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WS 1c 
 

COMMUNICATIONS AND PLANNING REPORT 
April 25, 2013 

 

 

Marketing and Communications Initiatives 
August Service Changes Planning 
Community Open House Events  
Late Night Train Communication 
University Pass Promotion 
American Airlines Cntr. Events Communication 
Apartment Community Outreach  
International Student Outreach 
Arts & Jazz Festival Outreach 
Summer Orientation Outreach Planning 
Summer Youth Pass Promotional Development 
A-train Magazine Content Development 

I-35E Construction Campaign & Communications 
Communication Architecture Development 
DentonRadio.com Partnership 
Social Media Presence Enhancement 
Where’s My Ride? (GO Time) Comm. Planning 
Website Enhancement 
Rail Safety Outreach 
Bus Driver Recruitment 
Back to School Resource Fairs 
 

 
Regional Initiatives 
635 Construction Communications 
NCTCOG Air Quality Public Relations Task Force 
Regional Saturday Fare Promotion Coordination 
Regional Events Promotion Coordination  

APTA’s Dump the Pump Regional Coordination 
Transit Advertising 
Mobile Ticketing (GO Pass) Comm. Planning 

 
Recent Events 

4/11 Community Open House: August 2013 Service Changes, Highland Village 
4/11 Twitter Townhall Meeting: August 2013 Service Changes 
4/11 Hedrick Middle School Field Trip 50 attendees 

4/18 Citizen's Advisory Team, Denton 
4/19-4/20 Fort Worth Main Street Arts Festival (Regional promotion) 

4/19 UNT International Student Transportation Meet & Greet 
4/20 Community Open House: August 2013 Service Changes, Lewisville 
4/20 Community Open House: August 2013 Service Changes, Denton 
4/22 Earth Day Promotion 

 
Upcoming Events  
4/26 - 4/28 Denton Art's & Jazz Festival 

4/30 Texas Education Centers Transition Fair 
5/3 UNT Orientation 
5/9 GDAC "It's In the Bag" 

5/11 National Train Day 
5/16 Rail Ready: Denton Olive Stephens Elem. 
5/29 Lewisville Senior Center Field Trip 
5/31 UNT Orientation 

6/17-6/18 UNT Orientation 
6/19 APTA's National Dump the Pump 

6/23-6/24 UNT Orientation 
6/26-6/27 UNT Orientation 

7/3 UNT Orientation 
7/9-7/10 UNT Orientation 

7/12 UNT Orientation 
7/14-7/15 UNT Orientation 
7/17-7/19 UNT Orientation 

7/26 UNT Orientation 
7/29-7/30 UNT Orientation 

8/2 UNT Orientation 
8/8 Back 2 School Fair: Chin Community 

8/10 Back 2 School Fair: Southeast Denton 
8/15 Back 2 School Fair: Lake Dallas ISD 
8/17 Back 2 School Fair: Lewisville ISD 

8/21-8/22 UNT Orientation 
8/3 UNT Orientation 

8/27 UNT Orientation 
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General DCTA Related Media 
Articles Mentioning DCTA  33 
Web Reach Per Million  211 
YTD Web Reach Per Million  1,618 

Month Total Ad Value      $ 6,068 
YTD Total Ad Value    $ 81,320 

 
Topic Highlights: 

A-Train Could Lose Late-Night Weekend Service 
DCTA mulls bylaws 
DCTA plans work on portion of train tracks 
DCTA sees increase in ridership 
DCTA to host community open house events 
'Real Time' passenger information coming to DCTA 
 
Incident Related Media 
 

Title Source 

Driver Collides with DCTA ATrain  KXAS-TV [NBC 5] 

Driver Collides with DCTA A-Train  KXAS-TV [NBC 5] 
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Customer Service Performance 
 

Call Center Monthly Statistics 
 
In March, DCTA’s call center 
received 4,401 calls compared to the 
2,001 calls that were recorded in the 
month of February. The missing days 
in the report for February attribute to 
the 55% increase. 4,110 of the calls 
recorded in March were answered 
and 291 were abandoned.  
 
The target for answered calls is 90%. 
With a 93% rate of calls answered 
this target was met this month.  
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
DCTA’s target talk time is three 
minutes. The longest queue time that 
we would like to see is three minutes. 
The ideal average queue time is 90 
seconds.  
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GoRequest Monthly Statistics 
 
DCTA had a total of 46 requests 
during the month of March. This is 
an 18% increase from the month of 
February.  
 

Accident / Safety / Security 4 

Additional Service 3 

Customer Service Information 4 

Driver Conduct 9 

Driving Skills 1 

Lost and Found 1 

On Time Performance 10 

Other 8 

Passenger Information 2 

Rail Safety 1 

Stations / Shelters / Bus Stops 3 
 
 
 
 
 
 
 
 
 
 
 
When a passenger enters a request 
they are asked to categorize it into a 
particular type. There are five 
request types to choose from 
complaint, compliment, problem, 
question and suggestion. Of the 46 
requests received in March, the 
breakout looks like this: 
 

Complaint 22 

Compliment 4 

Problem 2 

Question 14 

Suggestion 4 
 
 

0.92  Complaints/10,000 Passengers 

1.76  Total Requests / 10,000 Passengers 

 
 
 
 
 
 
 
 
 
 

 
 

9%
6%

9%

20%

2% 2%

22%

17%

4%
2%

7%

Topic Counts of Opened Requests 
3/1/13 ‐ 3/31/13

Accident / Safety / Security

Additional Service

Customer Service Information

Driver Conduct

Driving Skills

Lost and Found

On Time Performance

Other

Passenger Information

Rail Safety

Stations / Shelters / Bus Stops

Phone
33%

Android
4%

In Person
30%

Web
33%

How Requests Are Reported 
3/1/13 ‐ 3/31/13

32



Work Session 1c 
 

COMMUNICATIONS AND PLANNING REPORT 
April 25, 2013 

 
 

 

 
DCTA has set a goal to have all 
requests closed within seven days. 
Ten days is the maximum number 
of days that a request is allowed to 
remain unresolved.  
 
In this reporting period it took, on 
average, 2.61 days to close out a 
request.  
 
 

 
 

 
 
 
 
Dee Leggett 
VP of Communications & Planning 
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BUS OPERATIONS REPORT 
Thursday, April 25, 2013 

 

  OPERATIONS 

 Ridership: Bus services carried 217,076 passengers for the month of March.-  
 

 On Time Performance: Bus services achieved OTP of 99.9% for the month of March.  OTP is determined by street supervisor -
observations.  The Where’s My Ride Project will provide much more accurate OTP calculations.  Agencies deploying this type of 
technology generally see a significant decrease in OTP. 

 
 Wellness Program Kickoff: The TMDC Wellness Committee met for the first time on the evening of April 18th.  The committee is -

charged with the development of a wellness program to encourage healthy lifestyles amongst TMDC staff.  The long term goal of 
the committee will be to help the agency manage the annual cost increases associated with health benefits. 
 

 

  SAFETY/SECURITY   

 Bus operations experienced 2.79 accidents per 100,000 miles in March.-  

  FLEET 

- Bus maintenance experienced 17,929 miles between road calls in March.   ROAD CALLS:  

 

  PLANNING 

 The next service change will occur on August 26, 2013.-  

 Open houses were held in Lewisville, Highland Village and Denton and a second Townhall Twitter meeting was held. All to -
encourage participation by riders, the general public and interested parties. 
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