, including a northern connection from Boston 
to Burlington, Vermont. 

• Peter Pan Bus Lines – with connections throughout Massachusetts, Connecticut, Rhode 
Island, and New York. 

4.6 Fare Rates and Structure 
WRTA fixed route buses utilize electronic fareboxes, which scan passenger payments upon 
boarding and eliminate the need for drivers to handle cash or make change. Customers may 
pay fares on the bus using cash, day or monthly pass, or stored value card. For passes and 
stored value cards, WRTA uses CharlieCard technology, which is compatible with fare collection 
equipment on MBTA and other participating RTAs. Passengers can purchase CharlieCards or 
add WRTA passes or stored value to CharlieCards at the WRTA Customer Service Center 
located at 60 Foster Street in Worcester. Stored value can also be loaded at MBTA pass sales 
locations or by using MBTA’s website. Stored value can be used on any fare-compatible service; 
however, WRTA pass products can only be used for WRTA services. WRTA customers wishing 
to use their CharlieCards in multiple service areas must either have stored value or add MBTA 
or other RTA pass products separately.  

ADA paratransit fares are deducted from the customer’s Automated Fare Account and drivers 
will not collect a fare. ADA riders may bring one traveling companion (additional companions 
permitted when space is available) using the same pick-up and drop-off address. Companion 
fares will be deducted from the ADA customer’s fare account. Customers must maintain a 
positive balance of funds in their fare account to book a trip. Non-ADA paratransit fares are 
largely cash or ticket-based, depending on the provider. 

The WRTA fixed route fare structure is shown in Table 12. WRTA has fares for individual trips, 
1-day passes (up to eight trips) and 31-day passes, with a standard and reduced rate for each. 
Reduced fares are available for riders with a Transportation Access Pass ID Card (elderly and 
disabled), City of Worcester Commission on Elder Affairs Senior Identification Card, or Medicare 
Card with a photo ID. In addition, children between the ages of 5 and 13 traveling with an adult 
are eligible for the reduced rate for single ride and one-day passes. Children under five years of 
age ride for free. 

College students (with ID) can purchase a U-Pass, which costs a flat $125 per semester. WRTA 
also works with local employers to offer an employee pass program. Length of time and rate are 
subject to agreements with the employer. 

The fare for ADA services is $2.75 for in-town trips, $3.00 for trips one town away, $3.25 for trips 
two towns away, and $3.50 for longer trips. Travelling companions pay the same fare as the 
person they are accompanying and personal care attendants ride for free. 
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Table 12. Fixed Route Fare Structure 

Fare Type Standard  Reduced  

Single Trip $1.75 $0.85 

1-day pass $4.50 $2.25 

31-day pass  $57.00 $28.50 

Source: WRTA 

4.7 Fare Policy 
WRTA’s last fare increase was implemented in July 2017. In fulfillment of it’s MOU with 
MassDOT, the WRTA Advisory Board approved a fare policy on November 19, 2020. In it, WRTA 
has committed to an annual evaluation of its current fare structure as part of its regular budget 
development process. The evaluation will consider both short-term and long-term impacts of 
fare changes on the WRTA budget to determine if modifications are warranted, as determined 
by the Board’s Audit and Finance Committee. If the AUDIT AND Finance Committee 
recommends a fare modification, input from member communities and the public will be solicited 
and the proposal brought before the Advisory Board for deliberation. 

WRTA has noted that its account-based fare collection system for ADA paratransit riders offers 
the ability to implement fare-capping, account-based incentives, and robust data collection 
regarding customer travel preferences. This flexibility is not available for fixed route passholders 
with the current farebox technology. 

WRTA is planning on changing the fixed route fare technology used in 2021/2022. With the new 
fare technology, WRTA plans on developing a comprehensive fare policy. This fare policy will be 
based on the capabilities of the fare technology that is put in place. The expectation for the fare 
policy is that will be developed in consultation with the WRTA Advisory Board. The fare policy 
will include frequency of fare reviews and consideration of fare modification as well as public 
outreach regarding fare policy and level changes. 

The fare policy will consider the technology in place. This would include consideration of 
account-based fare structures such as fare-capping. Consideration of a free-fare program would 
be considered if a sustainable, stable, and scalable funding source were to be identified for such 
a program, as several WRTA stakeholders have been advocating for consideration of fare-free 
transit. Either of these programs would reduce the cost of transit for frequent low-income riders. 
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5. Market Evaluation 

5.1 Service Area Overview 
This chapter describes existing and projected socioeconomic characteristics of the area served 
by WRTA. Understanding the demographics can help explain changes in transit demand and 
support recommendations for changes in future transit service. Specifically, people living below 
the poverty level, households without vehicles, seniors, and disabled individuals typically rely on 
transit; changes in these demographics can provide insight into transit demand trends. The 
U.S. Census Bureau’s American Community Survey (ACS) and Longitudinal Employer-
Household Dynamics (LEHD) program are the primary sources of demographic data used in 
this analysis and provide valuable indications of trends and projections. 

5.2 Demographic Conditions 
Demographic and socioeconomic statistics are important in transit planning to understand the 
potential transit markets that exist in an area. Population density is particularly important when 
evaluating a transit market. Population density maps can help identify where populations may 
be concentrated and where population distribution may be sparse. This can be particularly 
helpful in transit planning when considering how and where services can best meet the 
transportation needs of various populations. Population density in the region is mapped on 
Figure 12. 

The highest population densities in the WRTA service area are in the city of Worcester, with 
additional pockets of concentrated population in Shrewsbury, Webster, Southbridge, 
Northbridge, and Clinton. 

Transit usage is frequently related to level of income, age, vehicle availability, and disability 
status. Income is a key determinant in the type of transportation used to commute. Households 
with lower incomes and those without a private vehicle are often more likely to need public 
transportation options than households with higher incomes and those who can afford private 
transportation. Table 13 summarizes a variety of demographic statistics for the WRTA service 
area compared to state and national trends.  

The WRTA service area includes a total population of over 544,000 residents and over 245,000 
jobs. The average household income is greater than the national average but below the average 
household income for the Commonwealth of Massachusetts. WRTA service area residents are 
generally younger and less diverse compared to Massachusetts or the nation. 
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Figure 12. Population Density 

 

Source: US Census Bureau ACS 2017 
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Table 13. Demographic and Socioeconomic Profile 

Area 

Median 
Household 

Income 

Population 
Living Below 

Poverty (%) 

Households 
without a 

Vehicle (%) 

Population 
Over 65 

(%) 

Minority 
Population 

(%) 

Disabled 
Population 

(%) 

Worcester County 71,895 10.4% 9.2% 14.9% 22.9% 12.0% 

Hampden 53,403 17.1% 13.4% 16.0% 36.7% 15.9% 

WRTA Service Area* $68,519 N/A 9.5% 15.1% 24.8% N/A 

Massachusetts $79,835 10.0% 12.5% 16.5% 29.3% 11.6% 

United States $61,937 13.1% 8.5% 16.0% 39.8% 12.6% 

Source: US Census Bureau ACS 2018 

*Demographic characteristics for the WRTA service area are based on an unweighted average 
of the percentages for each block group and do not represent a statistical sample. 

5.2.1 Age and Race 

The percentages of WRTA area population over age 65 and under age 18 are illustrated on 
Figure 13 and Figure 14, respectively. Both groups can be characterized by lower vehicle 
ownership and potential reliance on public transit for mobility. In addition, riders from both age 
groups often qualify for a free or reduced fare, such that a route’s financial performance 
(farebox recovery) may be affected by the age composition of the area it serves.  

As shown on Figure 13, high concentrations of population over 65 exist in north Worcester, 
Auburn, Webster, Berlin, Brimfield, Sturbridge, and Southbridge. Higher percentages of 
population under 18 reside in Shrewsbury, Boylston, Rutland, Brookfield, Douglas, Grafton, and 
Westborough, as shown on Figure 14.  

Minority population, shown on Figure 15, includes both racial and ethnic minority groups. Areas 
with the highest percentage of minority population are found in Worcester, Shrewsbury, 
Westborough, and Southbridge. 
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Figure 13. Senior Population 

 
Source: US Census Bureau ACS 2017 
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Figure 14. Youth Population 

 

Source: US Census Bureau ACS 2017 
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Figure 15. Minority Population 

 

Source: US Census Bureau ACS 2017 
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5.2.2 Socioeconomics 

Median household income and the percentage of those living below the poverty level are used 
as measures for propensity to use transit. Work-trip market shares from ACS show that as 
income rises the percentage of people using transit decreases. Automobile ownership is 
expensive and as household incomes decline so does the likelihood of having access to a 
private vehicle. In addition, those who use transit for non-economic reasons may also be less 
likely to purchase a vehicle.  

Figure 16 shows the percentage of people living below poverty in the WRTA service area by 
block group. Areas with higher percentages of people living below poverty include Worcester 
(especially along highway and commuter rail infrastructure), Southbridge, Webster, Spencer, 
and Warren.  

Median household income by block group is shown on Figure 17. As shown, the highest income 
areas are along the northeast quadrant of the study area. Areas with lower household income 
include Wales, Southbridge, Charlton, Warren, Brookfield, Northbridge, and central Worcester. 

Figure 18 illustrates the concentration of zero-vehicle households. Worcester, Westborough, 
Brimfield, Charlton, Clinton, and concentrated areas in Webster, Southbridge, Spencer, and 
Barre have the highest rates of households without a vehicle.  

5.3 Employment 
The trip to work is often the most frequent trip taken; therefore, employment characteristics are 
important factors in the discussion of public transportation. Large employers are common 
destinations for significant numbers of people, which make them important to transit service 
planning. Job density is shown on Figure 19. Jobs are concentrated in Worcester, Millbury, and 
Westborough, with additional pockets of high employment in Holden, Auburn, Southbridge, and 
Webster.  

5.4 Local and Regional Travel Patterns 
Major trip generators are locations frequented by a significant number of people, traveling by all 
modes, within the study area. Common transit generators include healthcare facilities, 
transportation hubs, schools and universities, shopping areas, social service agencies, and 
recreational areas (such as parks). These generators must be considered when evaluating 
transit service for a region. Major trip generators within the WRTA service area are shown on 
Figure 20. Trip generators are located primarily in Worcester and along WRTA fixed bus routes. 
Additional clusters of trip generators not served by fixed route exist in Holden, Clinton, 
Northborough, and Dudley.  
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Figure 16. Persons Living Below the Poverty Level 

 

Source: US Census Bureau ACS 2017 
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Figure 17. Median Household Income 

 
Source: US Census Bureau ACS 2017 
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Figure 18. Zero-Vehicle Households 

 
Source: US Census Bureau ACS 2017 
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Figure 19. Job Density 

 
Source: 2017 LEHD 
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Figure 20. Major Trip Generators 
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5.5 Land Use and Growth 
CMRPC oversees regional planning for the area, including the city of Worcester and 39 towns, 
covering the majority of the WRTA service area. In 2015, CMRPC published its Land Use 
Priority Plan (LUPP) for the region. Eight of the CMRPC’s member communities, including 
Worcester, Shrewsbury, Berlin, Westborough, and Grafton in the WRTA service area as well as 
several other communities in the MetroWest area, had been included in the 495/MetroWest 
Development Compact of 2011. The priority development and preservation areas identified 
through that process were incorporated into the CMRPC LUPP, along with priorities for three 
other subregions, including Blackstone Valley, the Central 13, and the Rural 11. Regional priority 
areas were screened for inclusion in the state’s Priority Development Area (PDA) and Priority 
Preservation Area (PPA) lists. State-selected PDAs and PPAs within the CMRPC are shown on 
Figure 21. 

Figure 21. CMRPC Priority Development Areas 

 

Source: CMRPC LUPP, 2015 
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5.6 Transit Score 
The transit score map is created to spatially analyze several transit-oriented demographic and 
socioeconomic characteristics at the same time (the characteristics discussed individually in this 
chapter so far). The transit score is a relative measure of how successful a fixed route transit 
system is expected to be in a particular region. Used in conjunction with a congruency analysis 
of major transit generators, the transit score can be used to evaluate existing service as well as 
to identify areas of potential demand. 

Demographic and socioeconomic information is collected from the US Census Bureau for a 
region divided into smaller geographic units such as tracts, block groups, or blocks. Block 
groups and census tracts were used for this analysis. Transit-oriented variables used for the 
analysis include: 

• Overall population density 

• Overall job density 

• Density of the population under the age of 18 

• Density of the population over the age of 6517 

• Percentage of the population living below the poverty level 

• Percentage of zero-car households 
The result of the transit score analysis is illustrated on Figure 22. As shown, Worcester has the 
highest transit scores, followed by parts of Westborough, Clinton, Webster, Southbridge, 
Northbridge, and Auburn. WRTA’s existing fixed route network serves all areas with a transit 
score of “very high” and the majority of those with a transit score of “high.” Areas with a high 
transit score not served by WRTA fixed route include Clinton, central Holden, and Sturbridge 
near Cedar Pond. 

 
17 Note that the federal definition of senior as aged 65 or over is used in this case, but age in relation to transportation need is more 
nuanced than a strict age cutoff implies. In 2017, Governor Baker signed Executive Order 576 establishing the Governor’s Council 
to Address Aging in Massachusetts. As part of this effort, the Council looked at different methods and solutions to create an age-
friendly Commonwealth and conducted research and listening sessions across the state, during which transportation was identified 
as a key challenge facing older adults. Additionally, research presented from this effort showed a trend toward people staying in the 
workforce longer than previous generations. This research shows that the topic of transportation for older adults is one that is 
evolving and will require more attention in transportation planning in the future. 
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Figure 22. Transit Score 

 

Source: AECOM calculations utilizing US Census Bureau ACS 2017 
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6. Performance Monitoring 
Performance-focused management is a critical priority for the Commonwealth and regional 
transit providers. The federal government has also led the transportation industry to become 
more performance-driven in the last decade by mandating that federally funded agencies 
implement a performance-based approach to planning and programming. This broad emphasis 
on having a strong enterprise-wide, data-driven, and transparent performance management 
framework as the foundation for making decisions is especially relevant in addressing the 
challenges of COVID-19 and other market uncertainties.  

The purpose of this chapter is to outline WRTA’s current performance measurement practices, 
track performance results for the WRTA/MassDOT Bilateral MOU, and make recommendations 
supporting data-driven and performance-focused decision-making. Historical performance 
information and a review of peer agencies are included in Appendix A.  

6.1 Current Performance Measurement Practices 
WRTA has developed a detailed performance measurement system informing their decision-
making processes. WRTA’s system for performance monitoring includes: 

• Periodic reporting a broad range of performance results to its Advisory Board and federal 
and state funding partners 

• A commitment to tracking and reporting key metrics to MassDOT under the bilateral two-
year MOU that WRTA signed with MassDOT in August 2019 

• Transparent sharing of performance results with the public, through performance 
summaries made available on WRTA’s website 

The WRTA website includes a 10 to 12 page annual report18 featuring upcoming capital projects 
and service initiatives, staff recognitions, community outreach, rider profile, financial statements, 
and key performance measures for fixed route and demand response modes. The annual report 
was last updated in 2017. WRTA’s “Performance Report Card” webpage includes graphics for 
FY 2017 performance on metrics including: 

• Fuel efficiency (fleet miles per gallon) 

• 2014 to 2017 fixed route ridership by quarter 

• 2014 to 2017 farebox failure rate by month 

• 2014 to 2017 preventable accidents per 100,000 miles 

• 2014 to 2017 inspections performed on-time 

• 2014 to 2017 miles between breakdowns 
In addition, WRTA published an FY 2019 performance statistics five-page summary report and a 
separate FY 2018 and FY 2019 performance statistics comparison. The FY 2019 report 
provides month to month information, while the FY 2018 and FY 2019 comparison utilizes 
annual metrics. Both provide individual route-level performance for WRTA’s weekday, Saturday, 
Sunday, and total fixed route services across the following measures: 

• Ridership 

• Revenue hours 

• Passengers per revenue hour 

 
18 Annual reports were posted each year for 2006 to 2009, but less frequently in recent years (2012 and 2017). 
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• Revenue miles 

• Passengers per revenue mile 

• Trips operated 

• Passengers per trip operated 

6.1.1 State and Federal Reporting Requirements 

WRTA reports a variety of performance metrics to both FTA and the Commonwealth on a 
monthly, quarterly, and annual basis as part of their funding agreements. Summary performance 
metrics that WRTA has tracked and reported to MassDOT through the GrantsPlus and asset 
data systems over the FY 2015 to FY 2019 time period are displayed in Appendix A. FTA 
requires transit providers that receive federal funding to submit data (including service, financial, 
and asset inventory and condition) both monthly and annually to be submitted to the National 
Transit Database (NTD).  

6.1.2 Performance Metrics and Targets from MassDOT Memorandum of 
Understanding 

New to the WRTA’s performance monitoring obligations is a commitment to monitor and report 
on a selection of performance metrics, baselines, and targets established by WRTA and 
MassDOT in the categories of ridership, customer service and satisfaction, asset management, 
and financial performance. This commitment is contained in a bilateral MOU signed by WRTA 
and MassDOT in August 2019. The MOU states that WRTA’s performance is to be measured by 
comparing established baselines against FY 2020 and FY 2021 targets. With a few exceptions, 
the baselines are averages of data collected in FY 2016 to FY 2018. The performance 
measures included in the WRTA MOU, along with their baselines and targets, are in Table 14. 
The targets presented in red indicate “stretch” goals as defined by the MOU.  

