























Statement from the CEO
May 2021

Fiscal Year (FY) 2021 was one like no other — it profoundly
affected our jobs, economies and ‘normal’” way of life as we
knew it. As the COVID-19 pandemic raged uncontrollably
across the planet, each of us had to make major changes and
adjustments to our lives, as well as our approaches to business.

Much of FY 2021 was spent ensuring the health, well-being and
safety of our employees and customers. LBT initiated deep
cleaning, sanitizing and social distancing measures in order to
“stop the spread” of the virus. Additionally — for our Bus

Operator’s safeguard, along with our customers’ protection and
overall system safety — rear-door boarding was implemented and fares were not collected.
Extensive preventive measures were taken at all facilities and onboard buses.

To weather the financial storm of not receiving farebox revenue and the reduction of sales tax
subsidies, LBT’s survival was largely dependent on federal programs such as the CARES and
CRRSA acts. At the onset of the pandemic, LBT immediately shifted its focus to providing critical
services for essential workers; concentrating on major projects that were necessary to deliver
those services; reducing service hours to limit Operators’ exposure; and freezing hiring — all
to ensure the agency could maintain the delivery of critical transit services to customers. | am
proud to say there were no layoffs or furloughs during these dire times.

Consistent with LBT’s budget development practices, our team corroborated upon the events
that took place in the past year and in parallel with the agency’s organizational focus: vision,
mission, values and chiefly the strategic priorities, LBT is carving a path towards a renewed
sense of normalcy for the upcoming fiscal year. With the continued positive news of declining
COVID-19 cases, increasing vaccination rates across the county, as well as the opening of the
state and local economies — | am pleased to present the FY 2022 capital and operating
budget.

Our staff and | remain resilient, steadfast and optimistic, as we chart our course out of these
challenging times. | appreciate the months of collaborative efforts exhibited by the Board of
Directors, the Executive Leadership Team, staff and our union partners during these
extraordinary periods to ensure the agency’s workforce, plans and programs weather the storm
now and in years to come.
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Statement from the CEO
- May 2021 (cont’d)

As we emerge from the dim side of the pandemic, the agency has much to look forward to,

such as building greater employee involvement in new ventures; expanding LBT’s battery-
electric bus (BEB) fleet with 14 more BEBs; contracting for an additional 20 30-35’ BEBs; as
well as moving into the agency’s new corporate offices.

Special thanks and acknowledgement to Lisa Patton, Executive Director/VP, Finance and
Budget; Ashley Liang, Treasurer; Rhea Morallos, Comptroller; Jennifer Saatjian, Finance
Manager; Tracy Beidleman, Manager, Government Relations, Capital Planning and Grants;
Jeff Fortune, Capital and Grants Planner; Samantha lhlenfeldt, Budget Analyst; James Tai,
Administrative Assistant, Finance; as well as the entire Finance and Budget department for their
efforts coordinating the FY 2022 budget process.

Moreover, great appreciation to Ivette Dubois, Board Secretary; and Dave Hernandez,

Executive Assistant, for their solid efforts on the compilation and presentation of this Budget
Book.

As | pause and reflect, the COVID-19 pandemic allowed each of us, at LBT, an opportunity to
reevaluate our agency’s purpose and reaffirm our commitment to the agency’s mission —
“dedicated to connecting communities and moving people...making everyday life better.”

Kenneth A. McDonald
President and Chief Executive Officer
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- About LBT

Long Beach Transit (LBT or agency) provides public

transportation services in southeastern Los Angeles County
and northwestern Orange County. With a service area
covering over 100 square miles across 14 cities, LBT
annually runs more than 6.9 million service miles and
700,000 service hours on 36 fixed routes utilizing 250
buses. Prior to the COVID-19 pandemic, LBT carried
greater than 23 million annual boarding customers in FY
2019. LBT also operates water taxi (currently not running due to COVID-19) and demand-

responsive paratransit services.

