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1.1 SOI performance measures

Strategic

Objective

Making Auckland’s

transport system
safe by eliminating
harm to people

Improving the
resilience and

sustainability of

the transport

Providing and
accelerating better Network.

travel choices for

SOl 2021/22 Current
Measure Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun Reference Page
Target g=ep P y Performance 9
Number of high risk intersections and sections of road 7 Not yet reported this p 7
addressed by Auckland Transport's safety programme financial year age
The change from the previous financial year in the . .
number of deaths and serious injuries on the local road 524 . . . 12 Monthsgoélmg total: Page 7
network, expressed as a number.
Reduction in the number of deaths and serious injuries on 573 . O . 12 Month rolling total: Pade 7
Tamaki Makaurau's road network 612 g
Number of vulnerable road user deaths and serious
injuries on Tamaki Makaurau’s road network, in line with 256 O . . 12 Month rolling total: Pade 7
Vision Zero Strategy, expressed as a number of DSI 281 g
saved compared to the baseline (2016-18) of 320.
Number of buses in the Auckland bus fleet classified as Not yet reported this
o 28 ) ; Page 8
low emission financial year
Percentage of Auckland Transport streetlights that are o Not yet reported this
energy efficient LED 80% financial year Page 8
system Percentage reduction of greenhouse gas emissions from 6% Not yet reported this Page 8
AT's corporate activities and assets (baseline 2018/19) financial year g
Total public transport boardings (millions) 82.00 O O O 12 Montgort;lléng total Page 9
Total rail boardings (millions) 18.65 O ' ' 12 Month rolling total: Page 10
10.58
Boardings on rapid or frequent network Increase at Decreasing at a faster
98 ¢ P N faster rate than ‘ . . rate than total Page 9
(rail, busway, FTN bus) . .
total boardings boardings
PT punctuality (weighted average across all modes) 96% O ‘ ‘ 12 Monggrg!)l/i)ng total Page 12
Kilometres of safe cycling facilities added or upgraded
that is located on the Cycle & Micromobility Strategic 12.8km O O O YTD total: 0.0 km Page 14
Number of cycle movements past 26 selected count sites O . . 12 Month rolling total:
Aucklanders (millions) 3.67 339 Page 14
Active and sustalnablt_e transport modg §hare at schools 147% Not yet reported this Page 14
where the Travelwise programme is implemented financial year
Sustainable mode share (including active modes,
public transport and working from home) for o Not yet reported this
morning peak commuters where a Travelwise 4r% financial year Page 14
Choices programme is implemented
Percentage of key signalised intersections in urban Not vet reported this
centres where pedestrian delays are reduced during the 60% Y P Page 14
A . financial year
interpeak period.
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1.1 SOI performance measures

Key Priority

Better connecting
people, places,

goods and
services

Our operating

model is adaptive,
financially
sustainable and
delivers value

Providing excellent

customer
experiences

Collaborating with
funders, partners,

SOl 2021/22 Current
Measure Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun Reference Page
Target g>ep P y Performance 9
Average AM peak arterial productivity 30,000 ’ ’ ’ 12 Month rolling total: Page 15
32,094
Proportion of the freight network operating at Level of ) O ‘ ‘ 12 Month rolling total:
Service C or better during the inter-peak 90% 96% Page 19
September 2021:
04 - 0,
PT farebox recovery 30% - 34% O O O 26.78% Page 23
Percentage of road assets in acceptable condition (as o Not yet reported this
defined by AT's AMP) 92% financial year Page 24
Not yet reported this
. 0,
Road maintenance standards (ride quality) as measured Rural: 88% financial year Page 24
by smooth travel exposure (STE) for all urban and rural Not yet reported this
. 0,
roads Urban: 78% financial year Page 24
Percentage of footpaths in acceptable condition (as o Not yet reported this
defined by AT's AMP) 95% financial year Page 24
Percentage of the sealed local road network that is o . . . YTD: 14.9km (0.2% of
resurfaced 6.0% the local road network) Page 23
Percentage of public transport passengers satisfied with o 270 Not yet reported this
their public transport service 85% - 87% financial year Page 25
Percentage of customer service requests relating to roads . .
and footpaths which receive a response within specified 85% ’ ’ ’ 12 M"mggj/"'”g total: Page 27
time frames 0
Percentage of total AT case volume resulting in a formal Less than O September 2021: Page 27
complaint (baseline of 0.77% for 2020 calendar year). 0.75% 0.51% g
Percentage of formal complaints that are resolved .
within 20 working days (baseline of 79% for 80% . Septenglg;r 2021: Page 27
2020/21) 0
o This FY, AT is finding a
i’:"n&;rnésé”;ggtlgé baseline. Next FY, we
Elected member perception measures member overall will be able to comment Page 28

stakeholders and
communities

satisfaction

on this measure's
progress

@ On target to exceed performance measure (more than 2.5% above target)

On target to meet performance measure (within +/- 2.5% of target)

Not on target to meet performance measure (more than 2.5% below target)

. Data not available
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1.2 Patronage summary