Table 14. FY 2021 Performance Measure Targets in the MOU 

Metric 
2018 

Baseline 
FY 2020 
Target 

FY 2021 
Target 

Unlinked passenger trips (fixed route) 3,131,000 3,150,000 3,180,000 

Unlinked passenger trips (demand response) 184,000 185,000 187,000 

Unlinked passenger trips (systemwide) 3,315,000 3,335,000 3,367,000 

UPT/VRM (fixed route) 1.60 1.60 1.65 

UPT/VRM (demand response) 0.20 0.20 0.20 

Revenue miles per UPT (demand response) 7 7 7 

UPT/VRH (fixed route) 19.0 19.0 19.2 

UPT/VRH (demand response) 2.3 2.3 2.3 

UPT/trip operated (fixed route) 10.0 10.5 11.0 

Scheduled trips operated (fixed route) 99.5% 99.6% 99.7% 

Scheduled trips operated (demand response) 99.9% 99.9% 99.9% 



Comprehensive Regional Transit Plan Update Worcester Regional Transit Authority 
 

AECOM  50 

Metric 
2018 

Baseline 
FY 2020 
Target 

FY 2021 
Target 

Passenger cancelations to total trips ratio 
(demand response) 

17% 17% 16% 

On-time performance (fixed route) 80% M-Sat 
83% Sun 

81% M-Sat 
84% Sun 

82% M-Sat 
85% Sun 

On-time performance (demand response) 90% 90% 91% 

Valid complaints per passenger (fixed route) 0.000020 0.000019 0.000018 

Valid complaints per passenger (demand 
response) 

0.000010 0.000010 0.000010 

Survey rating of good/excellent 73% 75% 80% 

Revenue vehicles meeting TAM Plan useful 
life benchmarks 

2018 TAM 
Plan 

Meets/Does not Meet Target 

Reportable equipment meeting TAM Plan 
useful life benchmarks 

2018 TAM 
Plan 

Meets/Does not Meet Target 

Facilities meeting TAM Plan useful life 
benchmarks 

2018 TAM 
Plan 

Meets/Does not Meet Target 

Monthly preventive maintenance 95% 95% 95% 

Develop and implement new fare collection 
system 

New Metric Qualitative Qualitative 

Farebox recovery (fixed route) 16.5% 16.6% 16.8% 

Farebox recovery (demand response) 8% 8.1% 8.2% 

Operating cost/VRM (fixed route) $10.01 $11.01 $11.56 

Operating cost/VRM (demand response) $4.61 $5.07 $5.32 

Operating cost/VRH (fixed route) $117.19 $128.91 $135.35 

Operating cost/VRH (demand response) $66.69 $73.36 $77.03 

Maintain balanced budget Maintain Maintain Maintain 

Increase non-passenger revenue New Metric Qualitative Qualitative 

Source: MassDOT, WRTA 2019 MOU 

6.1.3 How the Transit Market Has Been Affected by COVID-19 

When initially negotiated, MOU targets reflected the reasonable expectation that WRTA could 
improve upon the identified baselines for the period of FY 2020 through FY 2021. Through the 
first and second quarter of FY 2020, WRTA had been performing relatively well against most of 
its service effectiveness and financial efficiency metrics. See Figure 23 through Figure 25 for 
more detail. 
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However, the pandemic has impacted and continues to impact WRTA through the fourth quarter 
of FY 2020. Months into the pandemic, the transit industry is still trying to understand what the 
new normal will look like. Transit providers are uncertain how many former customers will return 
(ridership has dropped as much as 80 percent at some systems) and what that timeline looks 
like. They are also grappling with how to ensure a safe workplace and retain employees as the 
risk associated with transit operations (and driving a transit vehicle in particular) has gone up 
significantly since March 2020. 

After the COVID-19 pandemic became widespread in Massachusetts in mid-March, many 
institutions and industries that fuel the region’s economy, as well as WRTA’s ridership, have 
been severely altered for the foreseeable future. Some of the most significant include:  

• Suspension of classes and a shift toward virtual learning at UMass, Worcester State 
University, Worcester Polytechnic Institute, and Clark University 

• Shift towards virtual and hybrid learning options at area schools 

• Reduction in MBTA commuter rail ridership 

• Reduction in leisure and commercial activities including temporary closure of non-
essential services 

• Reduction in senior activities and services provided by area COAs 
These institutions and services are not only major trip generators, but they also contribute to 
area employment and sales tax receipts that impact WRTA’s local revenue streams. As the 
timeline for eradicating the virus and the impact that pandemic-related trends (such as 
increased telework, distance learning, telemedicine, and online shopping) could have on future 
transit demand are extremely uncertain, WRTA will need to be flexible in its ability to adjust 
service according to demand and funding availability.  

Figure 23 shows FY 2020 ridership information for WRTA, compared to an FY 2019 baseline. As 
shown, WRTA FY 2020 ridership levels were near or above FY 2019 through February. 
Restrictions to travel and stay at home orders related to COVID-19 began in March, and 
ridership levels fell immediately to 79 percent of FY 2019 levels. Losses were dramatic in April 
and May (34 to 38 percent of FY 2019 levels). June was characterized by a slight recovery, but 
ridership remained low at 43 percent of FY 2019 levels. During this time, WRTA had suspended 
fare collection in an effort to allow more social distancing between its drivers and customers. 
Lower ridership and suspension of fare collection combine such that WRTA’s productivity and 
financial efficiency performance metrics are not comparable to MOU targets during this time. 
This trend of depressed ridership has continued into FY 2021, although WRTA’s recovery has 
been stronger than some other Commonwealth RTAs. 
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Figure 23. FY 2020 COVID-related Ridership Loss 
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Figure 24 shows FY 2020 performance for ridership-driven performance measures, as a 
percentage of the FY 2020 MOU targets. With the exception of demand response passengers 
per revenue mile,19 all other measures were near or above the MOU target through November 
2019 (second quarter of FY 2020). All measures declined in December, as is typical for WRTA 
and the transit industry generally during winter months. But instead of rebounding in the spring 
as usual, pandemic-related ridership losses impacted service productivity throughout the third 
quarter and fourth quarter of FY 2020. 

As shown in Figure 25, demand response costs per unit of service were near, and bus costs 
were below, the established FY 2020 MOU targets throughout the first quarter and second 
quarter and most of the third quarter. Demand response costs per mile and per hour began to 
rise in March and spiked in April to more than three times the MOU targets. Bus costs per 
revenue hour and per revenue mile were approximately double the MOU targets in April and 
May.  

 
19 WRTA’s demand response performance per mile relative to performance per hour indicates a longer average trip length for 
demand response passengers and/or higher average speeds while in service than anticipated.  
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Figure 24. FY 2020 Service Effectiveness Metrics Relative to Targets 
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Figure 25. FY 2020 Financial Efficiency Metrics Relative to Targets 
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6.2 Considerations for the Next 5 Years: Moving to a Data-Driven 
Performance-Focused Decision-Making Framework 

Building on WRTA’s current performance management practices, there are some critical 
enhancements in data collection and performance measurement that WRTA should adopt over 
the next 5 years. These changes support an enterprise-wide decision-making process guided by 
data and performance. Ultimately, adopting a data-driven performance-focused decision-making 
framework will aid in the navigation of the uncertainties brought on by COVID-19 and other 
market trends.  

The first critical need that WRTA should fulfill to enhance performance management is in the 
area of data collection and evaluation. While WRTA collects, analyzes, and reports performance 
data, the Authority would greatly benefit from strengthening its data collection tools to better 
support performance-driven decision making. It will be critical for WRTA to evaluate its data 
collection and evaluation tools and invest in technology driven solutions to provide real-time 
information on key system indicators and reaffirm the key metrics that will best inform Authority 
decisions, particularly in the service planning, cost control, and financial business lines.  

Principals for data evaluation include: 

• Data Collection: A transit agency must have the data collection systems in place from 
which to draw the information for making decisions. These systems can be automated, 
such as APCs, or drawn from manual observations or samples. Validation of the 
information collected is a crucial aspect of data-driven decision making. As transit 
operations equipment has become more technologically sophisticated, vast amounts of 
operations data have become available to service providers. Authorities should have 
technology-driven data analysis tools and strategies that ensure that the data collected 
facilitates WRTA’s reporting requirements and inform operations, service, and financial 
planning.  

• Data Analysis: Transit operators have ample data produced on a daily or even hourly 
basis from the systems used to deliver service. Information from vehicle locators, 
passenger counters, fareboxes, phone systems, and other technology can be 
voluminous, and having appropriate levels of data analysis capacity is essential to 
distilling the information into key decision-driving reports. WRTA already has a strong 
data foundation to build on as fixed route vehicles are equipped with Ridecheck Plus 
APC and Clever Devices’ Vehicle AVL systems. In addition, WRTA is pursuing website 
upgrades, which will aid in the simplification of its display of real-time bus location 
information based on AVL data. APC systems facilitate consistent and more easily 
collected ridership data across its bus routes and stops, enabling ridership and efficiency 
performance comparisons. WRTA should continue to monitor, analyze, and apply the 
data collected through its APC and AVL technology to facilitate review of performance 
metrics for every route and stop.  

6.2.1 Performance Metrics 

WRTA should continue to assess its performance metrics around key service and financial 
indicators to establish performance targets and corrective actions that better reflect the 
Authority’s priorities through a variety of scenarios. When evaluating existing practices and 
developing recommendations for new metrics, it is important to keep in mind that performance 
measures should be:  

• Easily measurable with realistic aspirational targets that will lead to successful outcomes 

• Inclusive of thresholds for corrective actions 



Comprehensive Regional Transit Plan Update Worcester Regional Transit Authority 
 

AECOM  55 

• Clear and intuitive to transit staff as well as to non-transportation professionals 

• Acceptable and useful to transportation professionals 

• Comparable across time and between geographical areas 

• Reported on a regular schedule (monthly, quarterly, or annually), depending on the state 
and federal requirements and the nature of the data 

• Functionally related to actual system operations so that changes are reflected with 
minimal lag time in operating statistics 

• A cost-effective means of data collection 

• Based on statistically sound measurement techniques, where appropriate 

• Consistent with measures identified for other systems 

• Readily available, when possible, to facilitate flexibility and agility in service planning 

• Framed around actionable language, setting thresholds when additional analysis or 
service changes are warranted 

WRTA should also create actionable guidelines for the performance metrics they regularly report 
that better reflect current and potential future transit conditions. WRTA’s 2015 CRTP identified 
several thresholds for identifying service levels. For example, level of service (frequency) 
guidelines for new services based on population and employment densities are shown in Table 
15. In addition, the 2015 RTP recommended minimum frequencies (by route function) of 60 
minutes for city and crosstown routes and 120 minutes for community routes.  

Table 15. 2015 CRTP New Service Thresholds 

Jobs and Population per Square Mile 2015 CRTP Recommended Service Thresholds 

Less than 2,000 Alternative service 

2,000-3,000 120-minute headways or peak only service 

3,001-6,500 60-minute headways 

6,501-16,000 30-minute headways 

16,001-250,000 15-minute headways 

Over 250,000 5-minute headways 

Source: WRTA 2015 CRTP, AECOM 
 
At this time, it is worthwhile to refresh some of these thresholds to reflect pandemic-related 
impacts on travel demand as well as emerging technologies and service delivery options (e.g., 
microtransit or commuter express services). Most importantly, the decision to add new services 
should consider both the characteristics of the area requesting service as well as the overall 
landscape for transit. New service criteria should increase public transparency for the service 
planning and decision-making process without hampering WRTA’s ability to interject flexibility 
and nuance into the process. Lower density areas may not be good candidates for new service 
during depressed system ridership conditions. Higher density areas may also warrant a range of 
appropriate service levels: meeting basic service needs through depressed ridership conditions 
while accommodating capacity for social distancing as ridership recovers. Table 16 provides an 
update to WRTA’s new service thresholds.  
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Table 16. Recommended New Service Thresholds 

Jobs and Population per 
Square Mile 

Service Thresholds (Low 
Ridership) 

Service Thresholds 
(High Ridership) 

Less than 2,000 No service Alternative modes* 

2,000-3,000 (less than 15 miles 
from WRTA Hub) 

Limited scheduled trips per day 
or alternative modes* 

120-minute headways 
or peak only service 

2,000-3,000 (greater than 15 
miles from WRTA Hub) 

No service or alternative modes* Alternative modes* 

3,001-6,500 (less than 15 miles 
from WRTA Hub) 

Limited scheduled trips per day  60-minute headways 

3,001-6,500 (greater than 15 
miles from WRTA Hub) 

No service or alternative modes* Alternative modes* 

6,501-16,000 30/60-minute headways by time 
of day or trunk 

30-minute headways 

Over 16,000 30-minute headways 15-minute headways 

* Indicates that WRTA should weigh the potential for demand response, microtransit, commuter 
express, or other modes to meet transportation needs in an area not conducive to traditional 
fixed route service. 

The 2015 CRTP established additional thresholds for when corrective actions (such as more 
extended analysis or service changes) should be undertaken for underperforming routes. As 
post-pandemic ridership stabilizes, it will be important to review and reestablish thresholds for 
corrective actions in order to simplify service planning and boost transparency of the decision-
making process, especially in the event of sustained funding shortages or ridership loss 
following the pandemic. Thresholds identified in the 2015 CRTP are shown in Table 17.  

Table 17. 2015 CRTP Service Correction Thresholds 

Service Threshold City Community Crosstown 

Passengers per hour* 22.5 15 15 

Subsidy per passenger** Above $6 or 150% of system average 

Farebox recovery 15% 15% 15% 

Cost per revenue hour Above 150% or below 75% of system average*** 

On-time performance 90% 90% 90% 

Miles between road calls 10,000 10,000 10,000 

Accidents per 100,000 miIes 3 3 3 

Source: WRTA 2015 CRTP, AECOM 

* 2015 CRTP identified routes 75 percent or below benchmarks (30 and 20 passengers per 
hour, respectively) as warranting re-evaluation. 

** 2015 CRTP identified routes above 150 percent of fixed route average as warranting re-
evaluation as well as a goal of $4.00 for fixed routes generally.  
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Looking forward, the thresholds for passengers per hour, subsidy per passenger, and farebox 
recovery should be widened to accommodate a variety of system recovery scenarios. 
Thresholds for cost per hour should be modified to reflect a focus on high cost routes. Routes 
with lower costs per hour will not necessarily warrant additional service but may be monitored to 
determine the factors contributing to lower costs and transferability to other routes. In addition, 
similar thresholds applicable to zone-based services such as demand response or microtransit 
should be adopted. Recommended service correction thresholds are shown in Table 18; the 
classification of WRTA routes was previously presented in Table 2.  

Table 18. Recommended Service Correction Thresholds 

Service Threshold City 
Community/ 
Crosstown 

Zone-
Based 

Potential Corrective 
Action(s) 

Passengers per hour 18 12 4.5 Route realignment, schedule 
adjustments, reclassification  

Subsidy per passenger* Above 150% of system 
average 

$8 Route or schedule 
adjustments, zone- or 
distance-based fares, 

alternate revenue stream 

Farebox recovery 
(excluding periods of fare 
suspension) 

10% 10% 10% Route or schedule 
adjustments, zone- or 
distance-based fares, 

alternate revenue stream 

Cost per revenue hour Above 150% of system 
average 

Above fixed 
route 

average 

Route realignment/turn-
backs, layover adjustments, 

labor/overtime allocation 

On-time performance 90% 90% N/A Schedule analysis, recovery 
time adjustments, capital 

improvements 

Miles between road calls 10,000 10,000 10,000 Vehicle reassignment, 
preventive maintenance 

Accidents per 100,000 
miles 

3 3 3 Route safety analysis and 
realignment, operator training 

*WRTA policies regarding subsidy per passenger thresholds and corrective actions should 
reflect desired fare policy goals including incentivized fare periods, routes, or riders.  
 
It is recommended that WRTA continue to monitor and adjust service evaluation thresholds in 
light of new data reflecting the pandemic, with updates occurring at least every 5 years (in 
conjunction with WRTA’s 5-year CRTP updates). 

6.2.2 Increase Staff Capacity for Performance Analysis 

It is recommended that WRTA expand its performance analysis capacity. This could be 
accomplished by working with MassDOT and other RTAs to create a position for a statewide 
transit analyst dedicated to assisting RTAs with data analysis. This position would help with 
gathering, analyzing, and reporting data to the relevant oversight entities, such as FTA and 
MassDOT. Increased staff capacity would also support WRTA in its efforts to make more data-
driven decisions through better data organization facilitating increased analysis (e.g., quarterly 
reports or a more automated performance dashboard).  



Comprehensive Regional Transit Plan Update Worcester Regional Transit Authority 
 

AECOM  58 

6.2.3 Expand Public Transparency 

WRTA already collects and reports a variety of system- and mode-level financial performance 
and route-level performance measures. However, the information reported on publicly 
accessible reports varies across multiple reporting formats and is not consistently available for 
each year. It is recommended that WRTA consolidate a single performance tracking report 
format that incorporates a variety of its already collected system-level financial information and 
route-level productivity. This report should be updated and posted at regular intervals, for 
example, annually. By associating the update with a regularly recurring milestone or 
requirement (such as the end of the fiscal year or upon submission of annual performance data 
to NTD), WRTA can ensure that the publicly available information stays up to date and relevant. 

WRTA’s website includes an “Open Government” page, which includes annual payroll, audited 
financial statements, annual accounts payable reports, and the annual reports and performance 
summaries described in Section 6.1. The purpose of providing these reports is to boost public 
trust in WRTA and allows the public to better understand the service and key decision-making. 
The “open government” page does not include planning documents such as the 2015 CRTP or 
Advisory Board meeting minutes, although the page does include a public records request form. 
WRTA should consider the following options for presenting key mode-level and route-level 
operating statistics on its website on a more regular or recurring basis.  

• Key route-level operating statistics can be formatted in Microsoft Word or a similar word 
processing tool and then saved as a static PDF file. This report can be combined with or 
presented separately from the similarly formatted fixed route and demand response 
performance metrics report.  

— If possible, use of Microsoft references or strategic visual basic may allow for a more 
automated update of a customized dashboard template using standard data formats, 
reducing WRTA staff burden in creating a monthly publicly facing performance 
dashboard. 

• Several platforms exist for creating customizable data visualization dashboards that 
allow the public to interactively explore operational data.  
— Tableau: Most commonly used tool for transit providers that maintain a performance 

dashboard. Requires proficiency in SQL queries. 

— Microsoft Power BI: Drag and drop dashboard format that is integrated with other 
Microsoft software. Does not work well for complex data associations. Free version 
may be suitable for limited data analysis. 

— Domo: Selection of pre-built graphics allows for less technical staff to develop some 
visualizations while more technical staff may customize more complex visualizations 
using SQL. 

If feasible, WRTA should consider the option to allow the download of limited raw data sets, 
making the data easily accessible so that analysis can be included in efforts to educate the 
public, academic studies, or planning studies. In addition, WRTA should provide links to its 
recent and ongoing planning studies, Advisory Board meeting minutes, and an easily digestible 
clearinghouse of service announcements and notifications. WRTA will need to pursue upgrades 
to its website in order to streamline the process for making updates and adding content. This 
should make regular updates to performance and service information a quicker and more 
manageable process.  
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7. Transportation Service Needs 
This chapter provides a summary of the process used to identify WRTA’s 5-year service, capital, 
staffing, and technological needs as well as key opportunities for growth. Needs identified 
during this process were scored and prioritized as recommendations (see Chapter 8). In some 
cases, needs may reflect WRTA’s long-term vision and may not be immediately feasible as 
recommendations during the pandemic or during periods of diminished local, state, or federal 
revenue. Other needs may serve as temporary measures intended to facilitate recovery. The 
strategy for classifying needs and recommendations embraces the uncertainty facing the region 
and the transit industry as a whole as a result of the COVID-19 pandemic and places each 
within the context of a specific recovery scenario. 