LBT service attracts a variety of customers, including those who utilize public transit as their
primary means of travel. LBT's core customers rely on the system to transport them to work,
school, medical appointments and to other recreational destinations.

Each year, the agency conducts a Customer and Potential Customer Evaluation Survey (Survey)
within its service area. The Survey allows LBT to collect ridership data and assess current
customer and potential customer awareness of, and attitudes toward, LBT. The following charts
are representative of the information collected from the FY 2020 Survey. An FY 2021 survey
was not conducted due to COVID-19.

LBT CUSTOMER — TRIP PURPOSE
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- About LBT (cont’d)

LBT CUSTOMER — OCCUPATION
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- About LBT (cont’d)

LBT CUSTOMER — ALTERNATIVE TRANSPORTATION MODE
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March 1963

Articles of Incorporation for Long Beach Public Transportation
Company (LBT) are approved, and the Board of Directors conducts
its first meeting.

May 19631977
William (Bill) Farrell becomes the first General Manager of LBT.

1963

The first bus procured by LBT was the Dreamliner model bus.

May 1974

Grand opening of the new Long Beach Transit offices and
maintenance department at 1300 Gardenia Avenue.

1975

Dial-A-Lift begins services for customers with disabilities who are
unable to use the LBT fixed-route bus system.

1977-1980
Gerald (Jerry) Haugh serves as the second General Manager of LBT.

1980-2013

Lawrence (Larry) Jackson hired as the third General Manager of LBT.
He would lead the company for the next 33 years.

August 1982
Long Beach Transit Mall is dedicated.

Mid 1990s

The Runabout, a downtown shuttle service, was instituted and was
followed by the Pine Avenue Link.

September 1998

A second operating facility is opened in north Long Beach, giving LBT
an opportunity to expand its fleet.

1998

AquaBus service begins with two 40-foot boats skippered by Catalina
Express boat captains.

2001

The Pine Avenue Link is re-branded as The Passport and continues its
service of downtown waterfront Long Beach venues.
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- History (cont’d)

20042009

LBT adds 89 gasoline-electric hybrid buses to the fleet, introducing
production model gasoline-electric hybrid buses into revenue service.

2009

The U-Pass program begins at California State University, Long Beach,
and provides year-round bus service for students, faculty and staff.

2011

Aqualink service begins with a high-speed catamaran that adds
express service along the coastline and a stop at Belmont Pier.

Winter 2013
LBT added 64 new 40-foot Gillig compressed natural gas (CNG)
buses to the fleet.

Long Beach Transit

2013

LBT celebrates 50 years of moving the community forward.

August 2013
Kenneth McDonald becomes the fourth President and Chief Executive
Officer of LBT.

March 2017
LBT adds 10 Battery-Electric Buses (BEB) to its fleet.

September 2018

LBT unveils the Long Beach Convention Center Battery-Electric Bus
Charging Station, which provides en-route charging using Wireless
Advanced Vehicle Electrification.

February 2019

LBT expands transportation services within the City of Paramount,
including fixed-route service and Dial-A-Lift.

August 2019

The U-Pass program begins at Long Beach City College providing bus
service to eligible students.

May 2020

LBT introduces permanent service between Long Beach and University of California, Los
Angeles’s Westwood campus via the UCLA/Westwood Commuter Express shuttle.

August 2020

LBT acquires a new corporate administrative office building located in the City of Long Beach.
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- Products and Services

LBT operates a public transit system with over 800 employees delivering a wide range of services,

including:

Fixed-route bus service

o 250 buses
Demand-responsive paratransit service (Dial-A-Liff)

o 10 Americans with Disabilities Act of 1990 (ADA)-Accessible CNG vehicles
Water taxi service (AquaBus and Aqualink)

o 2 boats

o 2 catamarans
Special services (such as the Los Angeles Galaxy Express and the summer Museum Express)
Commuter service (UCLA Westwood Commuter Express)

SERVICE AREA STATISTICS

Over 100 square miles, covering the cities of Long Beach, Lakewood, Signal Hill, Artesia,
Bellflower, Carson, Cerritos, Compton, Downey, Hawaiian Gardens, Los Alamitos, Norwalk,
Paramount and Seal Beach