September - 2021/22

Page 5

Actual v 501
Month Y¥TD SOl 4 Projected
- 501! = * Change |SOI! * a2z | Forecast
Hees] < (Eliemps Varianc Rl Prev Year Variance 202022
1. Bus Total: 520,469 ¥ -850 @ -ge1x | 2100260 -236x @ e 50,500, 7§93
2. Train [Rapid) Total: 91546 [ 87 1 @931 | znogzo|d -2osx | 1L2:22o000(d BO4x 12.652_000| 12,500,000
3. Fenry [Connector Local) Total: 21,151 (8 92 6% 94 5 610,094 [& 22 03 i 57.5%x 4,600,000
Total Patronage £33.166 ¥ -85.9x 5,457,300 [ g8 43 | 10,940,050 |8 -22 93 | 5457.300({ 1005 £2.000,000| 67,600,789
Rapid and Frequent 261,812 [ 8565 [# -go.1x | 51635238 -265x |z400000[@ 1151 30,000,000
September - 2021022
Month Patronage 12 Month Patronage ¥ TD (From July)
MNormalise > l Ng':;“;"
) Previous > d Change | Change | > Change Change | Chang b
s
U tiiEzn Year ez Change | Change FEIDTEC)E Prev Prev¥ear| Prev¥ear FErTTE)E Prev Year | e Prev Ell;ang
Prev Year Month Year | F _'E“
Fin
1. Bus Total: 520469 3482643 -2962.174| -85.1x -85 1% 45929919 -61x | -3.875.533 7.8 $.159.778| -2.553.655| -23 8% | -23.8x%
- Busw av [Rapidl Bus 25,535 304,615 zranzn|  -aigm 4zo46eE| G4 20,950 B4 47,055 Jea4az| -0
-Frequent Bus 144,732 S06 15 GEz0zd|  -srm 1549567 B4 146 463 N 2,146 635 -455,354] 178
- Connector Local Targeted Bus 360,202 2,371,212 2oz a5z 29485666 B4 -2 445,090 TN 5 115,055 Aazagna| 274
2. Train [Rapid] Total: 91,546 707,364 -615.818| -87 1% BT 1% 10,433,145 563 | -3.726.529| -26.3x 2085977 -564.877| -213x¢ | -21.3%
- ‘Western 254458 253455 ZEE0| a0 3530863 BT 461057 8. 70,636 | -ezam
-Eastem 24,248 130,107 05658 a4 e 10,123 208 593,757 Ea 444 04
- Onehunga 4044 31600 27 EEE|  avem Ba0za0| 4.9 257 26 R 03,712 amaae| evem
- Southern 32162 245,270 30E]  -eEan 3090568 -65% 1,056,204 -2 5 629,761 reaaae| -eeEm
- Pukekohe 2545 16,929 AazeE|  -md 4 124554 -7 41573 -43 5 4310 a5 anTH
?;::;f'” [Frequent & Connector Lacal) 509 77474 -TEO965| -99.3% | -99.3x 391,790 -7.2% 32,876 3.2 162,215|  -48.955| -23.2% | -23.2%
- Caontract 503 TTATY TEAES|  -mmam agl7an|  Tewm 32,376 e 152,215 -43955 23w
Patronage [Excl Exempt SerlSpl Evts) 612,524 | 4267 481 -3.654.957]| 856 -85 73 | 57354854 -60x | -7.634.938 1.7 10,407,970 -3167 4a87] -23.3% | -23.3%
Exempt Services 20542 217,515 97,073 905w 3213486 B -FOE717 g0 451,474 57T 94
- Exempt Services - Bus 0 8,314 e R E4406) 48 204,345 -ER.0 33,600 6357 26am
- Exempt Services - Ferry 20542 209,501 88,868 a0t a04a07a]  Gam 401772 A6 447,579 e 7Ea] -21Em
Special Events 0 0 0 R 51066 758 50,601 34,132
- Special Events - Bus i 0 0 6547 0o 5014540 832 15,745 15,777
- Special Events - Rail 0 0 0 143,354 o -7 AZE B 33,853 12,355
Total Patronage [Exempt ServiSpl Evts) 20,642 217,815 197172 -90.5x 2,399386] -55x | 1287 783] -27sx 532,080 -81.639] -13.3
Fapid & Frequert 261,513 151798 1556985 -E5E rieeaad| B4 5245125 A6 B 5163623 Afrnare] mEe
Connector Local Targeted 371,353 zREE458] 2295045 e 337eT 06 B4 -3 G766 A8 ETTEEST|  -07ET4E| -2EEM
Total Patronage 633166 4485296 -3852130] 859 60754240 -6.0% | -8922.721| 128 10,940,050 | -3 249126] -22 93
Bus 520 469| 3490957 -2970.438| -85.1x -85 1% 46130872 -0 -4 685 118 -8 8,210,126 | -2 530,891 -23 6% | -235%
Rail 91,546 707,364 15818 -87 1% 87 1% 10,582,493 -55x | -3.802.955| -26.4% 2119830 546522 -205% | -205%
Ferry 21,151 286,975 -265.824 | -92.6% -92 63 4040869 -6.23 -434 648 -8 73 610,094 TR 220 | -220%
Total Patronage 633166 4485296 -3.852130] -859x 859 | G0.754.240| -60x | -£922721| -12.8% 10,940,050 -3.249126] -22 9% | -22 9%




Page 6

1.2 AT Metro Boardings breakdown

m Bus - connector, local, targeted mBus - FTN mBus - RTN = Bus Total
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2.1 Making Auckland’s transport system safe by eliminating harm to people

This is a non-reporting

Not on track to meet target.

mmmmm Serjous Injuries
= Deaths
= = = Trajectory to target

TZ-0ed
TZ-leN
TZ-1dy

TZ-ReN

Te-ung

S >0 Z 0
Ecmgom
LEeT T <9
N RN
p—lI\)I\JHI\)I\J
[ [

by 90.0% (from 29 last year to
55 this year). All Auckland
road serious injuries
increased by 8.0% in the past
year (from 515 to 557).

mmmmm Serious Injuries

mmmmm Deaths

TZ-1dy
TZ-ReN
TZ-unp
TZ-Ine
TZ-Bny
TZ-des
12190
TZ-NON
1Z-98a

= = = Trajectory to target

Vulnerable road users serious
injuries decreased by 0.8% in the
past year (from 240 to 256).