7.1 Needs/Opportunities Identification Process 
To identify needs, the project team held regular coordination meetings with WRTA technical 
staff. These meetings provided an opportunity to discuss performance trends observed for 
existing services and to discuss challenges and opportunities for strategic investment to better 
meet the needs of the community or increase operational efficiency. In addition, targeted 
outreach was conducted with WRTA drivers, stakeholders, and members of the public. 
Summaries of the outreach process and findings are included as Appendix C. Driver, 
stakeholder, and public input was reviewed and vetted with WRTA staff.  

The needs identified by this process reflect a time of unprecedented uncertainty in the transit 
industry. There are several looming questions facing transit agencies across the country:  

• When will systemwide ridership return to pre-pandemic levels?  

• How might the transit market be permanently changed by the pandemic?  

• Which user groups are going to be more or less impacted by the pandemic?  

• How can new technology be used to provide mobility options in a potentially transformed 
transit market?  

• Which fixed routes will see faster recovery and which ones will see a slower recovery?  

• Will the pandemic drive increased sprawl as people seek larger houses with home 
offices, more space for at-home child education, and yard space?  

The answers to these questions and ones like them will be determined by broad driving forces 
largely outside of the control of WRTA, such as national economic policy, unemployment rates, 
education policy, availability of funding for capital investments, and municipal land use plans. 
However, WRTA can plan for contingencies based on how the future might unfold and in so 
doing be prepared for multiple potential scenarios.  

7.2 Recovery Scenarios 
In order to address this uncertainty, this analysis defines three qualitative ridership scenarios to 
sketch out the future of transit demand in three potential futures through 2025. These include a 
high-ridership scenario, a medium-ridership scenario, and a low-ridership scenario (explored 
more below). Each identified need was categorized as either a core need or a ridership-
dependent need. Core needs are those that WRTA is likely to face regardless of ridership or 
economic recovery and typically include capital items such as regular maintenance, fleet 
replacement, and technology solutions needed to keep up with changing industry standards and 
customer expectations. 
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7.2.1 High-Ridership Scenario 

The high-ridership scenario is defined as a return to 86 percent or more of 2019 levels. This 
scenario imagines the transit needs associated with a relatively well-recovered and stable 
economy precipitated by the following possible conditions: 

• There is an effective vaccine developed and widely available.  

• There is continued federal support for small businesses and state and local governments 
to reduce layoffs resulting from the pandemic and prevent further reductions in staffing 
due to lagging consumer spending and tax receipts.  

• There is federal support to transit agencies to fill any budget gaps resulting from reduced 
fare revenue, reduced state and local tax support, and increased costs associated with 
cleaning and installation of PPE.  

As a result of this successful vaccination development and distribution effort and/or ongoing 
federal support, ridership is expected rise to levels similar to 2019. Specific aspects of this 
return of ridership demand include the following:  

• Educational institutions resume with primarily in-person classes, although it is likely that 
distance learning is likely to comprise a larger share of course offerings than observed 
before the pandemic.  

• MBTA commuter rail service levels and ridership return to pre-pandemic conditions. 

• Restaurants and non-essential businesses open with strong sales.  

• Unemployment drops to 2019 levels, with people traveling to work on transit, in particular 
service-sector workers who depend on transit for mobility.  

Importantly, the high-ridership scenario does not envision ridership rising above where it was 
before the pandemic, but rather envisions a return to ridership at roughly the same levels seen 
in 2019.  

7.2.2 Medium-Ridership Scenario 

The medium-ridership scenario imagines a future in which ridership recovers somewhat from its 
lowest level in 2020 but has not fully recovered. This scenario may be characterized by stable 
ridership between 60 percent and 85 percent of 2019 levels or by a less predictable or volatile 
ridership that precludes either a “low” or “high” ridership scenario. This scenario would envision 
the following conditions:  

• The COVID-19 vaccine is slow to be developed, has limited effectiveness, has 
distribution problems, or has low-uptake due to public skepticism about its safety. While 
many people would be vaccinated, this lack of widespread immunization (herd immunity) 
means that many are still reluctant to be in public spaces.  

• Federal support for small businesses and laid off workers is modest, and state and local 
governments are forced to reduce services and lay off staff due to funding shortfalls. 
While some economic activity returns as portions of the population are vaccinated and 
return to pre-pandemic activities, unemployment still remains substantially higher than in 
2019.  

• Transit agencies see some additional direct federal aid that prevents the deepest cuts in 
transit service. Lifeline service on suburban and rural routes is maintained with modest 
route consolidation or restructuring on some low-performing routes.  

As a result of this middling performance on vaccination development and economic support, the 
transit market remains depressed. Some specific transit market impacts include:  
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• Some area schools return to in-person instruction while others continue virtually or on a 
hybrid schedule.  

• MBTA commuter rail runs at full-service levels, although ridership may remain somewhat 
depressed. 

• Riders most sensitive to the risks of the pandemic (seniors, people with pre-existing 
conditions) rely more on demand response transit, which is more expensive to provide 
than fixed route services.  

• Unemployment remains somewhat high and travel to service-sector places of work is 
depressed, reducing overall ridership.  

These factors interact to produce a scenario where there is some rebound from the lows of 
spring 2020 but keep overall system ridership below 2019 numbers.  

7.2.3 Low-Ridership Scenario 

The low-ridership scenario is defined as ridership that remains below 60 percent of 2019 levels. 
This scenario imagines a future where the transit market is compromised and transit demand 
plateaus at or near ridership levels seen post-pandemic.  

It is important to note that some parts of WRTA’s service area may experience recovery at 
different rates than others. For example, routes that support essential services, jobs, or 
populations with limited travel options may experience higher and quicker ridership recovery 
than routes better characterized as providing leisure travel. Identified needs that are specific to 
a particular route or service reflect the recovery scenario most appropriate for that particular 
route or service. 

7.3 List of 2021–2025 Needs/Growth Opportunities  
Table 19 summarizes the needs that were identified through this process, the rationale for the 
need, and whether each need is either a core need or a need specific to one of the three 
assumed recovery scenarios. 

The most frequently cited needs throughout stakeholder interviews and public opinion surveys 
were for reduced costs (for riders) and an expansion of WRTA service coverage. Fare 
reductions were the highest priority request for riders. Seventy percent of non-riders identified 
an expansion of WRTA service and additional routes to currently unserved areas as their top 
priority. Their biggest barrier to using transit was routes not going where they need (48 percent). 
Riders cited Clinton, Holden, Framingham, Leominster, and Marlborough, as well as 
underserved areas in Worcester and Westminster, as the top priorities for new service. 

Table 19. Needs by Recovery Scenario 

Description of Need Source Rationale Scenario 

Expanded service coverage Staff, 
Surveys, 
Stakeholders 

Service most requested to Clinton, 
Holden, northwest Worcester, and 
beyond the service area. 

Mid to 
High 

Improved on-time 
performance 

Staff Routes with OTP below 80% may 
lead to more systemic issues and 
negative customer perceptions 

High 

Improvements to weekend 
service  

Staff, Survey, 
Stakeholders 

Better reflect customer demand and 
shift times at key weekend 
employment locations 

High 
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Description of Need Source Rationale Scenario 

Reduced costs of transit use 
for riders 

Staff, MOU, 
Stakeholders 

Incentivize transit ridership; 
financially disadvantaged riders 
may not be able to access pass 
products 

Core 

Website redesign Staff Faster service updates, 
interoperability with new and 
anticipated technology solutions 

Core 

Fleet replacement Staff TAM Plan and MOU targets, 
transition demand response fleet to 
low-floor, test electric vehicle 
capabilities for paratransit 

Core 

O&M cost efficiencies Staff, Drivers Fiscal responsibility, target 
inefficient operations or those that 
create unnecessary maintenance 
issues.  

Core 

Sustained health and hygiene 
protocols 

Staff Cleaning and maintenance routines 
established during pandemic have 
been effective 

Low 

Marketing Stakeholders New service mode, target lost rider 
markets during pandemic 

Low 

Enhanced performance 
management system 

MassDOT Management and decision-making 
based on data and performance; 
provides accountability and 
transparency 

Core 
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8. Recommendations 
The recommendations for this 5-year plan reflect a data-driven process that takes into account 
historical operational data, stakeholder input, industry best practices, Commonwealth-wide 
goals, and RTA priorities. Specific recommendations were developed to address each identified 
need, then scored and prioritized to reflect appropriate recovery scenario assumptions, cost and 
complexity of implementation, and potential impact. These recommendations provide a 
framework for pursuing strategic service changes, capital enhancements, and policy 
approaches to ensure the best mobility options for the region’s residents.  

8.1 Guiding Principles  
Despite the uncertainty facing the transit industry due to the COVID-19 pandemic, several 
guiding principles remain steadfast despite the shifting transit landscape. These guiding 
principles must be considered as WRTA’s needs are analyzed and recommendations are made. 

• Safety: One of WRTA’s primary responsibilities is ensuring the safety of its customers 
and employees. This includes consideration of not only operational and traffic safety, but 
also, as underscored by the pandemic, a focus on health and hygiene of its vehicles and 
facilities.  

• Customer Experience: A high-quality customer experience begins when a customer 
searches for transit information or books a demand response trip and includes all 
interactions with WRTA facilities, vehicles, and staff from waiting for a bus, to the ride 
itself, and any last mile needs.  

• Equity Considerations/Title VI: Recommendations must avoid, minimize, or mitigate 
disproportionately high adverse effects on minority or low-income populations; ensure 
full and fair participation of affected communities in the decision-making process; and 
prevent the denial, reduction, or delay in the receipt of benefits by minority and low-
income populations. 

• Fiscal Responsibility: WRTA’s service plans and fare policies are financially 
constrained based on available state and federal resources. Recommendations seek to 
maximize the value of each dollar spent on WRTA services. 

• Environmental Stewardship: WRTA is committed to environmental stewardship both in 
helping as many riders as possible reduce their carbon footprint and through 
consideration of lower emission technologies across its fleet and facilities.  

• Regional Land Use and Economic Development Goals: WRTA service changes and 
capital investment should be consistent with regional planning efforts.  

8.2 Scoring 
Scoring is based on two categories, complexity of implementation and presumed impact of the 
recommendation. Scores for each category are relative to the recommendation (route- or 
community-specific or systemwide) and are presented as high, medium, or low (Figure 26).  

Factors used to assess the complexity of implementation include: 

• Capital and/or operating costs 

• Contractual obligations (union issues, need for more operators, third party limitations) 

• Technology or logistical concerns 

• Political or board challenges 
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• Coordination with other agencies 
Figure 26. Recommendation Complexity Thresholds 

Low  Medium  High 

Easier to implement with 
very little costs or barriers to 
do so 

 Either a low cost but several 
barriers or there is a mid-
high cost but no other 
barriers 

 Significant cost to implement 
with several barriers such as 
internal needs/issues, 
political challenges, and/or 
coordination with others 

 

Factors used to assess the potential impacts of recommendations (see Figure 27) include: 

• Number of riders or potential riders that would benefit 

• Environmental benefits 

• Benefits to equity or inclusion of environmental justice communities 

• Communities and businesses 

• Operational  
Figure 27. Recommendation Impact Thresholds 

Low  Medium  High 

Would most likely go 
unnoticed by riders but 
would have an impact  

 Would impact only a 
segment of riders on the 
route or system 

 Large benefit to everyone 

 

Complexity scores were assigned a value of 1, 2, or 3 from high to low, while impacts were 
assigned a value of 1, 2, or 3 from low to high, such that total scores range from 2 (high 
complexity and low impact) to 6 (low complexity and high impact). 

Phasing was determined by deriving a three-stage implementation phasing plan as follows: a 
score of 5 or better was seen as a candidate for earlier “Phase 1” implementation; a score of 4 
was seen as a “Phase 2” recommendation; and a score of 3 or lower was seen as a candidate 
for a later “Phase 3” implementation. In this way, a higher total score indicated something that 
should be done earlier than something with a lower total score. 

8.3 Recommendations Overview 
Table 20 summarizes the recommendations designed to meet each need, as well as the 
complexity and impact score, along with the proposed phasing. Further detail and staging 
considerations are provided in the sections that follow. 
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Table 20. Recommendations 

Need Recommendation Complexity Impact Score Phase 

Expanded service 
coverage 

Coordinate with Montachusett Regional Transit 
Authority (MART) to provide a timed transfer in 
Clinton 

Mid Mid 4 2 

Coordinate with MART to pursue a shared operation 
or shared cost agreement for a one-seat 
Fitchburg/Clinton/Worcester express service 

High High 4 2 

Provide new service with connections between 
communities in the northwest part of Worcester High Low 2 3 

Improved on-time 
performance 

Explore scheduling solutions for Route 16 Low Low 4 2 

Explore scheduling solutions for Routes 25, 27, and 
33  

Low-
Medium 

Low-
Medium 4 2 

O&M cost efficiencies 
Explore route adjustments in northeast Worcester that 
reduce bus maintenance issues on inclines (e.g., on 
Route 23 along St. Nicholas Avenue) 

Low Low 4 2 

Improvements to 
weekend service 

Review labor agreement and identify options and 
costs around addressing weekend service needs Medium Low 3 3 

Reduced costs of transit 
use for riders 

Update fare policy Low Medium 5 1 

Procure and install automated account-based fare 
payment system and associated on-board fare 
collection equipment for fixed routes 

Low Medium 5 1 

Website redesign 

Pursue website updates such that the site will be 
compatible with online fare payment and scheduling 
and real-time bus location data, and allow for more 
frequent and organized service updates 

Low Medium-
High 6 1 
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Need Recommendation Complexity Impact Score Phase 

Fleet replacement 

Follow regular vehicle replacement schedule as 
needed to meet TAM Plan and MOU useful life 
benchmarks. Consider shift toward low-floor 
paratransit vehicles. 

Medium Low 3 3 

Purchase one new electric 12-passenger van for 
demand response use inside the city of Worcester Low Low 4 2 

Sustained health and 
hygiene protocols 

Formalize current vehicle and hub cleaning 
procedures and incorporate O&M cost and 
operational impacts into long-term service and 
financial planning assumptions 

Low Low 4 2 

Marketing 

Initiate targeted outreach/marketing campaigns for 
seniors and students Low Low 4 2 

Initiate targeted outreach/marketing campaigns for 
new pilot microtransit/on-demand services Low Low 4 2 

Enhanced performance 
management system 

Identify technology-driven data tools and key 
performance metrics to establish an improved 
enterprise-wide data-driven management and 
decision-making framework. Implement a public-
facing and transparent performance reporting 
mechanism. 

Mid Low 3 1 
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8.3.1 Service Recommendations 

This section provides additional detail regarding the 16 service-related recommendations 
outlined in Table 20. In some cases, recommendations have been grouped where they 
represent a choice between multiple options or where alignment and scheduling 
recommendations may be paired for a more streamlined roll-out.  

8.3.1.1 Service to Clinton/MART 

Two recommendations offer options for addressing new services to Clinton and connections to 
the MART service area. The first option would be to add a route or extend one of WRTA’s 
existing routes to Clinton or vicinity and pursue a timed transfer with a new MART fixed route. A 
second option would be to provide a single service offering a one-seat ride between Worcester, 
Clinton, Leominster, and Fitchburg. Either option presents a reasonably effective solution 
(Score=4) and can be selected based on short-term ridership recovery and opportunities for 
collaboration. It is not anticipated that both recommendations would be pursued simultaneously 
but may work together as a staged strategy. 

Implementation of a seamless one-seat service has the potential to produce more new 
ridership, especially if implemented as a commuter or express service. The costs of a long-haul 
service from Fitchburg to Worcester would be relatively high with higher costs associated with a 
more frequent, accessible, or comfortable trip. Costs could be reduced through collaboration 
with MART, for example through a joint operation agreement or cost sharing formula.  

A lower cost option would be to pursue a joint service plan for a timed transfer to a new MART 
service from a shared stop. Customer experience will be dependent on coordinated timing of 
transfers and open communication between the agencies in the event of delayed trips. Effective 
partnership presents its own administrative and logistical complexities. 

Either option would provide customers with an affordable travel option between Fitchburg and 
Worcester, compared to current transit options, which are either high cost or involve circuitous 
routing with a transfer in Boston. Clinton (a WRTA member community) is exploring the 
possibility of dual membership with MART. MART staff, as well as the MART member towns of 
Sterling and Lancaster, have already expressed interest in the planning process for such 
services. 

8.3.1.2 New Service to Northwest Worcester 

Several survey respondents have noted the lack of fixed route coverage in the northwest part of 
Worcester. This area is less dense with limited sidewalks and has historically been a difficult 
area for WRTA to access. The highest transit scores in this area (see Section 5.6) tend to occur 
along Massachusetts 122A/Forest Street. Service in this corridor could help to speed future 
extensions into Holden, another frequently requested location for new services.  

However, land uses along this corridor are primarily residential, and most trips would require 
long travel times with a transfer at Union Station to reach services or jobs. For this reason, an 
on demand or microtransit solution may be appropriate for this area.  

The process of developing community consensus might be time consuming; therefore, it is 
recommended that WRTA begin the process of developing service solutions during a mid-level 
ridership recovery scenario.  

8.3.1.3 Scheduling Solutions 

Scheduling solutions for routes with historically low on-time performance can help to improve 
reliability and travel time, which can lead to long-term ridership improvements and better public 
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image for the system. In extreme cases (generally associated with capital investment in transit 
priority), travel time and reliability improvements can reduce operating costs associated with the 
number of vehicles needed to serve a corridor effectively. Potential scheduling solutions may 
include revised timepoints, streamlined dwell, elimination of unproductive detours, and in some 
cases transit priority treatments.  

Based on 2019 analysis, a few routes stood out as having on-time performance issues outside 
of the average range for other WRTA fixed routes: 

• 2019 OTP for Route 16 was 70 percent. 

• 2019 OTP for Route 25 was 75 percent.  

• 2019 OTP for Route 27 was 76 percent. 

• 2019 OTP for Route 33 was 71 percent. 
For Route 16, WRTA should begin with an assessment of boardings generated at the top of the 
hill on Plantation Parkway, including the percentage of passengers requesting vehicles to kneel 
for level boarding. Removal of this stop would eliminate a dogleg along this route, reducing 
travel time and potential for signal delay. However, depending on the number of boardings, new 
crosswalk or signal upgrades may be needed to accommodate access to the bus along 
Plantation Street. WRTA should weigh the costs/benefits associated with schedule adjustments 
versus more intensive treatments. 

OTP issues on Route 25 have been largely addressed over the last year. In 2019, this route 
utilized an electric vehicle. Charging time requirements exceeded WRTA’s expectations, and 
this route has since resumed operation on a non-electric vehicle. In addition, WRTA staff have 
worked to remove some of the deviations that previously exacerbated reliability issues. 
However, Route 25 does overlap with Routes 27 and 33 along a portion of Main Street between 
Mill Street and Curtis Parkway and may benefit from capital improvements or operating 
solutions designed to address OTP for those routes. 