800,000 residents live within one-quarter mile of LBT bus stops

Over 23 million annual boarding customers

LBT routes connect to Los Angeles County Metropolitan Transporation Agency (LA Metro), Orange
County Transportation Authority (OCTA) and other regional operators

Customers can transfer to regional transit operators’ services with a special interagency transfer
that can be loaded on TAP, the regional Los Angeles County monthly EZ Pass, or the OCTA and
LBT Day Pass

Dial-A-Lift service is available to qualifed residents of Long Beach, Lakewood, Paramount and
Signal Hill

ACCESSIBILITY

All LBT fixed-route buses and water taxi vessels are 100% mobility-device accessible.

WATER TAXIS

LBT’s two 40-passenger AquaBus vessels travel within the Long
Beach Harbor between waterfront attractions like the Queen
Mary, the Aquarium of the Pacific, Pine Avenue Cirle and
Shoreline Village

LBT's Aqualink | and Il are 75-passenger, high-speed

catamarans that operate along the Long Beach coastline,

between the Long Beach Harbor and Alamitos Bay Landing
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- Community Partnerships

LBT’s commitment to connecting communities and moving people has been emphasized through its

strategic priority of promoting community and industry focus. Below are some highlights of LBT's

ongoing community partnerships:

REGIONAL TRANSIT ACCESS PASS (TAP)

TAP is the County’s regional transit program that gives customers a single, reusable, reloadable
card that works across L.A.’s 26 public transit agencies

TAP enables public transit customers to electronically purchase and load bus and rail passes on
to one convenient card or smart phone, to seamlessly travel along all TAP-enabled systems
within Los Angeles County

LBT transitioned to TAP in February 2015

SOUTHERN CALIFORNIA REGIONAL TRANSIT TRAINING CONSORTIUM (SCRTTC or Consortium)

SCRTTC is a non-profit organization comprised of Southern California community colleges,
transit agencies and universities working collectively to deliver training courses to transit workers
across the region

The Consortium offers training programs that help transit agencies (such as LBT) meet present
and future technical and mechanical workforce needs

SCRTTC provides benefits to the transit industry and educational institutions through the

development of a bottom-up, industry-driven and competency-based curriculum

PUBLIC-PRIVATE PARTNERSHIPS

LBT utilizes innovative community partnerships to help in the provision of cost-effective programs and

services to its customers.

CSULB pioneered LBT's U-Pass program in which CSULB students, faculty and staff can use any
LBT bus throughout the academic year.

Long Beach Unified School District (LBUSD) and LBT expanded the discounted 30-day student
pass pilot program to Wilson High School, Polytechnic High School and Jordan High School in
addition to Millikan High School, as well as a subsidized transit pass program for Long Beach
high school students identified as high-risk for student truancy.

Long Beach City College (LBCC), in conjunction with LBT, piloted a program providing public
transportation service to eligible students.

Anschutz Entertainment Group (AEG) partnered with LBT to provide LA Galaxy Express game-

day shuttle service between Dignity Health Sports Park and two major intermodal centers.
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- Environmental Sustainability

100% ZERO-EMISSION BUS FLEET BY 2030

LBT is firmly committed to ‘making everyday life better’ as evidenced by major initiatives taken to
become a more sustainable transit agency.

The Los Angeles-Long Beach metropolitan region continues to have severe air pollution problems.
In its 2019 State of the Air annual report, the American Lung Association ranked the region as the
first region in the country for ozone pollution, and fifth for particulate matter.

On June 25, 2020, the LBT Board of Directors adopted the agency’s Zero-Emission Bus (ZEB)
Rollout Plan and LBT submitted it to the California Air Resources Board.

In an effort to reduce its carbon footprint, LBT has committed to purchasing only zero-emission
buses (ZEBs) from 2020 onward. All bus procurements are planned in corresponding end-of-life
years for its historical fleets of diesel, gasoline hybrid and compressed natural gas (CNG) buses.