18
g period. 800
8 16 700 For the 12 months to the end of June
o 14 . 2021, local roads deaths and serious
= The 2021/22 target is to 600 injuries increased by 14.3%, to 536. This is|
g 12 address seven high risk =00 — == |9.6%above than trajectory to meet the
g 10 intersections or sections of - - end of year target. In addition, local road
5 road as part of the safety 400 deaths have increased by 76.9% (from 26
3 8 last year to 46 this year). AT's safety team
o programme. 300 has attributed this to increased high-risk
c 6 200 behaviours associated with improving
S 4 Progress on this measure economy, reduced Police enforcement
iy will be reported in the 100 and active but fragile elderly pedestrians.
g 2 December 2021 Monthly 0 Local road serious injuries increased by
= . NN NN NN NN NN CTIERZes>nOz0 | 10.6% in the past year (from 443 to 490).
=z 0 T T T T T ©O O OO0 OO0 OO0 OO0 98 cc
o ¢ o v o & o ¢ o o Transport Indicators EEEEEBBEEREESR 33&2’3& z;é% 228 |Note: the trajectory for this year is going
3 ] 3 S 3 S 3 ] 3 > Report. RERREPNEFRNNERR 15 as 2020 had unusually low incidents
2 D N N N N N P DY N mmm— Serious Injuries due to COVID restrictions. The EOY target
= Deaths is still in line with a 60% reduction in DSI
m SOl target ®mNumber of intersections or sections of road complete === Trajectory to target by 2027.
Not on track to meet the Not on track to meet the target.
800 target. 400
700 350 For the 12 months to the end of
For the 12 months to the end .
600 e ceccacm- of June 2021, the deaths and 300 ?u.ne.2021, deaths and serious
o - o - injuries of vulnerable road users
500 serious injuries on all 250 - - . .
Auckland roads (including increased by 9.3%, to 281. This is
400 local roads and highways) 200 6.4% above the trajectory of this
300 increased by 13.0%, to 612. 150 year's target.
This is 4.0% above the
200 K 100
trajectory to meet the end of Deaths of vulnerable road users
100 year target. In addition, all 50 have increased by 47.1% (from
0 road deaths have increased 0 17 last year to 25 this year).
NN NN NN G N N N N N IR
2 2 2 8 2 2 8 8§ S 2 2 8 R 35g8
5 0 o N ® © O S e S I
[y [l S

('@‘ = SOl Measure
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2.2 Improving the Resilience and Sustainability of the Transport System

Number of buses

mmmm Number of electric/low emission buses

8T-InC

6T-InC
oc-Int
0¢-98a
Ternt
T¢-%8d
ceint
[44ele]
gent
€¢-%9d
ve-int

e SO| Target

This is a non-reporting
period. However, we have
already met the end of
year target.

There were 33 low
emission buses in the
Auckland bus fleet in July
2021. The target for July
2022 is 28.

Out of the 33, 32 are
electric, and one is
hydrogen powered.

16,000
14,000
2,000
c

1,000
&,000
k)

%,000
0

o

GO2e.emi

0
,000

N G

R ' N
N N
LN gv

& &
£ S S

s CO2e emissions actuals (tonnes)
= SO| Target (% reduction)

100%
90%
80%
70%
60%
50%
40%
30%
20%
10%
0%

This is a non-reporting
period.

This year, this measure
has changed. It is now
considering all of AT's
operational emissions
rather than just
corporate emissions.

We expect results on
this measure by the end
of this financial year.

Percentage of streetlights

100%
90%
80%
70%
60%
50%
40%
30%
20%
10%

0%

2017/18 2019/20 2020/21 2021/22 2022/23 2023/24

mmmm Actual (%) == SOl Target (%)

This is a non-reporting
period. However, we have
already met the end of
year target.

The 2021/22 SOl target is
to increase the percentage
of energy efficient LED
streetlights to 80%. AT
have already met the end
of year target.

At the end of 2020/21,
104,222 streetlights were
LED, 85% of all streetlights,
exceeding that year's
target by 19 percentage

noints
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2.3 Providing and accelerating better travel choices for Aucklanders

Not on track to meet the
100 target.
PT patronage totalled
80 1 = 60,754,240 passenger
== boardings for the 12
— 60 Lo months to September
S 2021. This is 10.0%
% 40 below the SOI target.
g" 20 Patronage for the 12
g months to September
- 2021 was 6.0% below
8 8888 B8B83 S §§§8§§§§§§§§ the 12 months to August
SR 2L 22 382 % RRRRLeREINgS 2021, and 12.8% below
R September 2020.
m— SO| EE Actual annual boardings
e e« == Monthly trajectory to meet SOl Target emm@um 12 month rolling total

10
9
8
7
6_

s °]

= 4

E 34

> 2 -

£

T 17

S 0-

m “ » 0w O Z U & WM =z » =z <
T 68 8 28 3 &8 % 85
PR R RRAERBRRERRR

H Previous year result (2020/21)
® Monthly patronage to meet SOI target
W Actual result

Target not met.

September 2021 monthly
patronage was 633,166.
This is 15.8% of the
August 2021 patronage,
and 12.1% of the
September 2020 level.

September 2021 monthly
patronage was 89.8% below|
the monthly target.
Auckland went into Alert
Level 4 lockdown again at
11:59pm on Tuesday 17
August 2021 and then Alert
Level 3 on Tuesday 21
September at 11:59pm.
This drastically reduced the
amount of people who
require PT.

Boardings (millions)

9T-Inr
9T-AON
LT-1eN
LT-In1
LT-AON
8T-1eN
8T-Inr
8T-AON
6T-1eN
6T-Inr
6T-AON
0oc-1eN

I Ferry - connected, local, targeted
e Bus - FTN

mm— Rail - RTN

==CF==RTN + FTN growth rate

Not on track to meet target.
20.0% AT has an SOl target of
increasing RTN and FTN
(RFN) boardings at a faster
rate than total boardings.