Where Routes 27 and 33 overlap, there may be an opportunity to utilize limited skip-stop service 
to improve travel speeds for one route while increasing local stop productivity for the other. This 
may also help to solve bus bunching along this part of the corridor. Any transit priority 
treatments installed along Main South would benefit multiple routes. 

Addressing the reliability of routes with OTP below WRTA’s targets will be a key to long term 
customer satisfaction and ridership. However, area traffic levels and OTP concerns have been 
less noticeable during the pandemic, meaning that recommendations are not likely to be as 
impactful until full ridership recovery and are therefore recommended for later phases of this 5-
year plan.  

8.3.1.4 Northeast Worcester Service Adjustments 

As part of the outreach to WRTA drivers, an area of operational safety concern was identified on 
Route 23 along St. Nicholas Avenue and Clark Street. These streets are at a steep incline, 
which can present operational issues for buses, especially in the winter. Additionally, the ability 
to execute a left turn on these steep inclines creates a lot of wear and tear on WRTA assets, 
increasing maintenance costs and speeding up the need for parts replacement.  

Looking at this broader area, there may be opportunities to increase service productivity through 
more strategic routing and interlining of Routes 23, 31, and 16. WRTA should explore service 
options in the northeast quadrant of Worcester that consider: 

• Avoiding steep slopes and difficult left turns where feasible 

• Streamlining circuitous travel  
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• The potential to overlay more frequent service at the highest productivity stops 

• Elimination of deviations to less productive stops  

• Improvement of schedule adherence for Route 16  

8.3.2 Capital Recommendations 

This section describes recommendations for capital improvements or purchases. 

8.3.2.1 Vehicle Replacement/Expansion 

WRTA has established vehicle replacement guidelines through its TAM Plan. Follow-through of 
the TAM Plan will result in a need to replace a portion of WRTA’s fleet each year as vehicles 
reach the end of their useful life. In addition, new in-service vehicles and spares may be 
required to expand services to Clinton.  

The process of regular vehicle replacement affords an opportunity to adjust the current fleet mix 
of vehicle types to better meet WRTA’s needs. WRTA staff noted the following priorities for fleet 
mix over the 5-year planning horizon: 

• Low floor paratransit vehicles: Low floor boarding can reduce passenger loading and 
unloading time for paratransit passengers as well as provide a significant time savings 
for passengers requiring a ramp deployment. This would allow paratransit customers to 
reach their destinations more quickly and allow for WRTA to serve more passengers with 
its current resources (productivity improvements). 

• One electric paratransit vehicle: WRTA would like to procure a single electric paratransit 
vehicle in order to test the charging range and cost-effectiveness for a City of Worcester 
area pilot. Information gathered through this pilot will inform decisions about WRTA’s 
ability to use electric paratransit vehicles across a wider share of its fleet.  

8.3.2.2 Website Redesign 

Website redesign is the highest scoring recommendation (Score=6) as it is estimated to provide 
the most customer impact for relatively low cost/complexity. Part of the assessment of low 
complexity is based on the fact that WRTA has already begun the implementation process. This 
solution would positively benefit WRTA customers’ ease of using and paying for trips online and 
reduce staff time associated with posting service updates. Initial capital investment may be 
somewhat offset by a lower administrative burden associated with making regular updates to 
service and performance information. Website upgrades should accommodate the following 
priorities: 

• Compatibility with existing AVL systems and real-time bus tracking for riders 

• Compatibility with planned demand response/microtransit scheduling and fare payment 
systems 

• Low-barrier user interface that can allow a wide range of staff to easily make updates 

• Ability to link pages or sync information to WRTA data resources so that service changes 
are seamlessly incorporated across multiple pages and external data aggregators (such 
as Google transit feed) 

• Layout and design options that make it easier for customers to find information 
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8.3.2.3 Account Based Fare Systems 

Some capital purchases for new fare systems and collection equipment will be needed to enact 
WRTA’s desired fare policies (see Section 4.3). These improvements would make possible fare 
policy changes that would allow account-based fare capping or equity-based fares, benefitting 
many of WRTA’s low-income and frequent riders. Account-based fare collection equipment may 
also provide a benefit to WRTA in the form of lower operating costs associated with cash fare 
collection. 

A similar account-based scheduling and payment system that was implemented across demand 
response services allowed WRTA to transition 90 percent of riders away from cash payment and 
resulted in greater administrative efficiency for that service. It is recommended that WRTA 
procure and install an automated account-based fare payment system and associated on-board 
fare collection equipment for its fixed routes. 

This process has commenced with the ongoing procurement and installation of new fixed route 
fare collection systems. The WRTA costs for the automated fare collection system would be 
relatively low based on receipt of an FY 2020 FTA competitive grant award for this project. As a 
result, this recommendation receives a relatively high score of 5 and is recommended for early 
implementation (FY 2021 to FY 2023 timeframe). 

8.3.3 Administrative Recommendations 

This section describes administrative or organizational recommendations. 

8.3.3.1 Marketing  

Table 20 identified two recommendations related to WRTA’s marketing strategies. The first is to 
establish a more targeted marketing campaign to address the needs of students and senior 
demographic groups whose ridership has been most affected by the COVID-19 pandemic. The 
second recommendation is to increase marketing of the benefits of WRTA’s new pilot 
microtransit/demand response services. For example, marketing should promote demand 
response services as offering more flexible travel choices in an area. Any new marketing 
initiatives should consider the following strategies: 

• Expand on previous media efforts by including more online or app-based marketing 

• Coordinate a unified rollout for new services with route-level and system mapping, 
schedule adjustments, website alerts, and Google GTFS feed updates to ensure 
consistent information across platforms 

• Schedule a periodic review of website information and Google transit assignments to 
verify accuracy of customer facing information 

• Educate riders regarding new health and hygiene protocols 

• Pursue collaborative marketing materials for potential WRTA-MART connections (two-
system route information and transfer policies that can be accessed from either RTA’s 
website) 

8.3.3.2 Performance Management System 

As identified in Table 20 and described extensively in Chapter 6, WRTA should identify 
technology-driven data tools and key performance metrics, particularly in the service and 
financial performance areas. These tools will be used to establish an improved enterprise-wide 
data-driven performance-focused management and decision-making framework. As an 
outgrowth of this system, WRTA should implement a public-facing and transparent performance 
reporting mechanism. Although the impact of this recommendation may be less noticeable for 
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riders, it is a core need and recommended for Phase 1 of implementation. Early implementation 
will help WRTA respond with more clarity to the uncertain transit conditions presented by the 
pandemic. 

8.3.4 Policy Recommendations 

8.3.4.1 Fare Policy 

In fulfilment of its MOU with MassDOT, WRTA must update its fare policy to address basic 
principles regarding how and when WRTA will make regular fare adjustments. However, regional 
stakeholders have expressed a desire to go a step further in addressing the needs and financial 
limitations of some of WRTA’s customers. Although WRTA’s pass product provides a good value 
and opportunity to save costs compared to the standard one-way fare, it may be difficult for un-
banked or economically disadvantaged customers to access the cash in hand needed to cover 
the full price of the pass. 

By instituting an account-based system for WRTA’s fixed routes, the agency will be able to 
pursue more progressive fare policies such as: 

• Fare capping to ensure frequent riders do not pay more than the value of a monthly 
pass, even if they are only able to pay for one ride at a time 

• Sponsored fares whereby employers or social service agencies are able to pay for 
employee or client transportation, with easier access to available tax incentives  

• Different fare rates based on income, disability status, or other factors tied to a 
customer’s account 

• Other initiatives such as the ability to provide incentives or lower fares for first time riders 
or customer referrals 

Upon installation of its new fare collection equipment, WRTA will need to establish its new fare 
structure and formalize through its Advisory Board process (see Section 4.7). 

8.3.4.2 Formalize Cleaning Procedures 

WRTA has initiated several cleaning and maintenance routines in response to COVID-19. These 
procedures have been seen as very effective in improving customer perception of the 
cleanliness and safety of using WRTA services. In addition, WRTA has launched video 
marketing explaining these new procedures in an effort to help speed up system ridership 
recovery.  

As the system continues to recover from pandemic ridership loss, and routes become more 
crowded, there will be an increased need to proactively guard against disease transmission. 
Even after full rollout of an effective vaccine, customer expectations regarding well-sanitized 
public spaces may be permanently altered going forward. It is recommended that WRTA 
formalize the steps it has taken through board policy. System-level budgeting and financial 
performance metrics should be updated to reflect the expected costs associated with continuing 
these heightened cleaning procedures throughout the 5-year planning horizon. 

8.3.4.3 Labor Agreements 

One need that has historically been difficult for WRTA to address is weekend span and 
frequency adjustments. Higher frequencies may be warranted on some routes during peak 
travel periods but may not be productive across the entire span of the day. Currently schedules 
reflect 8-hour driver shift changes rather than customer demand. The ability to adjust schedules 
may require modifications to the work rules under existing contracts for service. WRTA should 
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review existing labor agreements to identify potential solutions and any required actions 
necessary to address issues with weekend service scheduling. 
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Appendix A Illustrative FY 2015–FY 2019 Performance 
Results and Peer Review 
To provide historical context for WRTA performance since the 2015 CRTP, this appendix 
provides information on WRTA systemwide performance for fixed route and demand response 
modes for FY 2015 through FY 2019. (FY 2020 and FY 2021 results are covered under the 
bilateral WRTA/MassDOT MOU discussed in Chapter 6.) A brief performance comparison with 
peer transit systems is also provided. 

FY 2015 to FY 2019 Performance Evaluation 

Service Effectiveness 

Service effectiveness describes the amount of service utilized per unit of transit service 
provided. Service effectiveness is measured based on two indicators: passengers per mile and 
passengers per hour. Service effectiveness by route is summarized in Table 21. As shown, 
WRTA bus routes averaged 1.59 passengers per revenue mile, above the 1.37 average for 
Massachusetts RTAs and below the national average of 2.26. By revenue hour, WRTA routes 
generated 18.71 passengers, compared to 18.39 among Massachusetts RTAs and 27.21 
nationally.  

Table 21. Fixed Route Productivity (FY 2019) 

Route Passengers/Mile Passengers/Hour 

1 1.46 15.41 

2 1.30 16.49 

3 1.55 12.90 

4 1.06 15.89 

5 1.92 17.73 

6 1.96 16.80 

7 2.17 21.52 

8 0.26 2.5 

11 2.26 24.14 

14 1.33 15.91 

15 1.24 16.24 

16 1.26 13.54 

19 2.61 25.34 

23 2.10 22.44 

24/24A 2.76 21.84 

25 0.82 9.59 
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Route Passengers/Mile Passengers/Hour 

26 3.13 27.64 

27 2.21 25.60 

29 0.99 15.27 

30 1.43 18.11 

31 1.42 19.87 

33 1.20 20.23 

40* 1.22 8.46 

42 0.88 17.08 

Elder Shopper Shuttle 1.66 10.27 

Community Shuttles 0.07 1.28 

Fixed Route Average 1.59 18.71 

Massachusetts Average** 1.37 18.39 

National Average 2.26 27.21 

Source: WRTA, CMRPC, NTD, 2018 

*Route 40 was eliminated at the end of FY 2019 but is included here for consistency with 
FY 2019 service metrics. 

** Massachusetts average excludes MBTA. 
 
Figure 28 illustrates productivity per revenue hour for fixed routes against WRTA’s FY 2019 fixed 
route average. As shown, Route 26 is the highest performing route with 27.6 passengers per 
revenue hour. The Westborough, Northbridge A, and Northbridge B Community Shuttles 
(grouped for route-level reporting) have the lowest productivity at an average of 1.3 passengers 
per revenue hour.  

Productivity per revenue mile is shown in Figure 29. Route 26 is the most productive with 
3.1 passengers per revenue mile, and the community shuttles are least productive at 
0.1 passengers per revenue mile.  
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Figure 28. Fixed Route Passengers per Revenue Hour (FY 2019) 
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Figure 29. Fixed Route Passengers per Revenue Mile (FY 2019) 
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Table 22 summarizes demand response productivity. WRTA demand response services are 
more productive than the average Massachusetts RTA and the national average. Demand 
response productivity per mile and per hour exceeds both national and state averages. 

Table 22. Demand Response Productivity (FY 2019) 

Service Passengers/Mile Passengers/Hour 

FY 2019 WRTA Demand Response Average 0.16 2.3 

Massachusetts Average* 0.15 2.13 

National Average 0.13 1.97 

Source: WRTA, National Transit Database, 2018 

* Massachusetts average excludes MBTA, CCRTA, and MART. 

Figure 30 shows the percentage of scheduled trips operated each year from FY 2015 to 
FY 2019. One hundred percent of demand response trips are operated each year. Fixed route 
schedule adherence fell from 99.9 percent operated in FY 2016 to 99.5 percent in FY 2019.. 

Figure 30. Scheduled Trips Operated by Mode (FY 2015–FY 2019) 
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Figure 31 illustrates missed trips by fixed route for 2019. As shown, the Downtown Loop (Route 
40), Route 27, Route 23, and Route 25, have the highest rates of missed trips. The Route 40 
Downtown Loop was discontinued at the end of FY 2019.  
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Figure 31. FY 2019 Missed Trips by Route 

 

Source: WRTA 

Note: Route 40 Downtown Loop was eliminated at the end of FY 2019 but is included for 
consistency with FY 2019 service metrics. 

Customer Service and Satisfaction 

On time performance for fixed routes is defined as the percentage of buses arriving at stops 
between 1 minute early and 10 minutes late, as measured by APC data for schedule periods. 
OTP data are not tracked by APC for Elder Shopper or Community shuttles. In recent years, 
OTP has fallen on Sundays, improved slightly on Saturdays, and held steady at 81 percent on 
weekdays, as shown in Figure 32. FY 2019 weekday OTP for individual fixed routes is shown in 
Figure 33. Routes 24 and 26 average over 88 percent on time, while Routes 16 and 33 are the 
poorest performers, with only 70 percent and 71 percent of buses arriving on time, respectively. 
A review of data indicates that in FY 2019, 97 percent of demand response trips in the Auburn 
and Oxford areas were operated on time (within the scheduled 20-minute pick-up window), 
compared to 95 percent for Leicester and Northborough, 91 percent for West Boylston, 90 
percent for PBSTM, and 85 percent for Yellow Cab demand response taxi. 
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Figure 32. Fixed Route On-time Performance by Day of Week (FY 2015–FY 2019) 
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Figure 33. Weekday On-time Performance by Fixed Route (FY 2019) 

 

79
.1

%

79
.9

%

85
.1

% 87
.8

%

81
.6

% 83
.3

%

81
.5

%

86
.2

%

83
.3

%

83
.6

%

70
.3

%

79
.9

% 82
.4

%

88
.3

%

74
.9

%

88
.1

%

75
.8

%

80
.1

%

81
.1

%

75
.9

%

71
.2

%

81
.0

%

81
.2

%

60.0%

65.0%

70.0%

75.0%

80.0%

85.0%

90.0%

1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20 21 22 23
Fixed Route Number

Source: WRTA 



Comprehensive Regional Transit Plan Update Worcester Regional Transit Authority 
 

AECOM  79 

WRTA tracks customer complaints for fixed routes and paratransit as summarized in Figure 34. 
In FY 2019, the most common category of complaint for fixed routes is driver behavior, followed 
by early or late arrivals. For paratransit, early and late arrivals represented the most frequent 
complaint. In FY 2019, there were approximately 23 complaints per 100,000 fixed route 
passengers and 11 complaints per 10,000 paratransit passengers. 

Figure 34. FY 2019 Customer Complaints 
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In addition to tracking complaints, WRTA periodically surveys riders on several customer 
satisfaction preferences. In a 2018 survey of fixed route customers, the most common 
responses to the question “Which of the following would lead you to use the WRTA more often?” 
were, “More weekend service” (193); “More frequent service” (183); and “Longer service hours” 
(162). 

Asset Management 

Information regarding WRTA’s fleet and facilities, including TERM rating and useful life 
benchmark, are documented in Section 4.3. The following section describes WRTA performance 
across several uniformly reported metrics related to asset maintenance and operational safety. 
Consistently reported data such as these can help to document historical trends and may be 
useful if incorporated into WRTA’s performance monitoring framework.  

MassDOT collects information from all RTAs regarding the average mileage between road calls. 
FY 2015 to FY 2019 data for WRTA are shown in Figure 35. This information helps categorize 
the maintenance needs of WRTA’s existing fleet. As shown, both fixed route and demand 
response mileages between road calls have been declining since FY 2017. 
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Figure 35. Average Mileage Between Road Calls (FY 2015–FY 2019) 
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Figure 36 summarizes preventable accidents by mode. As shown, preventable accidents were 
highest in FY 2019, with 58 fixed route and 2 demand response accidents. There were zero 
preventable accidents reported for demand response taxi.  

Figure 36. Preventable Accidents (FY 2015–FY 2019) 
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Historic accident and injury rates are presented in Figure 37 and Figure 38, respectively. One 
safety event per year, or approximately 0.08 per 100,000 miles, was reported for demand 
response services. Reported safety events occurred at approximately five to seven times that 
rate for fixed routes. The total number of NTD-reported injuries involving fixed route and 
demand response services dropped from 17 in FY 2018 to seven in FY 2019. There were no 
reported fatalities. 

Figure 37. NTD Reported Safety Events per 100,000 Vehicle Revenue Miles (2015–2019) 
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Figure 38. NTD Reported Injuries by Mode (2015–2019) 
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Financial Performance 

Cost effectiveness measures the system from a financial standpoint – how well the dollars put 
into the system are being used to produce trips. Several cost-effectiveness indicators are shown 
in Table 23, including cost per revenue mile, cost per revenue hour, cost per passenger, subsidy 
per passenger, and farebox recovery.. Costs per revenue mile by route are consistently between 
$10.60 and $10.80, except for the Community Shuttles, which cost $2.66 per mile. Costs per 
revenue hour are more variable, ranging from $49.66 per hour for the Community Shuttles, 
$65.80 for the Elder Shopper, and $74.51 for Route 40 to $206.14 for Route 42. The routes with 
the highest cost per revenue hour (Routes 4, 15, 29, 31, 33, and 42) are also those that achieve 
the highest operating speeds, allowing the route to cover more distance in less time). Average 
farebox recovery for fixed routes was 14.6 percent. Routes with the highest ridership are 
generally those with the greatest farebox recovery. Routes 19, 24, and 26 all exceed 20 percent 
farebox recovery. 