Currently, LBT’s fixed-route fleet is 90% alternatively fueled with 10 battery-electric buses (BEBs),
126 CNGs and 88 Hybrids. LBT anticipates its fleet to be 100% zero emission by 2030.

An additional 14 BEBs are expected to join LBT's fleet in 2021 to replace retiring buses. In March
2021, LBT’s Board of Directors also authorized LBT to enfer into a contract for the purchase of
20, 30-35 foot BEBs.

The ZEB fleet will be comprised of BEBs and potentially fuel-cell electric buses (FCEB) beginning
in 2025.

&= --+u § i
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- Organizational Focus

As the Executive Leadership Team continues to transform the agency, it is vital that every
employee understands and utilizes the structural guideposts set in place to fulfill the agency’s
mission. Working collectively, employees will continue to make LBT a world-class transportation
organization.

VISION

The Vision is an aspirational description of what LBT endeavors to
achieve in the long term.

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

MISSION

The Mission is a succinct declaration of LBT’s core purpose and what
the agency sets out to accomplish.

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

VALUES

The Values are LBT’s important and lasting beliefs and ideals.

o Consider “Customer First” in Decision Making

o Operate with Integrity

e Be Open to New Ideas and Continuous Improvement
o Be Proactive

o Cultivate Employee Potential
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- Organizational Focus (cont’d)

STRATEGIC PRIORITIES

The following are LBT's strategic priorities, which are five functional pillars used to plan, develop,
evaluate and measure the agency’s annual objectives:

Safety and Service Quality

e  Quality of Service
e Safety and Security

Financial Accountability

e Operating Revenue
e  Cost Optimization

Employee Engagement

e Employee Retention
e Employee Satisfaction

Customer Experience

e  Customer Information

e  Customer Satisfaction

Community and Industry Focus

e  Community/Stakeholder Involvement

e  Organizational Growth
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- Organizational Focus (cont’d)

LEADERSHIP COMPETENCIES

The Leadership Competencies listed below are skill sets required of the CEO to effectively lead

the agency.

CHIEF EXECUTIVE OFFICER

»  Visionary and Drives Innovation

*  Builds and Leads High-Performance Teams

*  Organizational Communication, Strategic Narrative
»  Organizational Stewardship

»  Decision-Making Quality and Analysis

»  Stakeholder Management, Politically Astute,
Ability to Negotiate through Competing Agendas

*  Flexibility and Agility

The Leadership Competencies below are skill sets needed to effectively lead a team within LBT.

The first five competencies are required of the Executive Leadership Team (ELT); however, the
ELT is expected to exhibit and focus on all 10 Leadership Competencies. The second set of
competencies is for LBT managers and frontline supervisors.

EXECUTIVE LEADERSHIP TEAM (ELT) ~ ELT AND MANAGEMENT TEAMS

(]

[ ]

[ ]

Organizational Stewardship *  Operational Excellence

Building and Leading a High-Performing Team «  Coach, Motivate and Develop Employees
Stakeholder Management +  Manage Employee Performance
Emotional Intelligence »  Communicate and Inform

Flexibility and Agility *  Problem Solving
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- Executive Leadership Team

Executive Leadership Team (ELT)

Kenneth A. McDonald Vacant
President and CEO Deputy CEO

Lee Burner Mike Gold Lisa Patton
Executive Director/VP, Executive Director/VP, Executive Director/VP,
Transit Service Delivery Customer Relations and Finance and Budget

and Planning Communications

Patrick Pham

Executive Director/VP, E J_Im S Cort P c _\/O‘[:)?’”" p
Information Technology AOCUIVG EAIECION Y, xecutive Director/VP,
Maintenance and Organizational Development
Infrastructure and Administration
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Organizational Chart
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- Position Summary

Based on the functional areas in which the budget is organized, below is a summary of the
budgeted positions over the last three fiscal years.