0.0%

RFN Boardings for the 12
months to September 2021
decreased at a faster rate
(16.3%) than overall patronage
(12.8%). Recovery on the RFN
network has been slower than
overall recovery due to
increased working from home
by those working in the City
Centre; an area largely
serviced by Rapid and
Frequent services. This slow
recovery is now exacerbated
by disruptions on the rail
network.

-20.0%

-40.0%

-60.0%

Growth rates (from 2018/19 results)

oc-Inr
0Z-"ON
TC-1eN
Tzinr
TZ-NON
c-1eN

Bus - connector, local, targeted
I Bus - RTN
—&— Total boardings growth rate

Monthly rates of growth are based on the 12 month rolling total for that month compared with the 12 month
rolling total for the same month last year. This figure also shows 12 month rolling patronage totals.

* Note: in February 2021 the trajectory for total patronage and rail patronage has been corrected to
more realistically reflect the expected trendline for this financial year, as the 12-month rolling total
moves past the months of the 2020 lockdown. These updated trajectories better demonstrate the

likelihood of meeting the end of year target.
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2.3 Providing and accelerating better travel choices for Aucklanders

2 Not on track to meet the
target.
20 Rail patronage totalled
Pl 10,582,499 passenger
15 4 ,/ boardings for the 12
Cd
2 R months to September
2 o, 2021. This is 18.4%
= 10 -
s below the SOI target
trajectory.
5 -
Patronage for the 12
o | e months to September
NORON RN NN NN N EPPOZOrIZTEE 2021 was 5.5% below
=t =t =t = _ = [y =y =t [~} q T ~+ 0?0523
ER & & & &8 8 8 8 8 RULLLONSLSLE  [the 12 months to August
5B R &K & S & B SR e RN 2021. and
— SO| s Actual annual boardings 26.4September 2020.
e e == |Monthly trajectory to meet SOl Target emm@m=== 12 month rolling total

Millions

=== 12 Month Rolling Total

mmmm Actual Annual Boardings

Bus patronage totalled
46,130,872 passenger
boardings for the 12
months to September
2021.

This is a deacrease of
6.0% on the 12
months to August
2021 and a decrease
of 9.2% on the 12
months to September
2020.

Ferry patronage totalled

4,040,869 passenger
boardings for the 12

Millions

mmmm Actual Annual Boardings

months to September
2021.

This is a decrease of
6.2% on the 12 months
to August 2021, and a
decrease of 9.7%
compared with the 12
months to September
2020.

=== 12 Month Rolling Total

* Note: in February 2021 the trajectory for total patronage and rail patronage has been corrected to
more realistically reflect the expected trendline for this financial year, as the 12-month rolling total
moves past the months of the 2020 lockdown. These updated trajectories better demonstrate the

likelihood of meeting the end of year target.
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2.3 Providing and accelerating better travel choices for Aucklanders

Business day boardings Business day
on the rail network 350,000 boardings on the bus
100,000 averaged 37,584 in the ' network averaged
n 90000 12 months to September «» 300,000 2 156,294 in the 12
2 80,000 s 2021. g 250000 A th \ months to September
T 70,000 - ° : M 2021
IS ' : IS [N :
S 60,000 ™ ~ This represents an S 200,000 I MM L] AN
Z 50,000 - u' ‘ 50.4% decrease on the z n This represents a
o 40,000 A ~l on the 12-month b 150,000 v N 38.5% decrease on
§ 30,000 vi average to September § 100,000 the 12-month average
@ 20,000 2020. G to September 2020.
3 ' 50,000
[aa] m f
10,000
’ !
oOo+—r—r——7T7+T—7T T T T Tr T T T T T T T T T T [ o e e o e LI o o e o e o e e e e L e e e
CREE R C R QR EsRrEclrg bt e e e ]
oo LI LT | LT L oo 0 10 0 HI'IHI'IHI'IHI'IHI'INI'INI'I
BHE5e5RENEEEE RO RESERRERNR PG5 5050 R B R 5 DO RBOBRRERIN
e Actual 12 Month Rolling Average === Actual 12 Month Rolling Average
The proportion of all
trips using AT HOP in
100% = September 2021 was
95%, up one percentage
80% - Y v points on August 2021.
. 0,
60% Bu_s. 99%
Rail: 88%
Ferry: 31%
40% - ry
20% -\—
% -
R EEE g REEC RN ERRECONEERnE
L5558 NNEER B0 S BBSERRERRN
== Total Bus Rail Ferry
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2.3 Providing and accelerating better travel choices for Aucklanders

100%
98%
96%
94%
92%
90%
88%
86%
84%
82%
80%

DA/

LA ASASLTSNY Y

~N\V 7 -

(&N [ (& (& (& (& (& (& (&N (& (&N (&
€982 c958EQ83E9585E9883295 3
SRl Aol Aot S R
oo RNVl b0 CoSB°C3RRFERINN

= \\/eighted Average Punctuality Actual
YTD Average

e SO| Target (95.0%)

On track to meet target.

PT punctuality for the
financial year to
September 2021 was
97.6%; SOl target
96.0%. PT weighted
average punctuality for
the month of September
2021 was 99.9%.

Punctuality is measured
by the percentage of
total scheduled services
leaving their origin stop
no more than one
minute early or five
minutes late.

oA OEONNINVA !
J
v
v
EeEgEREECRsEEQREERNEERES
SELNNNEEb R o RBSERREARR
e Rail Punctuality Actual 12 Month Rolling Average

Rail service
punctuality in
September 2021 was
99.3%, and 96.5% for
the 12 months to
September 2021.

Punctuality is
measured by the
percentage of total
scheduled services
leaving their origin
stop no more than one
minute early or five
minutes late.