Table 23. Fixed Route Financial Efficiency (FY 2019) 

Route Cost/Mile Cost/Hour 
Cost/ 

Passenger 
Subsidy/ 

Passenger 
Farebox 

Recovery 

1 $10.67 $112.53 $7.30 $6.39 12.6% 

2 $10.65 $134.86 $8.18 $7.28 11.0% 

3 $10.64 $88.37 $6.85 $5.97 12.9% 

4 $10.62 $159.93 $10.07 $9.10 9.6% 

5 $10.65 $98.17 $5.54 $4.59 17.1% 

6 $10.63 $90.92 $5.41 $4.47 17.3% 

7 $10.71 $106.30 $4.94 $4.02 18.6% 

11 $10.70 $114.11 $4.73 $3.79 19.8% 

14 $10.67 $128.00 $8.04 $7.08 11.9% 

15 $10.69 $140.20 $8.63 $7.67 11.1% 

16 $10.69 $114.89 $8.48 $7.55 11.0% 

19 $10.76 $104.40 $4.12 $3.19 22.5% 

23 $10.76 $115.17 $5.13 $4.21 18.0% 

24/24A $10.73 $84.95 $3.89 $2.96 23.8% 

25 $10.68 $124.94 $13.02 $12.06 7.4% 

26 $11.04 $97.48 $3.53 $2.56 27.3% 

27 $10.72 $124.38 $4.86 $3.92 19.2% 

29 $10.62 $163.20 $10.69 $9.64 9.8% 

30 $10.66 $134.84 $7.45 $6.49 12.8% 

31 $10.67 $149.02 $7.50 $6.53 12.9% 
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Route Cost/Mile Cost/Hour 
Cost/ 

Passenger 
Subsidy/ 

Passenger 
Farebox 

Recovery 

33 $10.67 $180.13 $8.90 $7.91 11.1% 

40* $10.74 $74.51 $8.81 $7.98 9.3% 

42 $10.61 $206.14 $12.07 $11.06 8.4% 

 Elder Shopper 
Shuttle 

$10.61 $65.80 $6.41 $5.91 7.8% 

Community 
Shuttles 

$2.66 $49.66 $38.89 $37.65 3.2% 

Average $10.30 $121.24 $6.48 $5.53 14.6% 

Massachusetts 
Average** $7.24  $97.20  $5.29  $4.47  15.4%  

National Average $11.15 $133.99 $4.92 $3.83 22.1% 

Source: WRTA, NTD, 2018 

*Route 40 was eliminated at the end of FY 2019 but is included here for consistency with 
FY 2019 service metrics. 

**Massachusetts average excludes MBTA. 
 
For the past 5 years, demand response costs per mile and per hour have increased relatively 
slowly, as shown in Table 24.. Farebox recovery has typically been between 6 and 7 percent, 
with a high of 7.1 percent in 2018. WRTA’s demand response cost per passenger has increased 
in recent years but remains below the national average for costs. 

Table 24. Demand Response Financial Efficiency (FY 2015–FY 2021) 

Year Cost/Mile Cost/Hour 
Cost/ 

Passenger 
Subsidy/ 

Passenger 
Farebox 

Recovery 

FY 2015 $4.15  $64.34  $26.68  $24.86  6.8% 

FY 2016 $4.30  $63.27  $27.36  $25.72  6.0% 

FY 2017 $4.15  $61.43  $26.66  $24.95  6.4% 

FY 2018 $4.61  $66.69  $28.86  $26.82  7.1% 

FY 2019 $4.69  $69.32  $29.86  $27.90  6.6% 

Massachusetts 
Average* $4.38  $59.86  $28.28  $25.95  8.3%  

National Average $4.33 $64.93 $32.92 $30.46 7.5% 

Source: WRTA, NTD 

*Massachusetts average excludes MBTA, CCRTA, and MART. 
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Peer Evaluation 
As part of the CRTP update, a peer review was conducted to gain an understanding of how 
other similar systems are operating transit service. This peer review explores transit properties 
that operate in similar conditions. Although each transit system is unique, the similarities and 
differences in these peers provide useful insight into how transit service is provided and 
operated throughout the country.  

Peers were chosen using iNTD,20 which assigns transit agencies across the country and their 
service areas with likeness scores for demographic and service metrics (Table 25 and Table 26). 
After excluding outliers (transit properties with two or more characteristics that widely differed 
from WRTA), iNTD’s overall likeness score was used to rank peers and select the top five. 
Three additional peers were identified by WRTA, including Erie Metropolitan Transit Authority, 
Brockton Area Transit Authority, and Southeastern Regional Transit Authority. 

Table 25. Peer Systems Census Data (2018) 

System Town State 
Population 

Density 
Growth 

Rate 
Percent 
Poverty 

Worcester Regional Transit Authority Worcester MA 1,646 10.2% 12.0% 

Brevard Board of County 
Commissioners 

Cocoa FL 2,073 11.5% 12.3% 

Escambia County Board of County 
Commissioners, FL 

Pensacola FL 1,556 6.2% 13.5% 

Stark Area Regional Transit Authority Canton OH 1,669 7.8 15.0% 

Greater Peoria Mass Transit District Peoria IL 1,838 8.2% 14.6% 

Cumberland Dauphin-Harrisburg 
Transit Authority 

Harrisburg PA 1,778 18.2% 10.3% 

Southeastern Regional Transit 
Authority 

New Bedford MA 2,707 0.7% 16.4% 

Erie Metropolitan Transit Authority Erie PA 2,348 −0.5% 18.1% 

Brockton Area Transit Authority Brockton MA 2,359 6.8% 10.2% 

Source: iNTD, 2018 

 

Table 26. Peer Systems Operating Data (2018) 

System Ridership 

% Miles 
Demand 

Response 
Operating 

Budget 

Revenue 
Miles 

Operated 

Revenue 
Hours 

Operated 
Farebox 

Revenue 

Worcester Regional 
Transit Authority 

3,315,655 29% $24,343,106 3,056,242 242,146 $3,398,582 

 
20 For more information on the iNTD process, visit https://www.ftis.org/urban_iNTD.aspx. 

https://www.ftis.org/urban_iNTD.aspx
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System Ridership 

% Miles 
Demand 

Response 
Operating 

Budget 

Revenue 
Miles 

Operated 

Revenue 
Hours 

Operated 
Farebox 

Revenue 

Brevard Board of 
County 
Commissioners 

2,628,223 34% $13,619,692 3,768,458 198,567 $2,266,159 

Escambia County 
Board of County 
Commissioners 

1,546,773 36% $13,190,107 2,506,891 175,029 $1,738,324 

Stark Area Regional 
Transit Authority 

2,451,284 36% $21,510,663 3,600,293 210,856 $2,237,054 

Greater Peoria Mass 
Transit District 

2,826,657 31% $22,257,873 2,893,762 177,014 $1,907,592 

Cumberland Dauphin-
Harrisburg Transit 
Authority  

2,248,418  44% $21,585,274 3,171,650   202,449  $2,937,546 

Southeastern 
Regional Transit 
Authority 

2,706,197 26% $17,782,116 2,095,348 158,568 $2,378,967 

Erie Metropolitan 
Transit Authority 

2,743,473  29% $20,510,368 3,131,894   226,163  $6,900,286 

Brockton Area Transit 
Authority 

2,832,408  34% $15,505,752 1,998,335   173,522  $3,682,303 

Source: NTD, 2018 
 
A comparison of key service metrics across peers is presented in Table 27. As shown, WRTA 
services generate more unlinked passenger trips per revenue mile and per revenue hour than 
most peers. WRTA’s cost to provide a revenue hour of service is slightly above average among 
peers, but its cost per passenger is below average given the higher productivity of services. 
WRTA’s farebox recovery and subsidy per passenger are both near the peer average. 

Table 27. Peer System Performance (2018) 

Peer 
UPT/ 
Mile 

UPT/ 
Hour 

Cost/ 
Hour 

Cost/ 
UPT 

Subsidy/ 
UPT 

Farebox 
Recovery 

Worcester Regional Transit 
Authority 

1.08 13.69 $100.53 $7.34 $6.32 14.0% 

Brevard Board of County 
Commissioners 

0.70 13.24 $68.59 $5.18 $4.32 16.6% 

Escambia County Board of County 
Commissioners 

0.62 8.84 $75.36 $8.53 $7.40 13.2% 

Stark Area Regional Transit 
Authority 

0.68 11.63 $102.02 $8.78 $7.86 10.4% 
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Peer 
UPT/ 
Mile 

UPT/ 
Hour 

Cost/ 
Hour 

Cost/ 
UPT 

Subsidy/ 
UPT 

Farebox 
Recovery 

Greater Peoria Mass Transit District 0.98 15.97 $125.74 $7.87 $7.20 8.6% 

Cumberland Dauphin-Harrisburg 
Transit Authority 

0.71 11.11 $106.62 $9.60 $8.29 13.6% 

Southeastern Regional Transit 
Authority 

1.29 17.07 $112.14 $6.57 $5.69 13.4% 

Erie Metropolitan Transit Authority 0.88 12.13 $90.69 $7.48 $4.96 33.6% 

Brockton Area Transit Authority 1.42 16.32 $89.36 $5.47 $4.17 23.7% 

Source: NTD, 2018 
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Appendix B Commonwealth Environmental Policies 
Transportation is a leading producer of greenhouse gas emissions (GHG) in the 
Commonwealth, and the only sector identified through the Global Warming Solutions Act of 
2006 (GWSA) with a volumetric increase in GHG emissions; meaning that any effort to reduce 
emissions must significantly target the transportation system. In 2008, through the passage of 
the GWSA, Massachusetts committed to reduce its GHG emissions by 80 percent below 1990 
baseline levels by 2050. Commonwealth policies and action on environmental sustainability in 
the transportation sector can be summarized by a series of executive orders, regulations, and 
recommendations to achieve the Commonwealth’s goal of reducing transportation-related 
emissions by 40 percent over the next 20 years,21 helping to meet the emissions reduction 
goals of the GSWA. 

Massachusetts is establishing an integrated climate change strategy for the Commonwealth 
through the implementation of Executive Order 569, which was issued in 2017 and had major 
elements codified in 2018.22 It aims to develop a roadmap for climate mitigation and adaptation 
for the Commonwealth. 

Sustainability requirements for transportation are summarized in 310 CMR 60.05,23 where the 
Climate Protection and Green Economy Advisory Committee advises the Executive Office of 
Energy and Environmental Affairs on measures to reduce GHG emissions in accordance with 
the GWSA. The purpose of 310 CMR 60.05 is to assist the Commonwealth in achieving the 
GHG emissions reduction goals, and to establish an annually declining aggregate GHG 
emissions limit for MassDOT, as well as general requirements for determining aggregate 
transportation GHG emissions in the transportation planning process. 

To be in line with this regulation, RTAs in particular must conduct comprehensive service 
reviews; identify service enhancements to increase passenger ridership; identify vehicle 
technology and operational improvements that can reduce aggregate transportation GHG 
emissions; and work within the MPO process to prioritize and fund GHG reduction projects and 
investments. 

In Executive Order 579: Establishing the Commission on the Future of Transportation in the 
Commonwealth, the goal is to determine “how to ensure that transportation planning, 
forecasting, operations, and investments for the period from 2020 through 2040 can best 
account for likely demographic, technological, climate, and other changes in future mobility and 
transportation behaviors, needs and options.”24 This will be accomplished by further 
investigating topics such as climate and resiliency, transportation electrification, autonomous 
and connected vehicles, transit and mobility services, and land use and demographics.25 In 
2019, the Commission on the Future of Transportation released their report, Choices for 
Stewardship: Recommendations to Meet the Transportation Future.26  

The report provides five recommendations with a planning horizon of year 2040. The 
recommendations include (1) modernizing existing transportation assets; (2) creating a 21st 
Century “mobility infrastructure” to prepare the Commonwealth for emerging changes in 
transportation technology and behavior; (3) substantially reducing GHG emissions from the 
transportation sector; (4) coordinating and modernizing land use, economic development, 
housing, and transportation policies and investment in order to support resilient and dynamic 
regions and communities throughout the Commonwealth; and (5) changing current 

 
21 https://www.mass.gov/doc/a-vision-for-the-future-of-massachusetts-regional-transit-authorities/download.  
22 https://www.mass.gov/executive-orders/no-569-establishing-an-integrated-climate-change-strategy-for-the-commonwealth.  
23 https://www.mass.gov/doc/final-regulation-4/download.  
24 https://www.mass.gov/executive-orders/no-579-establishing-the-commission-on-the-future-of-transportation-in-the.  
25 https://www.mass.gov/executive-orders/no-579-establishing-the-commission-on-the-future-of-transportation-in-the.  
26 https://www.mass.gov/doc/choices-for-stewardship-recommendations-to-meet-the-transportation-future-volume-1/download.  

https://www.mass.gov/doc/a-vision-for-the-future-of-massachusetts-regional-transit-authorities/download
https://www.mass.gov/executive-orders/no-569-establishing-an-integrated-climate-change-strategy-for-the-commonwealth
https://www.mass.gov/doc/final-regulation-4/download
https://www.mass.gov/executive-orders/no-579-establishing-the-commission-on-the-future-of-transportation-in-the
https://www.mass.gov/executive-orders/no-579-establishing-the-commission-on-the-future-of-transportation-in-the
https://www.mass.gov/doc/choices-for-stewardship-recommendations-to-meet-the-transportation-future-volume-1/download
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transportation governance and financial structures in order to better position Massachusetts for 
the transportation system that it needs in the next years and decades. 

Current RTA-specific sustainable practices are described in Chapter 4 and recommendations for 
future sustainable practices are described in Chapter 8. 
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Appendix C Stakeholder and Community Outreach 
Materials 

Public Outreach Survey Summary 
As a primary tool to gather feedback from current riders and non-riders, the AECOM team 
worked closely with WRTA staff to develop an online survey to gain a better understanding of 
stakeholder preferences regarding current services and elicit feedback about the desire for 
potential improvements or changes. The following is a summary of the survey results for the 
entire duration of the survey. 

Survey Development and Publication 

Through a series of bi-weekly meetings, the AECOM team and WRTA staff developed a detailed 
list of survey questions to capture an understanding of critical data, including who uses and 
does not use WRTA services; what are the incentives that drive ridership; what are the barriers 
to attracting more customers; and from a customer satisfaction perspective, how is WRTA doing. 
In addition, the survey included questions to measure the frequency of use, routes used, and 
connections to out of town shuttles. The survey was made available online in English and 
Spanish with an introduction question to select a language. 

As a result of the COVID-19 pandemic and the required social distancing protocols mandated 
by the state, in-person public outreach events were cancelled and moved to a virtual platform. 
To drive traffic to the online survey, which was hosted on Survey Monkey, a series of email 
blasts urging participation were sent to an extensive list of stakeholder groups, major 
employers, community partners, elected officials, local chambers of commerce, and municipal 
website administrators. WRTA posted a link to the survey on its website and a series of posts 
were shared and advertised on the WRTA Twitter page.  

The survey was designed to be mobile-friendly and not require someone to be at a computer to 
fill it out. The survey link was accompanied by a QR code to enable a quick scan using a smart 
phone to direct immediately to the survey.  

Online Survey 

The online survey for WRTA opened to the public on June 29, 2020 and was open through 
August 2020. The survey was designed to gather feedback from current WRTA riders and non-
riders. A total of 532 surveys were collected using the online tool, 473 of which answered a 
question about their use of WRTA services and were directed toward a set of questions specific 
to their ridership history. For those who indicated they use the service (46 percent), a series of 
questions about current use of the system were asked. For those who indicated they did not use 
the service (54 percent), questions focused on why they do not use the service and what it 
might take to attract them as riders. Demographic information collected from both groups of 
respondents is summarized below the rider and non-rider survey responses. 
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Rider Responses 

Questions asked of the 216 survey respondents who indicated that they currently use WRTA 
services and their responses are summarized below. 

1. What city or town do you live in? 
A total of 150 respondents answered this question and 66 skipped it. Respondents entered a 
total of 17 towns, located mainly in the area serviced by WRTA. Just over 75 percent of those 
who answered (113) stated they lived in Worcester. Westborough and Leicester each received 
4 percent of the mentions (6 each); Auburn and Brookfield each received 3 percent of the 
mentions (4 each); Millbury and Webster each received 2 percent of the mentions (3 each); and 
Shrewsbury received 1 percent of the mentions (2). The following towns each received less than 
1 percent of the mentions (1 each): Brimfield, Cherry Valley, Dudley, Lancaster, Needham, 
Rochdale, Rutland, Sturbridge, and West Boylston. 

Answered 150 
Skipped 66 
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2. Do you use WRTA fixed-route, paratransit, or both? 
A total of 152 respondents answered this question and 64 skipped it. Of the 152 who answered, 
just over 93 percent (142) selected “WRTA fixed-route (Buses).” Almost 5 percent (7) selected 
“Both fixed route and paratransit services” and almost 2 percent (3) selected “WRTA paratransit 
(vans, cabs).” 

Answer Choices Responses Percent 
WRTA fixed-route (buses) 142 93.42% 
WRTA paratransit (vans, cabs) 3 1.97% 
Both fixed-route and paratransit services 7 4.61% 
Total Answered 152  
Skipped 64  
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3. How long have you been using Worcester Regional Transit Authority (WRTA)? 
A total of 152 respondents answered this question and 64 skipped it. Of the 152 who answered, 
nearly 61 percent (92) selected “More than 4 years”; nearly 22 percent (33) selected “2 to 4 
years”; about 13 percent (19) selected “1 to 2 years”; and 5 percent (8) selected “Less than 1 
year”. 

Answer Choices Responses Percent 
Less than 1 year 8 5.26% 
1 to 2 years 19 12.50% 
2 to 4 years 33 21.71% 
More than 4 years 92 60.53% 
Total Answered 152  
Skipped 64  
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4. Do you also use ridesharing services like Uber and Lyft as a substitute for WRTA? 
A total of 152 respondents answered this question and 64 skipped it. Of the 152 who answered, 
53 percent (81) selected “Yes” and 47 percent (71) selected “No.” 

Answer Choices Responses Percent 
Yes 81 53.29% 
No 71 46.71% 
Total Answered 152  
Skipped 64  
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5. How often do you use Uber or Lyft as a substitute for WRTA? 
A total of 151 respondents answered this question and 65 skipped it. Of the 151 who answered, 
nearly 40 percent (60) selected “Never”; 24 percent (36) selected “Rarely”; 23 percent (34) 
selected “Few times a Month”; and 14 percent (21) selected “Few times a week.” 

Answer Choices Responses Percent 
Few times a week 21 13.91% 
Few times a month 34 22.52% 
Rarely 36 23.84% 
Never 60 39.74% 
Total Answered 151  
Skipped 65  
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6. What is your primary travel purpose when you use WRTA? 
A total of 152 respondents answered this question and 64 skipped it. Of the 152 who answered, 
55 percent (83) selected “Work”; 20 percent (30) selected “Shopping”; 9 percent (13) selected 
“Healthcare”; 8 percent (12) selected “Recreation/Entertainment”; 6 percent (9) selected “Other 
(please specify)”; and 3 percent (5) selected “School.” 