PROPOSED
FY 2020 FY 2021 FY 2022
Transit Service Delivery
Daily Transit Service Delivery 537 531 531
Transit Service Planning * 14 16 14
Dial-A-Lift Services 1 1 1
Aguo Services -- -- --
Security 1 1 1
Administration 3 4 4
552 553 553
Maintenance and Infrastructure
Vehicle Maintenance 109 113 113
Infrastruciure 22 22 22
Transit Customer Amenities 14 14 14
Warehouse 12 12 12
Administration 5 5 5
162 166 166
Customer Relations and Communications
Customer Relations and Communications 24 24 23
24 24 23
Risk Management
Risk Monagement 7 7 7
7 7 7
Information Technology
Information Technology 11 11 11
11 11 11
Administration
Office of the CEO 2 2 2
Office of the Deputy CEO 4 5 5
Finance and Budget * 19 20 20
Government Relations 5 5 &
Crgonizational Development and Administration 11 11 11
Progroms and Performance Management 1 1 1
Contracts and Procurement 5 & &
Training and Development 10 10 10
57 &0 &1
Internship Program * 25 25 26
Total Positions 838 846 847

* Includes part-time positions
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- Departmental Overviews

DEPARTMENTAL OVERVIEWS

OFFICE OF THE CEO

The Office of the CEO is responsible for all facets of LBT. The CEO leads the planning, developing
and establishing of LBT’s policies, goals and objectives. The CEO works collaboratively with the
Board of Directors to define and implement policy decisions and provides for the financial

management of all LBT activities. The CEO coordinates with external stakeholders on all matters
related to LBT.

OFFICE OF THE DEPUTY CEO

The Office of the Deputy CEO is responsible for organizing, directing and administering all
operating functions of LBT. Specifically, the Office has direct responsibility for transit service and
delivery, project development, customer relations and communications, transit customer amenities,

regulatory compliance and civil rights, government relations, as well as Board of Director relations.

TRANSIT SERVICE DELIVERY AND PLANNING

The Transit Service Delivery and Planning department is responsible for planning, measuring and
managing the delivery of transportation services, as well as managing transit system security. The
department ensures the day-to-day operations of LBT’s services, which encompass bus service
delivery, route planning, paratransit and water taxi service delivery, as well as transit security and

enforcement.

MAINTENANCE AND INFRASTRUCTURE

The Maintenance and Infrastructure department is responsible for the agency’s assets within four
functional areas: fleet maintenance, infrastructure, quality assurance and vehicle acquisition. The
department ensures all revenue and non-revenue vehicles comply with state and federal regulatory
requirements and safety requirements. The department also ensures the upkeep of all LBT facilities,
the maintenance of all vehicles to a like-new condition with environmental sustainability at top of
mind, reporting and tracking of vehicle mileage and utility usage, and quality validation of parts
and controls.
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- Departmental Overviews (cont’d)

CUSTOMER RELATIONS AND COMMUNICATIONS

The Customer Relations and Communications department is responsible for fostering relationships
between LBT and its customers, both internal and external. This involves customer service,
communications, sales support, public information and media relations. The department is also
responsible for customer engagement including surveys and intercepts, as well as developing LBT's
marketing strategy, through community outreach events and social media.

ORGANIZATIONAL DEVELOPMENT AND ADMINISTRATION

The Organizational Development and Administration department is responsible for leading the
agency’s recruitment, hiring, training, development and advancement of an empowered, value-
driven workplace. This includes the following functional areas: recruitment, employee benefits,
labor relations, risk management, safety, environmental compliance and training.

INFORMATION TECHNOLOGY

The Information Technology department is responsible for the information system architecture, data
storage, cybersecurity, hardware and software, and networking of agency computers. The
department maintains the integrity of corporate data through information security and access
management and ensures information systems’ compliance with regulatory requirements.