100%

98% AN LAY 'A\//

96% -WAA-A/ vV ¥

94% - — v

92%

90%

88%

86%

84%

82%

80% -
SQESEQESEQESERESERESERES
SERNNNEEOE o RES8RARARR

Bus Punctuality Actual 12 Month Rolling Average

Bus service punctuality
in September 2021 was
100.0%, and 98.0% for
the 12 months to
September 2021.

Punctuality is measured
by the percentage of
total scheduled services
leaving their origin stop
no more than one
minute early or five
minutes late.

Punctuality statistics for
bus services are based
on the number of sighted
scheduled bus journeys
during the month.

100%
98%
96%
94%
92%
90%
88%
86%
84%
82%
80%

:¥3"ﬂ WA ,Aﬂ ’
A M
| _ VA |
'J \‘}f/' \ N&

v !

v

(& (& (& (& (& (& (& (& (& [ (& (&
EEgEREEERNE QNI TRTENS
PR LA L LN LT A T OO L ORGS0
O U VN NP0 Codo PSR, P,RNN

Ferry Punctuality Actual

12 Month Rolling Average

Ferry service
punctuality in
September 2021 was
99.1%, and 93.3% for
the 12 months to
September 2021.

Punctuality is
measured by the
percentage of total
scheduled services
leaving their origin
stop no more than one
minute early or five
minutes late.
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2.3 Providing and accelerating better travel choices for Aucklanders

Punctuality in this
- 0 figure is based on the
Train Performance 100% e A pgrcemage of rai
95% - — . .
September 2021 ) V VJ' services that arrive
90% + within 5 minutes of
85% - schedule at their final
80% destination.
98.1% Punctuality™® 99.2% service Delivery™ 75% Using this measure
£6.0% 12 month rolling average 98.0% 12 month rolling average 70% rail service punctuality
65% for the month of
* Arrival within 5 minutes of schedule at final destination * Arrival atfinal destination 0 ' September 2021 was
60% - 98.1%% and 86.6%
LOLP>PLOLPLOLDPLOLDPLOLDPLODPLOSD : .
CEoVTCEORTESLTESRTESRTESRTESLDT
98.8% Punctuality* 99.3% service Delivery® .J?,:i,:HEigpﬁiapﬁigpﬁggmﬁgzgmﬁgg for the 12 months to
V500N 1noPnooCodcCSRRPRNN  |September 2021.
B5.7% 12 month rolling average 87.4% 12 month rolling average Rail Punctuality Actual
* Arrival within 5 minutes of schedule at final destination * Arrival at final destination
- 12 Month Rolling Average
Eastern Line

98.0% Punctuality™®

27.6% 12 month rolling average

* Arrival within 5 minutes of schedule at final destination

99.6% service Delivery™
928.0% 12 month rolling average

* Arrival at final destination

This measure is

100% based on the
06.3% _— 08.6% ) . 99% 1 AR b ARA percentage of rail
. Punctuality . Service Delivery 98% - - \ \f services that arrive at
75.5% 12 month rolling average 88.2% 12 month rolling average 97% A ' B their final destination.
96%
P . . ) N P ) N
Arrival within 5 minutes of schedule at final destination Arrival at final destination 95% Rail service delivery
94% | for the month of
98.8% Punctuality® 99.6% service Delivery® 93% 1 September 2021 was
92% 99.2% and 98.1% for
08.7% 12 month rolling average 98.0% 12 month rolling average 91% the 12 months to
* Arrival within 5 minutes of schedule at final destination * Arrival at final destination 90% - T T T T September 2021.

%0.9% 12 month relling average

* Arrival within 5 minutes of schedule at final destination

SB.3% 12 month rolling average

*® Arrival at final destination

Onehunga Line EgggigggigggEgggigggigggiggg
N 3 B OREREGERPRIREE oo RNNSNNNIENNN
99.1% runctuality* 98.8% service Delivery* QOO TONN TN TR0 TOooToRET NN

= Rail Service Delivery Actual

12 Month Rolling Average




2.3 Providing and accelerating better travel choices for Aucklanders
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mmmmm SO target (12.8 kms)
= = = Monthly trajectory to meet SOI target
-——@— Cumulative kms added to regional cycle network

On track to meet target

No new cycleways were
delivered in September
2021.

However, none were
planned for September
delivery.

This is a new measure
in the Financial Year.
It was intended to will
be reported on for the
first time in
September.

However, to get the
data, AT staff have to
be on-site. Once AT
staff are able to get on
site safely, this data
will be reported on.

80%

70%

60%

50%

40%

30%

20%

10%

% of active and sustainable mode share

0%

i

® © . [=]
mmm Schools with Travelwise Programme
s AM Commuters with Travelwise Choices Programme
e SO| Target

LT/9T0¢2
T/LTO
/810
2/6T0C
2/020e
2e/1e0e

Reported at the end of
the Financial Year.

In the 2020/21 financial
year, mode share was
47% for students and
67% for businesses
enrolled in the travelwise
programme commuting
by means other than
private vehicle use.

Please note results do
not include those
working from home.

4,000,000

3,500,000 -
3,000,000 -
2,500,000 -
2,000,000 -

1,500,000 -

Number of cycle trips

1,000,000 -

500,000 -

0 -

2017/18
2018/19
2019/20

= 12m total cycle counts

2020/21

Jul-21

Aug-21

Sep-21 |
Oct-21 |
Nov-21 |
Dec-21 |
Jan-22 |
Feb-22 |
Mar-22 |
Apr-22 |
May-22 |
Jun-22

—=@—12 Month Rolling Target

Not on track to meet
target.

Cycle counts totalled
3,393,692 for the 12
months to September
2021. This is 8.3%
lower than the target
for the month of
September 2021, and
is 2.0% below the
target for the 12
months to September
2021.