Answer Choices Responses Percent 
Work 83 54.61% 
School 5 3.29% 
Shopping 30 19.74% 
Healthcare 13 8.55% 
Recreation/entertainment 12 7.89% 
Other (please specify) 9 5.92% 
Total Answered 152  
Skipped 64  
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7. Which WRTA routes do you use the most? 
A total of 152 respondents answered this question and 64 skipped it. Of the 152 who answered, 
22 percent (34) selected Route 19 – Main St. South; 15 percent (23) selected Route 11-Vernon 
Hill; 13 percent (19) selected Route 26-Great Brook Valley; 11 percent (18) selected Route 27-
Auburn Mall; 11 percent (18) selected Route 33-Leicester, Spencer; 11 percent (17) selected 
Route 7-Washington Heights; 11 percent (16) selected Route 24-Belmont St.; 10 percent (15) 
selected Route 30-West Boylston St.; 9 percent (14) selected Route 23-Lincoln St.; 8 percent 
(12) selected Route 31-Lincoln Plaza, Elm St.; 7 percent (10) selected Route 15-Shrewsbury; 
6 percent (9) selected Route 4-Millbury Center; 5 percent (8) selected Route 3-Highland St.; 
5 percent (7) selected Route 5-Grafton St.; 5 percent (7) selected Route 6-Chandler St.; 
5 percent (7) selected Route 25-Cantebury St.; 5 percent (7) selected Route 29-Southbridge; 
3 percent (5) selected Route 1 Providence St.; 3 percent (5) selected Route 3-Highland St.; 
3 percent (5) selected Route 42-Auburn, Oxford, Webster; 1 percent (2) selected Route 14 
QCC-Burncoat; and 1 percent (1) selected Route 16-Hamilton St. The following routes received 
no selections: Route 8-Park Ave.; Route 12-SW Commons; Shuttle A-Grafton, Northbridge; and 
Shuttle B-Grafton, Northbridge. 
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8. Using the scale below, please use the number that best matches your opinion: 
A total of 152 respondents answered this question and 64 skipped it. Respondents were asked 
to rate their opinion of safety on the bus, security at the hub, cleanliness on the bus, cleanliness 
at the hub, notification of service changes, buses arriving on time, ease of purchasing day or 
monthly passes, and overall experience with WRTA. In six of the eight categories, the combined 
total of “Excellent” and “Good” ratings exceeded the combined total of “Fair” and “Poor” ratings. 
In all categories, the combined total of Excellent, Good, and Fair ratings far exceeded “Poor” 
ratings.  
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Using the scale below, please choose the number that best 
matches your opinion:    n=152     

Poor Fair Good Excellent N/A

9. If WRTA were not available, how would you have traveled today? 
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A total of 151 respondents answered this question and 65 skipped it. Among those who 
answered, 28 percent (43) selected “Walk” as their alternative to WRTA; 25 percent (38) 
selected Uber or Lyft; 14 percent (21) selected “Would not travel”; 13 percent (19) selected 
“Ride with someone else”; 10 percent (15) selected “Yellow or Red Cab”; 5 percent (8) selected 
“Drive myself”; and 5 percent (7) selected “Bike.” 

Answer Choices Responses Percent 
Walk 43 28.48% 
Bike 7 4.64% 
Uber or Lyft 38 25.17% 
Yellow or Red Cab 15 9.93% 
Ride with someone 19 12.58% 
Drive myself 8 5.30% 
Would not travel 21 13.91% 
Total Answered 151  
Skipped 65  
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If WRTA were not available, how would you travel today?                     
n=151

10. What are the top 3 places you travel most often with WRTA? 
A total of 145 respondents answered this question and 71 skipped it. This was an open-ended 
question allowing respondents to enter up to 3 separate locations. A broad range of answers 
were generated. For summary purposes, a breakdown of the top 10 locations entered is 
depicted in the accompanying graph. Walmart led the rankings with 52 entries followed by 
Lincoln Plaza (31); the University of Massachusetts (27); the Central Bus Hub (20); City Hall 
(14); Auburn Mall (14); Clark University (13); Downtown Worcester (12); Worcester State (7); 
and Saint Vincent’s Hospital (3). 
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What are the top 3 places you travel to with WRTA?
10 most popular locations depcited below   n=145

Location 1 Location 2 Location 3

11. What is the biggest barrier to riding with WRTA, or riding WRTA more often? 
A total of 152 respondents answered this question and 64 skipped it. Of those 152 who 
answered, 22 percent (33) selected “Limited hours of operation”; 18 percent (27) selected 
“Frequency of Service”; 16 percent (25) selected “Current routes do not go where I want to go”; 
14 percent (22) selected “Cost of service”; 13 percent (20) selected “Service Reliability”; 
5 percent (12) selected “Limited Saturday schedule”; 3 percent (5) selected “Limited Sunday 
schedule”; and 8 percent (12) selected “Other (please specify)”. In the “Other (please specify)” 
category; 3 respondents were satisfied with the service; 3 stated COVID-19 concerns; 3 stated, 
“all of the above”; 2 were not applicable; and 1 does not use the service. 

Answer Choices Responses Percent 
Current routes do not go where I want to go. 25 16% 
Cost of service 22 14% 
Limited hours of operation 33 22% 
Limited Saturday schedule 8 5% 
Limited Sunday schedule 5 3% 
Frequency of service (how often the bus comes) 27 18% 
Service reliability (buses on time performance) 20 13% 
Other (please specify) 12 8% 
Total Answered 152  
Skipped 64  
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What is the biggest barrier to riding with WRTA, or riding 
more often?                          n=152

12. If WRTA were able to access additional funding, which of the following improvements 
would you prioritize? Please rank on a scale of 1 to 3, with 1 being the most 
important to you and 3 being the least important to you. You may choose 3 options. 

A total of 152 respondents answered this question, generating a total of 392 separate answers. 
The question was skipped by 64 respondents. Each respondent was allowed 3 answers for 
each of the 7 categories shown in the chart below. They were asked to rank each of their three 
selected answer choices from most important to least important. The category “Fare-free 
service systemwide” generated a total of 54 selections as “most important.”  

Answer Choices 
Total Prioritized 

Responses 

Responses 
Selected as 

“Most 
Important” 

Percent Selected 
as “Most 

Important” 
Reduced or “off-peak schedule” fares 30 2 6.67% 
Fare-free service systemwide 80 54 67.50% 
Cashless fare payment system using your cell phone 61 10 16.39% 

Improve frequency of service (how often the bus comes) 58 23 39.66% 

Improve service reliability and on-time performance 37 16 43.24% 

Improve span of service (how early, and late the buses 
run) 

52 14 26.92% 

Expand service and increase routes to locations currently 
not offered 

74 29 39.19% 

Total Answered 152   
Skipped 64   
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If WRTA were to access additional funding, which of the 
following improvements would you prioritize?      n=152

1 Most important

13. What is the biggest improvement that WRTA should invest in currently. (Choose only 
one option). 

A total of 151 respondents answered this question and 65 skipped it. Of the 151 who answered, 
33 percent (50) selected “More frequency of service”; 16 percent (25) selected “Late night 
service”; 15 percent (24) selected “Expanded/new routes”; 11 percent (18) selected “More 
Sunday service”; 5 percent (9) selected “I am satisfied with the service”; and 16 percent (25) 
selected “Other (please specify).” The “Other (please specify)” selections were assigned to the 
following categories: Fare Free (7); Frequency of Service (5); Expansion of service (3); 
Weekend service (2); and personal security (2). 

Answer Choices Responses Percent 
I am satisfied with the current service 9 5.96% 
Late night service 25 16.56% 
More frequency of service (how often the bus comes) 50 33.11% 
More Sunday service 18 11.92% 
Expanded/new routes 24 15.89% 
Other (please specify) 25 16.56% 
Total Answered 151  
Skipped 65  
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14. Where would you like to go using WRTA that you are currently not able to? 
A total of 91 respondents answered this question and 125 skipped it. Each of the 91 
respondents was allowed up to 3 answers, generating a total of 160 individual locations. The 
data provided show a broad range of locations making obvious trends difficult to discern. For 
summary purposes, the locations were organized into eight categories shown in the 
accompanying charts. The City/Town/Locale category received 60 entries followed by Shopping 
(46); Recreation (20); Educational Institution (14); Intermodal Transit (9); Religious Institutions 
(5); Dining/Entertainment (3); and Healthcare (3). A second chart below depicts the Top 7 
Cities/Towns/Locales entered: Clinton (5), Holden (4), Westborough (4), Worcester (4), 
Framingham (3), Leominster (3), and Marlborough (3). Of the remaining 34 cities, towns, or 
locales, none were entered more than twice. 
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Non-Rider Responses 

Questions asked of the 257 survey respondents who indicated that they do not currently use 
WRTA services and their responses are summarized below.  

1. What city or town do you live in? 
A total of 190 respondents answered this question and 67 skipped it. The chart below reflects 
the number of times each of the 25 towns were entered: Westborough (64), Worcester (38), 
Sturbridge (33), Auburn (12), Brookfield (11), Brimfield (4), Leicester (4), Grafton (3), Holland 
(2), Shrewsbury (2); Spencer (2); Webster (2). The following towns were each entered once: 
Arlington, East Brookfield, Fiskdale, Hadley, Holden, Natick, Northampton, Oakham, Rutland, 
Somerville, South Grafton, Uxbridge, and West Brookfield. 
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2. Have you ever heard of the Worcester Transit Authority (WRTA) before? 
A total of 192 respondents answered this question with 65 skipping it. Of the 192 who answered, 
93 percent (179) selected “Yes”, and 6 percent (13) selected “No”. 

Answer Choices 

 

Responses 
Yes 

 

93.23% 179 
No 6.77% 13 

Total Answered 192 
Skipped 65 
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Have you ever heard of the Worcester Transit Authority (WRTA) 
before?        n=192

3. Have you ever been on either a WRTA bus or van before? 
A total of 192 respondents answered this question with 65 skipping it. Just over 55 percent (106) 
responded “No”, and almost 45 percent (86) responded “Yes”.  
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Answer Choices Responses Percent 
Yes 86 44.79% 
No 106 55.21% 
Total Answered 192  
Skipped 65  
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4. What is your primary mode of transportation? 
A total of 194 respondents answered this question and 63 skipped it. Of the 194 who answered, 
86 percent (167) selected “I use my own car”; 4 percent (9) selected “Get a ride with someone”; 
3 percent (7) selected “Walk”; 1 percent (2) selected “Uber or Lyft”; 1 percent (2) selected 
“Bike”; less than 1 percent (1) selected “Yellow or Red Cab”; and 3 percent (6) selected “Other 
(please specify)” mostly indicating a combination of the choices above.  

Answer Choices Responses Percent 
I use my own car 167 86.08% 
Get a ride with someone 9 4.64% 
Uber or Lyft 2 1.03% 
Walk 7 3.61% 
Bike 2 1.03% 
Yellow or Red Cab 1 0.52% 
Other (please specify) 6 3.09% 
Total Answered 194  
Skipped 63  
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5. How often do you travel using your primary mode of transportation? 
A total of 193 respondents answered this question and 64 skipped it. Of the 193 who answered, 
60 percent (116) selected “5 or more times a week”; 37 percent (72) selected “Few times a 
week”; and 2 percent (5) selected “Couple of times a month.” 

Answer Choices Responses Percent 
Few times a week 72 37.31% 
5 or more times a week 116 60.10% 
Couple of times a month 5 2.59% 
Total Answered 193  
Skipped 64  
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6. Where do you travel most often? 
A total of 193 respondents answered this question and 64 skipped it. Of the 193 who answered, 
50 percent (97) selected “Work”; 38 percent (74) selected “Shopping”; 2 percent (5) selected 
“School”; 2 percent (5) selected “Recreation/entertainment”; 1 percent (2) selected “Healthcare”; 
and 5 percent (10) selected “Other (please specify).  

Answer Choices Responses Percent 
Work 97 50.26% 
School 5 2.59% 
Shopping 74 38.34% 
Healthcare 2 1.04% 
Recreation/entertainment 5 2.59% 
Other (please specify) 10 5.18% 
Answered 193  
Skipped 64  
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7. How do you view public transportation in Worcester and Central Massachusetts? 
A total of 192 respondents answered this question and 65 skipped it. Of the 192 who answered 
the question, over 42 percent (82) selected “Negatively”; 34 percent (66) selected “No Opinion”; 
and 22 percent (44) selected “Positively”. 

Answer Choices Responses Percent 
Positively 44 22.92% 
Negatively 82 42.71% 
No Opinion 66 34.38% 
Total Answered 192  
Skipped 65  
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Massachusetts?    n=192

8. What is the biggest barrier to using WRTA services? 
A total of 194 respondents answered this question and 63 skipped it. Of the 194 who answered, 
47 percent (93) selected “Routes do not go where I need to go”; 15 percent (30) selected “I 
prefer driving my own car”; 14 percent (29) selected “Frequency of service”; 9 percent (18) 
selected “I don’t know how to use WRTA services”; 7 percent (15) selected “Service Reliability”; 
and 2 percent (4) selected “Hours of operation.” 

Answer Choices Responses Percent 
I prefer driving my own car 30 15.46% 
Routes do not go where I need to go 93 47.94% 
Cost of service 5 2.58% 
Hours of operation 4 2.06% 
Frequency of service (how often the bus comes) 29 14.95% 
Service reliability (on-time performance) 15 7.73% 
I don’t know how to use WRTA services 18 9.28% 
Total Answered 194  
Skipped 63  
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9.  If WRTA  were able to access additional funding, which of the following improvements 
would you prioritize? Please rank on a scale from 1 to 3, with 1 being the most 
important to you, and 3 being the least important to you. You may only choose 3 
options.  
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A total of 192 respondents answered this question and 65 skipped it. The 192 who answered 
were asked to select up to 3 funding priorities from a list of six options, and then rank their three 
selections from most to least important. A total of 148 respondents chose to prioritize “Expand 
service and increase routes” including a total of 103 who selected it as “most important.” 

1 
(Most important to you) 2 (Neutral) 

3 
(Least important to you) Total 

Reduced fares 15.56% 7 28.89% 13 55.56% 25 45 
Fare-free service systemwide 30.00% 24 20.00% 16 50.00% 40 80 
Improve frequency of service (how 
often the bus comes) 

32.89% 25 46.05% 35 21.05% 16 76 

Improve service reliability and on-
time performance 

22.41% 13 55.17% 32 22.41% 13 58 

Improve span of service (how 
early, and late the buses run) 

14.08% 10 54.93% 39 30.99% 22 71 

Expand service and increase 
routes to locations currently not 
offered 

69.59% 103 17.57% 26 12.84% 19 148 

Other (please specify) 13 
Total Answered 192 
Skipped 65 

Total Prioritized 
Responses 

Responses Selected
as “Most Important” 

Percent Selected as 
“Most Important” 

Reduced fares 45 7 15.56% 
Fare-free service systemwide 80 24 30.00% 
Improve frequency of service (how often the 
bus comes) 

76 25 32.89% 

Improve service reliability and on-time 
performance 

58 13 22.41% 

Improve span of service (how early, and late 
the buses run) 

71 10 14.08% 

Expand service and increase routes to 
locations currently not offered 

148 103 69.59% 

Other (please specify) 13 
Total Answered 192 
Skipped 65 

AECOM 107 
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If WRTA were to access additional funding, which of the 
following improvements would you prioritize?         n=192

 Most important Other

10. What could the WRTA do, or implement, that would encourage you to try its 
services? 

A total of 129 respondents answered this question and 128 skipped it. This was an open-ended 
question receiving a broad range of both general and specific answers. For summary purposes, 
the answers were color-coded and grouped into 10 categories depicted in the accompanying 
chart. Just over 40 percent of the answers (52) recommended “Expanded services”; 16 percent 
(21) recommended “More frequent service”; 12 percent (15) recommended “Reduce/eliminate 
fares”; 8 percent (10) recommended “Increased marketing efforts”; 5 percent (6) recommended 
“COVID-19 enforcement efforts”; 2 percent (2) recommended “Expand weekend services”; 2 
percent (2) recommended “Improve station amenities”; 2 percent (2) recommended “Increase 
renewable energy use”; 2 percent (2) recommended “Increase intermodal connections”; and 13 
percent (17) were “Not Applicable.” 

Answered 129 
Skipped 128 
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Demographic Questions (Combines Rider and Non-Rider Surveys) 

1. Please select a language. 
Of the 532 collected surveys, a total of 526 respondents answered this question and 6 skipped 
it. Of the 532 respondents, 524 selected English and 2 selected Spanish. 

Answer Choices Responses Percent 
English 524 99.62% 
Español 2 0.38% 
Total Answered 526  
Skipped 6  
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2. What is your age? 
A total of 334 respondents answered this question and 198 skipped it. Of the 334 who 
answered, 36 percent (120) selected “26 to 45”; 23 percent (80) selected “60 and over”; 
23 percent (79) selected “46 to 59”; 15 percent (52) selected “19 to 25”; and 1 percent (3) 
selected “Under 18.” 

Answer Choices Responses Percent 
Under 18 3 0.90% 
19 to 25 52 15.57% 
26 to 45 120 35.93% 
46 to 59 79 23.65% 
60 and over 80 23.95% 
Total Answered 334  
Skipped 198  
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What is your age?             n=334

3. What best describes your gender? 
A total of 335 respondents answered this question and 197 skipped it. Of the 335 who answered 
the question, 52 percent (174) selected “Female”; 42 percent (141) selected “Male”; 4 percent 
(16) selected “Prefer not to say”; and 1 percent (4) selected “Prefer to self-describe.” 

Answer Choices Responses Percent 
Female 174 51.94% 
Male 141 42.09% 
Prefer not to say 16 4.78% 
Prefer to self-describe: 4 1.19% 
Total Answered 335  
Skipped 197  
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4. What best describes your race/ethnicity? 
A total of 331 respondents answered this question and 201 skipped it. Of the 331 who 
answered, over 82 percent (274) selected “White”; 5 percent (16) selected “Hispanic or Latino”; 
4 percent (14) selected “Asian or Asian American”; 4 percent (14) selected “Black or African 
American”; and 3 percent (13) selected “Other.” 