FINANCE AND BUDGET

The Finance and Budget department is responsible for administering LBT’s budget, developing
financial plans and strategies, managing grants and the capital program, monitoring pension and
refirement investments, farebox revenue, employee payroll, agency procurements and
warehousing. The department oversees and reports LBT’s financial resources and is committed to
providing the highest level of financial services.
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Organizational
- Key Performance Indicators

KEY PERFORMANCE INDICATORS

LBT’s Key Performance Indicators (KPls) bring together cross-departmental analysts, known as Data
Managers, to track, measure and analyze the agency’s performance. The KPls support the strategic
priorities and each has a specific goal set annually, with progress measured against that goal.
Quarterly, the team communicates and presents the results to evaluate trends and identify potential
improvement actions. Following are examples of the agency’s KPls. The performance in many
areas has been impacted by the COVID-19 pandemic.

STRATEGIC PRIORITY: IMPROVE SAFETY AND SERVICE QUALITY

The number of boarding customers on fixed-route service
FY 2021
Performance Measure Department FY 2019 FY 2020 Q3 YTD
Increase passenger . :
ncrease passeng Service Planning 23,210,032 18,358,682 9,973,463
ridership year over year
2,500,000
2,000,000
1,500,000
Al
1,000,000
500,000 I I I
O A
August  September = October | November December = January | February = March Apri May June "?C‘:;"
mmm [Y 2021 870,011 873,486 876,348 1,142,606 1,240,584 1,214,941 1,172,448 1,206,320 1,376,719 9,973,463
FY 2020 1,600,825 1,585,647 2,029,053 2,219,432 1,837,686 1,857,958 1,933,792 2,158,452 1,475,217 295,493 577,376 787,750  18,358,68
—e—FY 2019 1,650,621 1,597,695 1,970,092 2,216,251 1,864,774 1,908,548 1,796,626 1,957,593 2,124,475 2,081,416 2,145070 1,896,871 23,210,03
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- Organizational Key Performance
Indicators (cont’d)

STRATEGIC PRIORITY: IMPROVE SAFETY AND SERVICE QUALITY

The percent of buses arriving one minute before or departing five minutes after the scheduled
time.
FY 2021
Performance Measure Goal Department FY 2019 FY 2020
Q3 YTD
Transit Service
Maintain On-Time .
o >85% Delivery and 84.7% 84.6% 88.8%
Performance above 85% s
Planning
——FY 2015 FY 2020 —#—FY 2021 w0 Time Performance Goal
100%
5%
o0% t”/’\?— ’——-\_\_’______.
/ /\ &
85% N""’”‘ \V,,F_g
v
Goal: > 85%
20%
75%
7%
July Avugust  |September| Ociober |Movember|December| January | February | March April May June
85.6%| B85.5%| 85.1%| 90.6%| 91.4%| 90.3%| 90.2%| 89.1%| 88.9%
85.8%| 83.9%| 82.1%| 82.3%| 83.8%| 84.4%| 85.4%| 84.0% 86.7%| 88.3%| 87.4% 85.7%
85.0%| 84.8%| 83.4%| 83.8%| 84.9%| 84.4%| B86.5%| 84.1%| 83.3%| 84.4%| 85.3%| 85.9%
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- Organizational Key Performance
Indicators (cont’d)

STRATEGIC PRIORITY: IMPROVE SAFETY AND SERVICE QUALITY

PREVENTABLE ACCIDENTS PER 100K PLATFORM MILES
The number of preventable accidents occurring for every 100,000 miles driven
FY 2021
Performance Measure Goal Department ~ FY 2019  FY 2020 Q3 YTD
Decrease preventable Risk
accidents per 100,000 <1.20 Management 1.27 1.11 0.95
platform miles to 1.20 or less (Safety)
250
1.50 Lh\/
050 I I
oo luly August September| October Movember December | January | February = March April May lure Total
mmFY202] | 143 | 086 | 089 | 146 | 087 042 | 089 | 120 095
Y2020 032 076 182 | 113 | 076 09 | 103 | 15 140 104 128 | 059 | LIl
—=FY2019| 163 | 217 | 094 | 100 | 077 | 076 | 074 | 208 | 220 | 074 | 145 | 080 | 127
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- Organizational Key Performance
Indicators (cont’d)