Cycle counts
decreased 8.7% on
the 12 months to
September 2020.
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2.4 Better Connecting People, Places, Goods and Services a0

Target on track to In September 2021,
exceed. 100% 92.3% of the arterial
40,000 50% network operated at
In September 2021, the good levels of service
35,000 o o © o O O average arterial road 80% (LOS A-C). This is 22
40,000 % 40 o® ] ° o % o productivity was 32,094 . percentage points
‘ ° which exceeds the target 8 70% above August 2021,
of 30,000. 3 likely due to the
25,000 S 60% CO\)//ID-19 alert level
20,000 This 3% lower than & 50% changes and
' September 2020. This © lockdowns. This is
15000 decrease is mostly due E 40% 14.7 percentage
' to lower public transport 9 30% points higher
10.000 share. September 2020.
20%
The 12-month rolling The 12-month rolling
5,000
average for the 12 10% average for LOS A-C
0 S months to September 0% was 75.8% for
92393332888 d89389494d 2021 is 31,603. September 2021.
2358355233583 85¢
@ In-Month Performance — AR m—C
e 2 month rolling average
e SO| Target
Road productivity is a measure of the efficiency of the road in moving people during the peak hour. It is Level of service is measured by median speed as a % of the posted speed limit and categorised as follows:
measured as the product of number of vehicles (including buses), their average journey speed and average A: 90% and greater
vehicular occupancy. For urban arterials a value of 27,500 people-km/hour/lane is set as a target. This value B 70 — 90%
has increased from the 2018/19 target due to the results exceeding target and is equivalent to the movement : oo
of approximately 900 vehicles travelling at a constant speed of 25km/h along the length of the arterial. C: 50-70%
D: 40 - 50%
E:30-40%

F: less than 30%
Level of service D—F broadly represent "congested"” conditions.
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LEGEND
Level of Service

LOS related to median
speed as proportion of
posted speed limit

153 o

This map shows the typical level of service across the arterial and motorway networks
This map shows the 30 monitored arterial routes used to determine the average AM peak period during the AM peak hour (7.30-8.30) for August 2021. See the AM peak arterial road level
lane productivity (2.4.1). of service graph (2.4.2) for an explanation of the levels of service.




2.4 Better Connecting People, Places, Goods and Services

LEGEND

LOS related to median
speed as proportion of
posted speed limit

This map shows the typical level of service across the arterial and motorway networks during the
inter-peak period (9 am—4 pm) for August 2021. See the AM peak arterial road level of service
graph (2.4.2) for an explanation of the levels of service.

LEGEND

Level of Service
[y

2 ==
LOS related to median
speed as proportion of - C
posted speed limit - o
-—
—
S No Data

This map shows the typical level of service across the arterial and motorway networks
during the PM peak hour (4.30-5.30) for August 2021. See the AM peak arterial road level

of service graph (2.4.2) for an explanation of the levels of service.
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2.4 Better Connecting People, Places, Goods and Services
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eeeeee Free flow speed
The average AM peak vehicular travel speed in September 2021 was 51 km/h, 10km/h higher than
August 2021 and 9km/h higher than September 2019. The 12 month rolling average to August 2021
was 42.6 km/hr, 0.6 km/hr lower than the 12 months to Septemeber 2020 (43.2 km/h).

In the September 2021 AM peak, the 85th percentile travel time was 32% longer than the
typical travel time. In the 12 months to September 2021, average AM peak reliability was
54%, six percentage points better than the 12 months to August 2020 (50%).

PM peak reliability for the 12 months to September 2021 was 53%, two percentage points
better than the 12 months to August 2020 (51%).

This figure shows median travel speed across the arterial and motorway networks during the AM peak, inter-
peak and PM peak periods. The average free flow speed of 58.4 km/hr has been provided as a comparator.

This figure shows the difference between the typical (median) and the 85th percentile* travel time, on the
combined arterial and motorway network, for the AM peak, inter-peak and PM peak. This is a measure of
reliability.

Reliability is a measure in percentage of how much variation a driver would experience from their day-to-day
journey time in addition to a typical experience (median travel time), the smaller the percentage the better the
reliability. Less than 50% additional travel time needed relative to typical travel time is regarded reliable in view of
a driver’s experience, 50%-70% is considered unreliable but tolerable and above 70% is deemed totally
unreliable.

*85% of all trips will take less time than the 85th percentile.
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2.4 Better Connecting People, Places, Goods and Services

100%
90%
80%
70%
60%
50%
40%

Level of service %

30%
20%
10%

0%

8T-InC

8T-190 T

6T-uer 7

6T-1dv

—
S 9§52 c9s
R O S
© 5 88 9° 8RR
s A+B
— C

D+E+F

e SO| Target: 85%
e ]2m average total A+B+C

TZ-1dy ]

Te-Int ]

12190 T

Ze-uer ]

22-1dy ]

On track to meet target.

In September 2021, 96%
of the freight network
operated at good Levels
of Service for congestion
(LoS A-C in the previous
map) during the
interpeak and was
above the desired 90%
target.

The reliability of the
freight network was 20%
in the interpeak period
(the percentage of time
to be added to a normal
trip) and below the 50%
maximum threshold in
September, indicating
good overall freight
travel experience.

Level of service is measured by median speed as a % of the posted speed limit and

categorised as follows:
A: 90% and greater

B: 70 - 90%
C:50-70%

D: 40 - 50%

E: 30-40%

F: less than 30%

Level of service D—F broadly represent

"congested" conditions.