Answer Choices Responses Percent 
Asian or Asian American 14 4.23% 
Black or African American 14 4.23% 
Caucasian or White 274 82.78% 
Hispanic or Latino 16 4.83% 
Native Hawaiian or other Pacific Islander 0 0.00% 
Other: 13 3.93% 
Total Answered 331  
Skipped 201  
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5. What is the primary language spoken in your home? 
A total of 324 respondents answered this question and 208 skipped it. Of the 324 who 
answered, over 97 percent (316) andwered “White”. Less than 1 percent selected Spanish, 
English/Chinese, English/Spanish, Chinese, or Korean. 
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What is the primary language spoken in your home?              
n=324

6. What is your annual household income? 
A total of 311 respondents answered this question and 221 skipped it. Of the 311 who 
answered, over 44 percent (139) selected “Over $50,000”; 15 percent (48) selected “Under 
$15,000”; 14 percent (45) selected $35,000 to $50,000”; 13 percent (43) selected $15,000 to 
$25,000”; and 11 percent (36) selected “$25,000 to $35,000.” 
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Answer Choices Responses Percent 
Under $15,000 48 15.43% 
$15,000 to $25,000 43 13.83% 
$25,000 to $35,000 36 11.58% 
$35,000 to $50,000 45 14.47% 
Over $50,000 139 44.69% 
Total Answered 311  
Skipped 221  
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Stakeholder Meetings 
Worcester Regional Transit Authority 

Update of Five-Year Comprehensive Regional Transit Plan 
  

August 11, 2020, 1:00 p.m. 
WRTA Key Stakeholder Meeting #1 
Via Zoom Video Conference 
____________________________________________________________________________ 
 
Attendees: Will Guillermo, AECOM 

Paul Matthews, Executive Director, Worcester Regional Research 
Bureau 
Tom Quinn, Worcester Regional Research Bureau 
Nancy Garr-Colzie, Worcester Transportation Advisory Coalition (TAC) 
Joe McKenna, State Representative (Webster, Oxford, Worcester) 
Robert Bilotta, Worcester Commission on Disability 
Martin Nee, City Point Partners 

 
Will Guillermo, team lead for the MART/MassDOT study team, opened the meeting by 
welcoming those in attendance and proceeded with a PowerPoint presentation highlighting the 
following points (See. Attached PPT). 
 

• Team Introductions 
• Project Approach 
• Overview of Project 
• Project Tasks, including Public/Stakeholder Engagement Strategy 
• Goals and Needs 
• Current Service 
• Discussion 

 
Will began by asking attendees to introduce themselves.  He then opened the meeting to a Q&A 
session.   
 
Discussion Topics: 
Will began by asking attendees if there was a general sense of any local concerns.   
 
Will - Are there any overarching local concerns or economic development issues that you think 
should be taken into consideration over the next few years? 
 
Nancy – Westborough Shuttle has been cancelled.  Via Technology solution is needed.  We 
want to improve the quality of life for on-demand transit riders. 
 
Will - When you say improve, you are referring to accessibility, correct? (Nancy) Yes, there is a 
lot more on-demand being utilized out there but it is still not fully accessible ...  a lot of 
advocates we are hearing from are highlighting this. 
 
Robert- paratransit has its limitations, it is a day ahead planning.  Riders may have to wait an 
hour before and after there appointment.  This is burdensome and unfeasible for some riders.  
One or two destinations can turn into an all-day affair.  We need to bring services like Via 
Technology to Worcester.  This is something we’ve been advocating for over two years now.  
There are no accessible Uber or Lyfts out there even though they are providing 1-million 
rides/year. 
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Will - When you think of paratransit, pre COVID-19, do you feel there are issues with the level of 
certification process required to be eligible to use service?   Is certification done well?  In other 
states/areas, there is a very diligent process to make sure paratransit is getting to those who 
need it.  Have you thought about this? 
 
Nancy - Not as much ... Being on the Transportation Advisory Group.  As far as fee structure, 
ours went up.  So far, they haven’t gone up according to the fee schedule.  I’m not hearing a lot 
of complaints about fee structure.  What they did do is have an account so you don’t have to 
pay on-board.  Big thumbs up!  We’ve instituted auto-scheduling from a phone.  This was a big 
step up.  We are not getting a lot of complaints on paratransit. 
 
Joe - Maintaining rides through south county is an issue.  There are certain populations who rely 
on the RTA for doctors’ appointments and the like.  Maintaining transit to this population far from 
the urban core is important.  Cutting back on weekends would be bad for this constituency. 
 
Paul – The Fare-Free report was prepared before my arrival but I don’t envy your task during 
the pandemic.  This is a unique time.  Worthy of note, adjustments on fares and scheduling 
were needed in order for the regional economy to function.  We needed to get people to work.  
The RTA will continue to evolve regarding COVID-19.  We went from planning east/west transit 
improvements 6 months ago to the Pandemic.  Despite this, east/west planning should still be a 
factor in looking ahead.  The pandemic has shifted the commuter rail schedule significantly.   
 
Will - How do we adapt to the pandemic while reminding folks there will hopefully be a return to 
trust in the use of transit?  MBTA commuter rail connections will be important again.  We’ve 
made a note of this.  The East/West rail study goes out to Berkshires. 
 
Paul – The East/West Rail Study is proceeding.  There is a strong push to go to Pittsfield.  This 
is not in the 5-year window, but it is important to think strategically.  A station in Palmer to the 
RTA, to Worcester commuter rail, would be great.   
 
Tom – Expanding existing riders and attracting new riders are treated separately, but Fare-Free 
would do both.  This is a strong benefit of Fare-Free. 
 
Will - We have listened to the Worcester Fare-Free Coalition in numerous meetings with them.  
We will make sure their position gets communicated in the report. 
 
Will – Is there anywhere that is not being served or could be better served?   
 
Nancy – I’ll mention the HUB.  I love the HUB.  With the hub, all the buses come to that spot.  
This is great.  Some people don’t like it.  But the bus comes to a public place and you attract 
“the public”.   
 
Will – Are there any places that you hear are unserved by even fixed route?   
 
Robert - Having the paratransit, there are a lot of gaps outside Worcester.  One needs to live 
within a certain distance of things to get paratransit.   Will adds, “even if you can get to a stop, 
there may be no pedestrian facilities”. 
 
Will – so you think we need to look at supplementing micro trans service?  (Yes, Robert) 
 
Will – Let’s discuss the regional picture, economic development, land use, etc.  Should we be 
looking at any reorientation of region rail stations and the like?   
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Paul - The state’s rail vision effort is a shift to more frequent trains.  If you look at Worcester and 
Framingham, ridership went up 46 percent in recent years.  With east/west rail, moving stations 
might make sense.  Route development is tough unquestionably, but we need to look long term 
to best accommodate what is needed. 
 
Will – The pandemic question (not to overly focus on it or minimize it).  Are there any aspects of 
the pandemic that you think might have a longer-term impact? Do you see a reorientation of 
service towards perhaps more frequent buses, etc.  Until there is an effective vaccine, you may 
need to run more buses.  
 
Nancy - Riders are very concerned about social distancing and there have been days, even with 
masks on, you are congested.  This is an issue.  We skipped a few folks on a route recently due 
to maximum capacity on the bus.  That means to 2 hours between runs for those who could not 
get on.  With para-vans there is only one passenger allowed. 
 
Will – The reason we ask this, the 5-year service plans are going to look different due to the 
pandemic.  Maybe there might be aspects because of the pandemic that become a regular part 
of service planning going forward.  May 3, 4, 5 years out we will be normal, but the first 2 years 
will be impacted no doubt. 
 
Will – In terms of connections, institutions, are there any specific institutions that could benefit 
by more direct service?  Or, is it that the WRTA provides enough coverage but not frequently or 
late enough? 
 
Nancy – Yes, there are definitely services the planning commission focused on that the 
coverage is there but level of service is not in many areas. 
 
Will – Is there anything else from your perspective?   
\ 
Paul – 1. Even during the pandemic there is a real need for RTA services (essential workers).  
The RTA serves a critical need.  Even during the darkest days of the pandemic the service was 
still being utilized.  The Academic community is uncertain short term, but in the long term they 
are certainly a critical element of the community.  They are a reliable source of ridership. 
 
Will – When parking is restricted on campus, people turn to public transit.  In the next academic 
year, these institutions will look very different (12 months from now).  Mobility and accessibility 
are both necessary. 
 
Will – In closing I’d like to mention, we are doing 2 other Key Stakeholder sessions in next few 
weeks.  This is a very informative group.  Please note that we will be doing driver surveys and 
there has been an outreach survey as well. 
 
Thank you for your insight and time.  This was very productive. 
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Worcester Regional Transit Authority 
Update of Five-Year Comprehensive Regional Transit Plan 

  
August 13, 2020, 1:00 p.m. 
WRTA Key Stakeholder Meeting #2 
Via Zoom Video Conference 
____________________________________________________________________________ 
 
Attendees: Will Guillermo, AECOM 

Kristen Lueken, AECOM 
Martin Nee, City Point Partners 
Amanda Smith, City Point Partners 
Janice Yost, CEO of the Health Foundation of Central Massachusetts (Zero 
Fare)  
Brian Pigeon, Worcester Planning Division 
Penelope Karambindakis, Worcester Division of Public Health (Transportation 
Group)   
Jeff Turgeon, Mass Hire, Central Region Work Force Board (Job creation) 
 

 
Will Guillermo, team lead for the MART/MassDOT study team, opened the meeting by 
welcoming those in attendance and proceeded with a PowerPoint presentation highlighting the 
following points (See. Attached PPT). 
 

• Team Introductions 
• Project Approach 
• Overview of Project 
• Project Tasks, including Public/Stakeholder Engagement Strategy 
• Goals and Needs 
• Current Service 
• Discussion 

 
Will began by asking attendees to introduce themselves.  He then opened the meeting to a Q&A 
session.   
 
Discussion Topics 
Will – Are there any high-level local concerns or economic development issues that might 
benefit from better and more frequent connections? 
 
Brian – Frequency and reliability.  We’d like to see improvements.  Once an hour is not a viable 
option for a lot of people.  We understand the mandate to serve the whole region but are there 
innovative ways to deal with rural transit?  One or two people on a bus to rural areas doesn’t 
seem to be efficient.  Can we look at demand-based ridership?  Micro transit or on-demand? 
 
Will – If you had to give a percentage of service hours, knowing there are two types of transit, is 
coverage or frequency in a more dense corridor more important?  Span of service is important 
(when service is available). 
 
Brian – Given ridership is driven so heavily by traffic, I would think an 80% – 20% split would be 
the choice.  The City also wants to change the perception of transit from a social service to a 
more viable transit option where people who have other options take it by choice.   
 
Penelope – I’ve heard frequency is an issue.  Low income folks are relying on WRTA as their 
primary form of transportation.  WRTA is a public service.  It should be a human right.  WRTA 
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bus stops are going away and not being replaced.  We need to keep bus shelters maintained 
physically and visually.  Where they are placed is a definite consideration that needs to be 
carefully addressed. 
 
Will – For too many people, they don’t see the connection to transit.  Pedestrian issues are a 
barrier for these people.  The physical condition is also important. 
 
Janice – Shares Brian’s views.  She hears the hub and spoke structure is not efficient for riders.  
People have to go to Worcester and back to get places outside of the City.  Testing of the Zero 
Fare approach will drive an increase in ridership and prove the benefits of the system to non-
users who will become riders. 
 
Will – Considerations for local routing is not on the immediate horizon but planners are aware of 
the need.  Even with a grid system, transfers are necessary, but not necessarily in the hub.  A 
frequent grid system solution is more expensive which is what’s driving the current plan. 
 
Will – Zero Fare group has been very vocal and is definitely part of the conversation.  Other 
equitable fare considerations are in play, like fare-capping.  Zero Fare is on everyone’s radar. 
 
Jeff - What would most help people get to and from work?  I echo what others have said here.  
Work with employers on hours of operation to make sure people can get home.  Commuting 
time is a key because you’re adding unpaid time to a person’s day.  These are big factors. 
 
Will – The hard part is the funding. Finding enough funding for things like increased spans.  
Ramp up to providing more service is all doable if the funding stream is there.  Part of our public 
opinion survey is designed to get feedback on these types of priorities. 
 
Janice - Will your recommendations include increases in resources?  We need to look toward 
the future and realize congestion will drive the public transit need. 
 
Will – It is incumbent on us to set the stage 5 years out and beyond.  Yes, our recommendations 
will indicate what we think the best services are and identify what is the financial need and what 
would it take to operate those services. 
 
Will - Are there specific elements of the service that you feel could be improved?   
 
Penelope - Nothing specific but I have a general question.  Is there any kind of model where 
buses can be express to places like healthcare centers?  Just before COVID, our DTA office 
moved away from downtown and the system did not provide access. (The DTA is about 30 
minutes from the Central Hub, about a 10-minute walk off of Route 5.) 
 
Will – A fully allocated cost of running service to the new center is typically not taken into 
consideration when organizations move.  When service is considered after the decision is 
made, it is more expensive.  These types of corporate moves need to be known to the RTA in 
advance in order to be efficient. 
 
Will – A well-designed transit system will do this naturally.  It will mimic the land-use patterns.  
Disconnects between where people work and live drive riders away from system.  Connecting 
things is our goal and will be reflected in our recommendations. 
 
Will – Is the transit system considered when locations are decided upon for affordable housing 
development?  When the local district transit service map is posted in municipal planning offices 
this is a good sign. 
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Janice – Developers look at access to WRTA very closely when making location decisions. 
 
Will – In terms of the pandemic, are there things that you feel have shifted how things are 
perceived?  What’s your take on public perception of health concerns?  
 
Brian – Honestly, city leadership is pleased with disinfecting and sanitation plans.  We feel the 
system will go back to status-quo after COVID vaccine. 
 
Will – What does the system look like for essential workers?  It appears WRTA didn’t lose as 
high a percentage of ridership as other areas. To some extent, the CURRENT system is serving 
the essential clientele.  Something that takes 10 minutes in a car, shouldn’t take an hour-and-a 
half using transit. 
 
Janice – Fare Free will help open up the system to new users and help it grow.  Why not try it?   
 
Will – We have to consider all options and lay out the pros and cons.   
 
Brian – In terms of 5-Year Plans and funding it seems to me when you compare RTAs with peer 
agencies, it seems they are underfunded.  Are you seeing any impetus to change this? 
 
Will - The approach of the study is to identify, “what are the needs?”.  Any 5-year service plan by 
its nature becomes an advocacy piece. 
 

# # # 
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Worcester Regional Transit Authority 
Update of Five-Year Comprehensive Regional Transit Plan 

  
August 25, 2020, 1:00 p.m. 
WRTA Key Stakeholder Meeting #3 
Via Zoom Video Conference 
____________________________________________________________________________ 
 
Attendees: Will Guillermo, AECOM 

Kristen Lueken, AECOM 
Martin Nee, City Point Partners 
Amanda Smith, City Point Partners 
Pete Cournoyer, CEO Big Bunny 
Nick Burnham, WRTA 
Harrietet Chandler, State Senator 
Andrea Freeman, Mass Public Health Association 
Michael Moore, State Senator 
Meaghan Lyver, WRTA 
Sharon Strzalkowski, Bay State Chapter of the Blind 
William Clark, Worcester Yellow Cab 
Angela Johnson, Transportation for Massachusetts (t4ma) 
Shaun Bartone, Transit Activist 
Jenn Knight, Elder Services of Worcester Area 
 

 
Will Guillermo, team lead for the MART/MassDOT study team, opened the meeting by 
welcoming those in attendance and proceeded with a PowerPoint presentation highlighting the 
following points (See. Attached PPT). 
 

• Team Introductions 
• Project Approach 
• Overview of Project 
• Project Tasks, including Public/Stakeholder Engagement Strategy 
• Goals and Needs 
• Current Service 
• Discussion 

 
Will began by asking attendees to introduce themselves.  He then stated we can spend as much 
time as you’d like on each topic or add new topics.  Whatever you’d like.  Five-year transit 
studies are intended to bring up to date how each RTA faces the future.  Each plan is different, 
although there will be a consistent template to the extent possible.  The plan should be straight 
forward, transparent, and not dependent on jargon.   
 
The primary goal of the RTA is to provide a timely, safe, efficient, and clean transit system.   He 
then opened the meeting to a Q&A session.   
 
Discussion Topics 
Will – Are there any high-level local concerns or economic development issues that might 
benefit from better and more frequent connections? 
 
Pete – Franklin Realty is moving ahead with a large development.   
 
Andrea – Worcester and South Worcester.  Let’s look at the big picture and think not just about 
how transit services employment.  Let’s consider how it services education, universities, ball 
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parks, healthcare, etc.  We need to think 5 years out.  Heed the lessons of COVID-19 but don’t 
let it overshadow a 5-year plan. 
 
Shaun – I’ve been asking for real time apps between rider and bus system.  These cover 
scheduling, tracking, booking a seat during COVID, that kind of thing.  Inter-county connections 
are being overlooked, there is a 4-mile gap between Brookfield and Ware Mass.  Why can’t we 
make a transit connection between those two towns.  Connect Worcester and Hampshire 
Counties and Pioneer Valley Transit System.  We need more dedicated bus lanes for buses.  
Separate lanes for bikes should be on Park Ave, Main St. Pleasant St., etc.   
 
Will – Are there destinations or trip generators not being served? 
 
Senator Moore – One problem is the ruralness of some of the areas.  How do we cost 
effectively make these connections?  Smaller buses to East Brookfield might help so they can 
be connected.   
 
Will – Rural areas can be challenging. In many locations, pedestrian infrastructure is a barrier.  
Are there specific areas where physical barriers are a concern?  
 
Sharon – (She stated she is legally blind). Even in the towns where WRTA paratransit operates, 
it doesn’t go to all areas. This impacts employment for blind people.  On demand is the way to 
go. Uber and Lyft pilots should be considered.  The booking in advance does not fit the culture 
for paratransit.  To the point about apps on the phone, it would be extremely helpful while 
waiting for a bus in the winter to know when exactly that bus is coming.  Technology is outdated 
now given what is available.  We need to start thinking out of the box. 
 
Will – Your first point. ADA coverage should be jurisdiction wide.  I’m not defending this, but the 
federal ADA requirements say whenever you run a fixed route service you have run an on 
demand for persons with disabilities within ¾ of a mile from a fixed route.  Many communities 
opted to install jurisdiction-wide services in response to this.  Others did not. 
 
Jenn – Working for an elder service agency, the population is growing. We need to make sure 
transit goes to those areas where older folks live. The senior center in Worcester is one location. 
By the time the afternoon comes around, the senior center is empty because transit is so 
sporadic in the afternoon.  People need to go places but the frequency of services is a real 
problem for them. 
 
Will – Do you hear more about frequency concerns or span concerns more often, or both?  
 
Jenn – Outside the senior center it is span concerns, but for the senior center, it is frequency for 
sure. 
 
Senator Chandler - Basic availability of service is an issue.  I suggest we talk with large 
employers. UMass medical is the largest.  I would like to see them get more involved in funding.  
They have shifts that run at odd times.  We should bring them in.  An Employer Advisory Council 
would be helpful in identifying their needs and so those needs could be meshed with transit.  A 
permanent advisory body would bring them in as a partner.  Funding is not quite there.  If they 
want the type of service they need, they need to help us solve their problem. 
 
Andrea Freeman – Agencies are not matching the location of the transit service. 
 