STRATEGIC PRIORITY: IMPROVE SAFETY AND SERVICE QUALITY

MEAN DISTANCE BETWEEN FAILURES (MDBF)
The average distance a bus travels before a system failure occurs causing the bus to be removed
from service
Performance FY 2021
Measure Goal Department FY 2019 FY 2020 Q3 YTD
Improve fleet Vehic|
MDBF to 6,000  >6,000 eniee 4,070 4,577 3,669
. Maintenance
miles or greater
6,000 Goal
6,000
5,000
4,000 -
% 3,000
2,000
1,000
"Tar [ a2 | a3 | a4 | ol a2z | @z | a4 | al Q2 | Q3 | 4
MDBF| 3,356 | 4,221 | 4,135 | 4,795 | 4,061 | 4,957 | 5,522 | 3,682 | 3,596 | 3,541 | 3,862
FY 2019 FY 2020 FY 2021
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- Organizational Key Performance
Indicators (cont’d)

STRATEGIC PRIORITY: EXERCISE FINANCIAL ACCOUNTABILITY

CLAIMS PER 10,000 OPERATOR PAID SEAT HOURS
The number of workers’ compensation claims filed by operators for every 10,000 hours driven
FY 2021
Performance Measure Godl Department ~ FY 2019  FY 2020
Q3 YTD
Decrease the number of
claims per 10,000 paid Risk
<1. . . .
operator seat hours to 1.01 1.01 Management 0.99 0.99 0.91
or less
225 1.60
14
200 b 131 e
I l 1.24
. I 1.20
g 175 1.05 o 1.09 - %
£ ‘ 10
< 0.92 b
% 150 078 0.80 §
= 0.64 :
o \./ 060 E
g 135 0.36 8
5 0.43 .
100
I 0.20
75 0.00
a1l a2 as a4 al a2 as a4 a1 a2 as a4
Fiscal Year 2018 Fiscal Year 2019 Fiscal Year 2020
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- Organizational Key Performance
Indicators (cont’d)

STRATEGIC PRIORITY: EXERCISE FINANCIAL ACCOUNTABILITY

FARE RECOVERY RATIO

The ratio of fare revenues LBT generates through its services versus the total amount spent by LBT

FY 2021
Q3 YTD

>5.69% Finance 15.33% 10.73% 0.19%

Performance Measure Goal Department  FY 2019  FY 2020

Increase fare recovery ratio
to 5.69% or greater

20.00% — e — s — s — e — Required
20.00%
18.00%
fo.ouz ‘.\.7
|
14.00%
12.00%
10.00%
8.00%
6.00% Godl
5.69%
4.00%
2.00%
FY21, Ql FY21, Q2 FY21, Q3
0.23% 0.17% 0.18%
OAOOD_:G | I I
Ql Q2 Q3 Q4
m FY 2021 FY 2020 —@—FY2019 == « FY 2020 Required FY2021 Godl
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- Organizational Key Performance
Indicators (cont’d)

STRATEGIC PRIORITY: ENHANCE CUSTOMER EXPERIENCE

CUSTOMER COMPLAINTS PER 100,000 CUSTOMERS
The number of complaints filed by customers for every 100,000 customer boardings
FY 2021
Performance Measure Goal Department FY 2019 FY 2020 Q3 YTD
Decrease total complaints Customer
per 100,000 customers to <6.55 Relations and 8.64 8.44 9.46
6.55 or less Communications
18.00
T — |
0 14.00
g 12.00
Ejl
X 10.00
e
Scoo B B ma B
E , . - || Goal
< 6.00 B B B B 6.55
O 4.00
2.00
0.00 | ] || || ||
Q1 Q2 3 4 Q1 Q2 Q3 24 o) Q2 Q3 G4
]%%”L;%i';;fﬂ'f’;rs 10.58 | 8.77 | 8.13 | 7.37 | 8.46 | 7.61 | 7.02 | 16.44 | 12.10| 9.09 | 7.96
FY 2019 FY 202 FY 202
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- COVID-19 Health Pandemic

In February 2020, the United States became highly aware of the impending threat of the
Coronavirus Disease 2019 (COVID-19), which is a respiratory disease caused by the SARS-
CoV-2 virus. Coronaviruses are a large family of viruses that are common in people and many
different species of animals.