The freight network comprises key freight routes on key arterials and the Motorway network, as defined in the
freight network map (above). The freight network Level of Service (LOS) is measured by average speed during the
inter-peak period as a percentage of the posted speed limit for the freight network routes. LOS A, B and C
represents efficient and stable traffic conditions with average travel speeds of at least 50% of the posted speed
limit. At least 85% of the freight network is to operate at efficient levels.
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2.4 Better Connecting People, Places, Goods and Services

— 0% Of permits processed within target timeframes

This measure is reported Target not met.
100% on a quartley basis. The on-
X street peak occupancy for \:100% Occupancy for Soeptember
2 90% | & August 2021 was 32%. The 2.90% 2021 V\l/(as 12.00%. Al
: pep. i2noni olmgavease | | Sopc [V T e et
=% <
3 ¢ R R for Seoptember 2(.)21 was S 70% downturn in casual
S 80% L 2 * 61.70%. These figures are o occupancy and decreased
° OW\_.\_\-‘ both below the target of 3 60% A ,‘ revenue as a result of Alert
g 70% < 70% on street occupancy. E 50% Level 4 and 3 restrictions.
= ° 2 40% Lease revenue remains
9 * Auckland went into Alert ‘au‘) 30% comparatively steady as
» 60% Level 4 lockdown at = customers opt not to cancel
5 11:59pm on 17 August g 20% | their lease for fear of not
* 'S 2021. This drastically IS 10% _belng able to secure it again
S S SIS SIS I reduced the number of 3N — — AL
£888C888Eg88CR85CR8sCREsCREs vehicle movements on EOFZEOSTEOFTEQSTEOSZE0STE0SE  |Note: From suly 2021 the
e N I I = R = S N SR O R C S . ; TERSSTASETASSTASSTASSTA5STAaS s : )
NhHE5o NNV IEEP b0 BB8o8RR-RRRN Auckland's roads, which U L Ty U e e D P T T T CTETN following carparks are
had a knOCk-On |mpaCt on o ~"oONN "N OO™~O0oO~0ORrF™ PNN lincluded in this number:
+  On Street Peak Occupancy the numbers of people o )
Civic, Downtown, Ronwood
70 — 90% Target Range . . . — - —50% - 909 ! !
1 monﬂ? rolligg avergge parking their vehicles on AT Off-Street Peak Occupancy 80% - 90% Target Range and Victoria Street.
street
In September 2021, AT In September, there was a
1000 100% | eceived 98 Overweight 3500 reduction in the number of
900 - 2 serious incidents compared
800 90% and 717 HPMV permit $ 3000 to previous months, due to
2] ©  |applications. h=) II reduced demand on the
'€ 700 2 2500 ('l | Ii transport system. The
g 600 80% |All 815 applications were x COVID-19 responfse
5 500 processed, wih 60.10% | | 5 2000 [ pbesioar,
5 400 - 70% |in compliance with the B 1500 of regional boundaries,
-g 300 KPI target timeframes of, _g vaccination centres, testing
S L RO two days for single and © centres and the transition to
e 200 60% multi ty th g f o 1000 Alert Level 3 with the
100 u !- np. r?e ays for ) associated change in
0 + 50% continuous trips, and 5 500 network activity around
four days for HPMV -g 0 takeaway venues. Two ‘red’
permits. S N G s ™ MG GG Jwind alerts for the Auckland
2 SREECQEEEYEECEEECETE  [Harbourbriage
X el N N O e SN S B N A S S IS also occurred in September.
mmm Number of HPMV permits processed NP hb 0o BSO3RRERRERN
mmm Number of overweight permits processed . _— . .
®Minor ®Significant mSerious mHeadline

*In June 2018 AT has moved to a data driven method using data from AT Park % machines, including a 5% non-compliance
correction. The four-hour peak period is defined as the top four busiest hours of the day. These hours can vary depending on
contributing factors. On-street parking occupancy is surveyed in three central city parking zone precincts: Shortland/High

Street, Karangahape Road and Wynyard Quarter.

** The Auckland Transport Operations Centre (ATOC) is a multi-agency initiative that manages
incidents on both AT’s local road and Waka Kotahi's state highway networks. The centre is
responsible for managing incidents from Taupé to Cape Reinga.
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2.4 Better Connecting People, Places, Goods and Services

CBD to Albany - Travel Time by Mode
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Albany to CBD - Travel Time by Mode
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CBD to Manukau - Travel Time by Mode

s Weekday Sep-2021

£ Car (15% - 85%)
B Train (15% - 85%)
—— Car Median
— Train Median

80

60

40

Travel Time (Minutes)

20

6 8 10 12 14 16 18
Hour Starting

Manukau to CBD - Travel Time by Mode

Weekday Sep-2021
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© Train (15% - 85%)
~—— Car Median
—— Train Median

6 8 10 12 14 16 18
Hour Starting

60

Travel Time (Minutes)
40

20

Travel Time (Minutes)

CBD to Airport - Travel Time by Mode
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Airport to CBD - Travel Time by Mode
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Weekday Sep-2021
[ Car (15% - 85%)
B Bus (15% - 85%)
~—— (Car Median
— Bus Median

Weekday Sep-2021

o Car (15% - 85%)
= Bus (15% - 85%)
—— Car Median
——  Bus Median

Note: Due to the changes of the New Eastern Bus Network, only Express Buses are servicing directly between Howick and CBD which operate during peak hours only.

In September 2021, 68% of the bus network operated at good congestion Levels of Service (LoS A-C in the previous map) during the AM peak due to the free flow
conditions on the network. This was 16% higher than August 2021. This network had an average AM peak travel speed of 32 km/h, 2km/h higher than the previous
month. The bus network travel time reliability was 16% (percentage of time to be added to a normal trip) and well below the 50% maximum threshold, due to free flow
conditions and lower passenger demand. This indicates that passengers are experiencing much shorter travel times for their journey than in previous months.
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2.4 Better Connecting People, Places, Goods and Services

CBD to Howick - Travel Time by Mode
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Howick to CBD - Travel Time by Mode
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CBD to Panmure - Travel Time by Mode
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Panmure to CBD - Travel Time by Mode
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CBD to Westgate - Travel Time by Mode
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Westgate to CBD - Travel Time by Mode
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Note: Due to the changes of the New Eastern Bus Network, only Express Buses are servicing directly between Howick and CBD which operate during peak hours only.