Shaun – A lack of parking is a huge issue.  Worcester City University is chalk full of cars.  These 
Universities need to be served by buses.  Bring the colleges into the conversation.  Students are 
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spending so much more money than it would cost to get on a bus, but they don’t know that.  
College students should get a card that gives them full access to buses. 
 
Will – this can be done with a blanket fee to the college.  Also, we have met with Zero-Fare 
groups twice and this is somewhat of a technology issue. Are there other tech concerns? 
 
Senator Moore – Before we start identifying Routes, we need to meet with Chambers of 
Commerce and find out how many people are going to be staying at home post COVID-19.  
This changes everything route-wise.  We may need to revisit all routes to determine the demand 
post-pandemic. 
 
Senator Chandler – We’re going to have to re-survey all the communities to a much greater 
degree given the new normal. 
 
Will – With the pandemic we almost have to plan that there will be unknown uncertainties. 
 
Sharon – There are always going to be riders who don’t have access to technology.  This is very 
often a money issue for them.  We just need to stay aware of this.  Some people don’t even 
have credit cards.   
 
Will – Fare collection. Many systems went cashless, but many folks don’t have access to credit 
accounts.  We do understand that a lot of folks can’t afford data plans even though they are tech 
savvy.   
 
Shaun – An RTA card would be great.  Get it from the library.  This way you don’t need a phone 
or credit card, you could go to the library and pay in cash.   
 
Andrea - Another COVID impact for public transport:  Lots of folks now choose to make fewer 
trips to the grocery store but come back with many more bags.  There have been problems on 
buses regarding number of parcels. Can we find a way to make carrying groceries easier? 
 
Will – Summarized the key take-aways from the discussion and adjourned the meeting. 
 

# # # 
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Driver Survey 
Worcester Regional Transit Authority (WRTA) 

Update to Five-Year Comprehensive Regional Transit Plan 
 

Bus Operator Survey Summary 
Summer/Fall 2020 

____________________________________________________________________________ 
 
WRTA Operator Survey 
As a primary tool to gather feedback from WRTA Bus Operators, the AECOM team worked 
closely with WRTA staff to develop an online survey to gain a better understanding of the insight 
and preferences Bus Operators have regarding the delivery of their services.  The survey was 
designed to elicit feedback about the desire for potential improvements or changes. The 
following is a summary of the survey results for the 2-month duration of the Bus Operator 
Survey. 
 
Online Survey 
The WRTA Bus Operator Survey opened to the drivers on August 14, 2020 and was open 
through October 15, 2020. The survey was designed to gather feedback from current WRTA 
Operators.   
  
Responses 
A total of 14 completed surveys were collected during the 2-month duration of the survey.  
 
1. Are there areas where the traffic “environment” is an issue? Such as: long signals, 
poor parking enforcement, etc.? 
A total of 14 respondents answered this question and none skipped it. This was an open-ended 
question which generated a variety of responses.  Common themes include signal timing at 
intersections and a lack of parking enforcement.  Responses summarized in the table below. 
 

No. Date Response 
1 Oct 15, 2020  Front St. and Main St. signal is too long. 
2 Sep 29, 2020  There is this long light on Pleasant and Main Streets by the Santander 

bank. It only approximately 6 cars to pass on a cycle causing route 2-
31 to run late.  

3 Sep 12, 2020  Cars are constantly parked in front of the bus stops at Mechanics Hall, 
Thomas St. and Maple St.  

4 Sep 09, 2020  The red light in Grafton before the railroad tracks coming from the T 
Station at the intersection by Olde Post Office Pub can be a long wait. 

5 Sep 08, 2020  The lights on Lincoln St in the Lincoln Plaza area, specifically inbound 
on the 26 the light at the plaza and Denny's are not in sync and cause 
back-ups.  The light at Main & Stafford outbound to turn left doesn’t 
change in the early morning hours.  Parking enforcement around City 
Hall Franklin St side is a joke.  There have been many times when it 
would be impossible for me to board a wheelchair at that stop due to 
parking issues.  IB on route 4 from Millbury St to Harding at the PNI 
club is a challenge every trip due to parking.  Also Route 1 from 
Granite to Dillon is a nightmare due to parking issues.  Route 11 is 
difficult on Upsala St, it is impossible in the winter. 
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6 Sep 05, 2020  Street-side parking on Upsala St and Canterbury St. leave insufficient 
space for traffic to flow in both directions. 
 
Parking in bus stops is not enforced at all and leads to buses 
frequently stopping traffic on Main St. 

7 Sep 04, 2020  Turning off Linden Street onto Pleasant Street is one because they 
should eliminate parked cars on Pleasant Street right there. Also they 
should consider taking out the bus stop on Country Club Blvd. Inbound 
just before getting down to Lincoln Street because there's another bus 
stop just after you turn onto Lincoln Street at Denny's.  

8 Sep 03, 2020  Yes, bottom of pleasant street at main red light sometimes does not 
change to green 

9 Aug 27, 2020  Poor parking at the corner of Ashmont Av and Harding St.  Buses have 
a hard time turning there.  The bus stop at the corner of Belmont and 
Shrewsbury Streets (24/24A), should be brought back to the previous 
traffic light at Belmont St/Hospital Dr.  The current stop makes it 
difficult for the bus to get in the left lane, to eventually turn left on 
Plantation St.  

10 Aug 19, 2020  Poor parking enforcement at Ashmont Av and Harding St.   
11 Aug 18, 2020  Right outside the hub, Front & Foster light, certain times of the day it’s 

not uncommon to sit through 4-5 lights to try and enter the hub- light 
allows rotary to flow but other lights allow 2/3 vehicles through before it 
changes. Parking is an issue at Franklin St City Hall stop, always 
vehicles there and we frequently need the sidewalk for wheelchairs. 

12 Aug 17, 2020  Washington Heights road pavement is very bad.  This is a potential 
cause of damaged to any bus. 

13 Aug 17, 2020  Washington Heights road pavement is very bad.  This is definitely 
damaged to any bus. 

14 Aug 14, 2020  Yes, Main Street. 
 
2. Are there any bus stop operational issues you wish to tell us about? Such as: not 
enough passenger waiting area, inadequate loading areas, or stops where it may be 
difficult to see waiting passengers? 
A total of 10 respondents answered this question and 4 skipped it.  This was an open-ended 
question generating a variety of responses summarized below. 
 
No. Date Response 

1 Oct 15, 2020  The only issue is poor lighting on many routes where the bus stops are 
on poles where there is no streetlight, for example route 11.  This could 
be solved by putting solar lights on the bus stop poles. 

2 Sep 29, 2020  31/30 inbound west Boylston St. by the end of it, where the bridge is.  
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3 Sep 12 2020  No. 11 inbound on Upland St at Emmanuel Village - there's literally no 
space for passengers to safely wait on that side of the road.  Passengers 
basically have to wait in the bushes.  #24 inbound Main/Maple - the stop 
is not handicap accessible.  #24 outbound Belmont/Shrewsbury - the stop 
needs to be relocated back to the previous traffic light, the current 
location makes it difficult to turn into the left lane afterwards.  #24A 
outbound in Seabury Heights - there's hardly any room to drop people off 
on the sidewalk at either building.  The curbs we drop them off on, have 
benches right at the corners, making it difficult to deploy the ramp on the 
actual curb.   

4 Sep 08 2020  The OB bus stop on Lincoln St between Salisbury St and the Nativity 
School is difficult.  The bus stop on West Boylston St at Barber Ave is 
scary, the cars come around and make the right like you are not even 
there.  The sign is missing from that stop, I'm not sure if it has been taken 
out of service or not. 

5 Sep 05 2020  Many bus stops are completely missing, particularly on Route 2.  Makes 
things difficult for passengers and drivers unfamiliar with the route. 

6 Sep 04 2020  Please remove the bus stop at the bottom of Country Club Blvd. (Route 
23) because there's another bus stop just around the corner at Denny's.  
 
The bus stop on Stafford Street just before turning onto James Street 
should be removed for safety reasons.  
 
The old bus stop at Summit should also be removed because it's hard to 
get back out of there with traffic coming up on East Mountain Street route 
31.  

7 Aug 27 2020  Bus stop at Main/Maple streets in Worcester is not handicap accessible.  

8 Aug 19 2020  Not enough passenger waiting area at Emmanuel Village on Upland St 
inbound.  That's not a safe place to wait for passengers. 

9 Aug 18 2020  Inbound Grafton Street immediately after Plantation Street intersection- 
stop right after corner, dangerous corner to be stopping on, cars cannot 
see the bus if it’s stopped - accident hazard, and it’s difficult to see the 
passengers waiting until you are right on them. 

10 Aug 14 2020  No sign at the stop after compare foods on Main Street, so people are 
parking at the stop making it difficult to drop ramp  

 
3.  Under normal, pre-COVID conditions are there routes with inadequate running times? 
If so, can you tell us the times of the day and segments of the route, as well as any other 
schedule adherence challenges? 
A total of 6 respondents answered this question and 8 skipped it. This was an open-ended 
question with a variety of responses summarized below. 
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No. Date Responses 
1 Oct 15 2020  Route 19 on Sundays is very difficult to complete on time.  It 

takes 26 minutes to get from the hub to Leicester Walmart, it's 
also a very busy route. 

2 Sep 29 2020 Routes 19/23 on a Sunday schedule. The 19 has not enough 
time to get all the way to Leicester Walmart and come back. I 
would say that route needs to be adjusted at least 5 minutes on 
outbound. 

3 Sep 12 2020 The #7 during pm rush. The #14, 3:00 pm outbound/deadhead 
to the garage.  You never make it back to the garage on time.   

4 Sep 08 2020 Route #15 is challenging during high traffic times. Route #19 
also needs more time in the late afternoon. 

5 Aug 19 2020  None that I can think of. 
6 Aug 14 2020 No  

   
4. Under normal, pre-COVID conditions, can you tell us where the heaviest ridership 
stops are that you see most frequently? 
A total of 8 respondents answered this question and 6 skipped it.  This was an open-ended 
question generating a variety of responses summarized below. 
 

No. Date Responses 
1 Oct 15 2020 Denny on Lincoln St., City Hall on Front St. 
2 Sep 29 2020 Walmart 146 
3 Sep 12 2020 Worcester Walmart, Auburn Mall, Webster CTR., UMass/Memorial, 

QCC.   
4 Sep 08 2020 Worcester Walmart, Fair Plaza, Main St from Gala Foods to Webster 

Square Plaza, Lincoln St McDonalds & Dennys, Shoppes at 
Blackstone, Stop & Shop on Grafton St.. Tatnuck Square, Coes Pond 
Village, Washington Heights, Hahnemann Hospital, White City Plaza, 
Target/Stop & Shop at Lincoln Plaza, Lincoln Village, Great Brook 
Valley, Autumn Woods, Gold Star Blvd, West Boylston St @ 
Huntington Ave, Elm Street. 

5 Sep 03 2020 Webster square plaza, Clark University, city hall, and of course the 
hub 

6 Aug 27 2020 Walmart Worcester, Stop and Shop Grafton St, Webster Sq Plaza, 
Arena Plaza, Brittan Sq, QCC. 

7 Aug 19 2020 Walmart, Fair Plaza, Autumn Woods, Green and Temple Streets. 

8 Aug 18 2020 Franklin Street City Hall, Lincoln Street @ Denny’s, UMASS (both), 
Inbound West Boylston St @ Stop& Shop, Inbound WB St @ 
Huntington (behind Price Rite), Quinsigamond CC, Worcester 
Walmart, Vernon & Upsala, Chandler @ Piedmont (Mustard Seed 
down there), Queen & Jacques (shelter) Family Health 
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5.  Can you share with us any specific locations where sight distance is limited, or where 
there is special difficulty in seeing pedestrians, bikes, or other modes? 
A total of 6 respondents answered this question and 8 skipped it.  This was an open-ended 
question generating a variety of responses summarized below. 
 

No. Date Responses 
1 Oct 15 2020  Upsala, Upland St, Spofford Rd, Winthrop 
2 Sep 29 2020  Route 31/30 inbound there is a stop by the bridge By West Boylston 

St. which I consider dangerous, cars trying to pass you in one lane 
and you can only see passengers at the last minute.  

3 Sep 08 2020  Granite St & Heywood, Vernon & Upsala,  
4 Sep 03 2020  Cherry Valley, Leicester center 
5 Aug 19 2020  McKeon Rd./Providence St.  Inbound/Outbound turns are sometimes 

risky. 
6 Aug 18 2020  Outbound exiting Family Health very poor visibility for oncoming 

traffic, outbound Route 11 train crossing situation,  Tree on South 
Orleans forces you into oncoming traffic.  It’s low enough to nearly hit 
the windshield.  

 
6. Under normal, pre-COVID conditions, are there any areas where passenger crowding 
and “leave-behinds” are an issue? If so, at what locations and times of day? 
A total of 5 respondents answered this question and 9 skipped it.  This was an open-ended 
question generating a variety of answers summarized below. 
 

No. Date Responses 
1 Sep 29 2020  I will say Route 11 at Walmart or Vernon St., sometimes around 4-

5pm. Route 7 at the hub its packed dur to have such a small bus for 
such as Busy Route around 3-5 

2 Sep 08 2020  Route 11 is very busy at Walmart, Autumn Woods, and Fair Plaza.  
Routes 19 & 27 are busy on Main St. during afternoon/early evening 
times.  Route 26 is especially busy during Spectrum Clinic hours. 

3 Aug 27 2020  Blackstone Valley Shoppes during the holiday season.   

4 Aug 19 2020  N/A 
5 Aug 14 2020  Arena Plaza 

 
7.  Thinking back to how service was before COVID, are there other service concerns or 
suggestions you would like to share? 
A total of 9 respondents answered this question and 5 skipped it.  This was an open-ended 
question generating a variety of answers summarized below. 
 

No. Date Responses 
1 Oct 15 2020  Reinstate fares, ridership will go down to those who need rides for 

shopping/work and eliminate many of the folks just utilizing the bus to 
go 1 stop down the road for free. 
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2 Sep 29 2020  I think that Route 8 is a great route a lot people will be riding it if only it 
starts at the Hub. I think route 25 and 8 should be together somehow, 
either eliminate one of them or put them together. It will become 
convenient for a lot of passengers to get from Hub, all the way to Park 
Ave. and Main St., Stafford St.  

3 Sep 12 2020  Have limited stops on some routes during the PM rush.  Consider 
express buses leaving the hub, going directly to Oxford/Webster in the 
PM, create a route connecting Fair Plaza directly to the Blackstone 
Valley Shoppes.  Have some trips on the 23/26 go into Lincoln Plaza.   

4 Sep 05 2020  Front St. entrance/exit to Hub is frequently blocked by cars waiting to 
pick up train commuters. 

5 Sep 04 2020  I was wondering about the possibility of restructuring two routes in 
general to eliminate Clark Street on route 23, especially in Winter 
Weather.  Route 31 could be made to serve The Fairways inbound 
and outbound and could also be made to serve Red Cross on Century 
Drive.  Route 23 should end at Lincoln Village ( if possible ) ...just a 
suggestion. I think it would be great if we could eliminate the steep 
incline at the end of St. Nicholas Ave. as well as the steep hill down 
Clark Street to East Mountain Street.  

6 Sep 03 2020  Bus stops should be honored for pickups only, we should drop off 
passengers wherever they want to go especially elder, disabled, and 
anyone carrying packages, groceries, and or other items! 

7 Aug 27 2020 Last outbounds on most routes, should depart the hub at 10pm.  This 
gives people the opportunity to attend events at the DCU CTR.  Make 
better connections between the #4 and Route A.   

8 Aug 19 2020  The connection between bus route 4 and Northbridge route A at the 
Blackstone Valley Shoppes needs major improvement. 

9 Aug 14 2020  We know our passengers. We know who the problem people are. We 
need to be supported more when we refuse to allow a passenger to 
ride  

 
8. Are there any other issues or concerns you wish to share? 
A total of 10 respondents answered this question and 4 skipped it.  This was an open-ended 
question generating a variety of answers summarized below. 
 

No. Date Responses 
1 Sep 29 2020  My only opinion will be to update our fare system, stop running cash and 

use Charlie Cards or z phone payment method.  This will be a lot easier 
for passengers and drivers as well.  
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2 Sep 08 2020  Electric buses have no protective door leaving the driver subjected to not 
only violence but passengers who may be carriers of the virus.  They 
also have huge blind-spots, are difficult to stop, and create a safety 
hazard when climbing hills as they cannot go fast enough to 
accommodate the traffic flow. 

3 Sep 04 2020  It would be Awesome if somehow we could make the first bus stop at 
Wal-Mart 146 an Outbound bus stop only (except for route 1because 
that's where that route ends. The bus stop around the corner could be 
the Inbound bus stop for routes 4 and 11 ...just another suggestion.  

4 Sep 03 2020  We should offer more personalized services, safety permitting. Flex 
route, stop where people want to go when safety permits, possibly 
playing music on the bus... a more pleasant enjoyable ride, 
accommodate people better! 

5 Aug 27 2020  While it's great the buses are getting disinfected more often, I notice that 
the bus floors are still quite dirty in the morning. 

6 Aug 19 2020  I'd like to see more bus stops put up on Millbury and Harding Streets.  
Get the destination sign issue fixed on the “run” 7 and 47.  The outbound 
signs read Central Hub, while the inbound signs read UMass and 
Millbury CTR.  Some of the buses don't make ANY audio 
announcements, inside or outside.  Those issues, I've personally written 
up many times.   

7 Aug 18 2020  Can we figure out a better way/method of identifying/getting the word out 
about those passengers that have been suspended/banned from service 
please? Not everyone sees the postings, and many times there quite a 
few and we can’t recognize them all - maybe a separate email for drivers 
or a link where they can go to look back on their phones periodically to 
refresh memory, or keep private lists in the bus overhead. Too many 
people are being allowed to ride and policy isn’t being enforced, so when 
someone does enforce it, it becomes EXTREMELY difficult. 

8 Aug 17 2020  It would be nice if we had pictures inside the bus from people that are 
banned.  

9 Aug 17 2020  It would be nice if we had pictures inside the bus from people that are 
banned.  

10 Aug 14 2020  We need more protection, if we are assaulted the ban needs to be 
greater than 30 days. A passenger threw a sandwich at me, hitting me in 
the face, mayonnaise all over my clothes and in my hair. The 
punishment of 30 days is not sufficient. We have a sign clearly stating 
we will prosecute which is not true. The passengers know it, so the 
abuse continues. Also, we need two inspectors in the car, if we have an 
issue on Main Street and the inspector is at Lincoln plaza, we are left 
unsupported. ITS A MUST TO CHECK THE RED PHONE, when I was 
assaulted the red phone was not working and not written up on the ore 
trip by the a.m. driver. 

 
# # #  
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