On March 15, 2020, California Governor Gavin Newsom called for stringent action over the
COVID-19 pandemic. Long Beach Mayor Robert Garcia followed suit and directed bars,
taverns and similar establishments to close, as well as for restaurants to limit their capacity to
50 percent. These actions were targeted at minimizing exposure to the coronavirus.

COVID-19 surged through Fiscal Year 2021 and LBT had to quickly adapt. Following are
measures LBT implemented to minimize the spread of the coronavirus to employees and
customers.

e Modified Service Delivery
In March 2020, following Governor Newsom'’s “safer-at-home” orders, LBT modified
its bus services to run between 6 a.m. and 9 p.m. daily and water taxi services were
suspended. Since then, LBT has implemented three modified service delivery schedules.

At the time of this writing, LBT’s current schedule operates 5 a.m. o 11 p.m., seven
days a week, running 31 routes with 120 peak number of buses. As a point of reference,
LBT normally runs 36 routes with 190 peak number of buses, 4 a.m. — 1:30 a.m.
Monday through Friday and 4:45 a.m. — 1:30 a.m. Saturday and Sunday.

e Health and Safety Executive Task Force
LBT formed a cross-departmental Health and Safety Executive Taskforce to activate the
agency'’s response to the COVID-19 threat. The task force provided information to LBT
employees and customers encouraging all to follow the Centers for Disease Control
and Prevention (CDC) guidelines for personal hygiene and to stop the spread.

e Enhanced Cleaning Measures
LBT implemented an enhanced cleaning process at its facilities, bus shelters, and
onboard buses, as well as distributed and continue to distribute personal protective
equipment to all employees. Hand sanitizing stations are also located throughout LBT’s
facilities.
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- COVID-19 Health Pandemic (cont’d)

Skip a Seat, Skip A Row and Stop the Spread Campaign and Rear Door Boarding

LBT introduced its “Skip A Seat, Skip a Row and Stop the Spread” informational safety
campaign, which encouraged customers to socially distance by skipping a seat or
skipping a row onboard buses. LBT also installed plastic chain barriers at the front of
each bus and implemented rear-door boarding, which is still in effect, to minimize public
contact between Operators and customers.

Customer and Employee Communication
LBT used communication tactics, listed below, internally and externally to encourage
employees and customers to protect themselves, promote social distancing and follow
protocols to minimize possible exposure to COVID-19.

o Advertisements (e.g., online digital, print, external bus, bus stop shelter, outdoor

billboards)

Social Media
Community Newsletter
Website

Operator Barriers

At the February 2021 Board of Directors meeting, LBT was authorized to execute an
emergency procurement for plexiglass Operator barriers, to separate customers and
Operators alike for their mutual protection. The barriers will be installed on LBT's entire
fleet of 250 buses by the end of summer.

On-Site Rapid COVID-19 Testing and COVID-19 Vaccinations

As part of the agency’s COVID Prevention Plan, LBT made rapid COVID-19 testing
available to all employees every Tuesday and Thursday between January 5 through
March 11, 2021. In March 2021, LBT employees became eligible to receive their
COVID-19 vaccinations. As of May 6, 2021, approximately half of LBT employees have
been fully vaccinated.

The health and safety of LBT’s employees and customers continues to be LBT’s top priority.
Although the COVID-19 pandemic evolved and progressed through 2020 and 2021, Fiscal
Year 2021 is closing with the State of California slowly reopening and an opportunity for LBT,

and the communities it serves, to return to a ‘new normal.’
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https://rules.house.gov/sites/democrats.rules.house.gov/files/BILLS-116HR8319IH.pdf
































































































































































































































