In September 2021, 68% of the bus network operated at good congestion Levels of Service (LoS A-C in the previous map) during the AM peak due to the free flow
conditions on the network. This was 16% higher than August 2021. This network had an average AM peak travel speed of 32 km/h, 2km/h higher than the previous
month. The bus network travel time reliability was 16% (percentage of time to be added to a normal trip) and well below the 50% maximum threshold, due to free flow
conditions and lower passenger demand. This indicates that passengers are experiencing much shorter travel times for their journey than in previous months.
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2.5 Our operating model is adaptive, financially sustainable and delivers value

5506 Target not met. 90% The farebox
80% A . recovery ratios for
_ 50% A ‘ Total PT farebox o | T SA September 2021
°; 45% ﬁh“ recovery is i ’ \ (and comparable
3 decreasing. The ratio g 60% I 2019 results) were:
g 40% \ in September 2021 3 50% —~—____
% 350 was 26.78%, = 40% - Bus: 26.47%
35% \
- o '—-ﬁ
% 30% compared with 2 300 =~ T~ (40.66%)
g 5% A 29.61% in September 5 oo AN - Rail: 19.15%
25% \7/ 2020. 10% (37.75%)
20% 0% - Ferry: 55.51%
_ -
0
EQ9EZEQEZEOEEEOREEOREEOREEoRy  (TNe 20222500 EQFZEQEEEOEEEOEEEOEELOzEEy (%)
OO O N (A S OO T O R O O E Ry arget for arebox LR P T LRI T LRSS RIS NI S S 5 DS
Trh50558NNkE0E 080 8BS BRRERRRN rec%\,eryis between S5 50555N 50 E 0 BEBSBRRERRY
eSOl Target 30%-34% === Combined farebox recovery 30% and 34%.
Bus Rail Ferry
The net subsidy per 100 - S 7% — The measure is not on
$1.20 passenger km is calculated 5= 90 - S - track to meet the traget.
N by dividing the cost (less 25 ce=m 6% 23
$1.00 fare revenue) of providing = g 80 1 ,z' | 504 E E In September 2021 AT
PT services by the distance E g 70 1 /’ 0 g é completed 2.2 km of
D $0.80 travelled by all passengers. ez 60 1 ,’ F4% 5 S resurfacing and
" S E 50 1 4 v 5 % |rehabilitation under alert
= $0.60 €9 40 ’ - 3% 2 o= |level 3 conditons.
= The average for S E S Eoz
O $0.40 A September 2021 was & £ 30 1 pid - 2% 8 % =N
//"\.J $0.745. For individual 38207 P oo 5= € | e fanaal year o
$0.20 modes, September 2021 8101 Pid 08 d' : oo
— o~ 55 o | Bl 0% == roads were resurfaced,
(and comparable 2019 £3 oz o o 0=z > ® B9 |or3.6% of the 2021/22
| . £ a o > W 0 Z U 1Mo =T .6% or the
$0.00 results) were: o E S £ 0 53 20 @& 8 2 p 5 gy § S target, and 0.2% of
COLUPLOLPUOLIPLUOLPULOLDUOLDICOYD c o T Qe oot < o P oS T o< 3 € o arget, and 0.2% o
C505CS50 0S50 0620 aP0ER20EaD0 c 0o RO OPNMNOLOLNLALNLN 3 = '
=R O =l ot = Bod = R e ot = St = pr PRREPFRPRRERNISRNNDNN o Auckland’s local roads.
[N 1 0 Ll [N 1 1 l [=9 1 1 1 = ' 1 il (= ' 1 ! U 1 ! U 1 ! . . .
OREEaERPRIRBEE R R o NN SN RN - Bus: $0.745 ($0.411 This is behind the
oo NNTNoePwooCoooCorRrTRENN . ( ) = | ength of local roads resurfaced or rehabilitated each month
- Rail: $0.927 ($0.334) programme due to the
) _ Ferry: $0.332 ($0.158) = SO| target (6.0%) COVID alert level
— BUS — Ralil Ferry e=t==Total = e = Trajectory to meet 2021/22 target changes in Auckland
e Percentage of sealed local roads that have been resurfaced / rehabilitated  {limiting road works.
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2.5 Our operating model is adaptive, financially sustainable and delivers value
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e SO| Target (95%)

This is a non-reporting
period.

The 2020/21 result for
the percentage of road
assets in acceptable
conditions was 94.3%.
This is 0.3 percentage
points above the SOI
target (94%).

Proportion of road
assets in acceptable
condition was a new
measure in the 2018/19
SOl.
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mmmm Footpaths in acceptable condition === SOl Target (95%)

This is a non-reporting
period.

The 2020/21 result for
the percentage of
footpaths in
acceptable condition
was 97.4%. This is 24
percentage points
above the SOI target
(95%).

The lower target and
result starting 2018/19
is due to a change in
methodology and a
reassessment of the
definition of
acceptable condition.

Road Maintenance Standards %
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== SOl Target - Urban (78%)

This is a non-reporting
period.

The 2020/21 result for
road maintenance
standards (ride quality)
as measured by smooth
travel exposure (STE)
for all urban roads was
86%, exceeding the
target and 1 percentage
point lower than the
previous year's result.
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mm Actual Urban === SOI Target - Urban (78%)

This is a non-reporting
period.

The 2020/21 result for
road maintenance
standards (ride
quality) as measured
by smooth travel
exposure (STE) for all
rural roads was 90%,
equal to the target and
4 percentage points
lower than the
previous year's result.
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2.6 Providing excellent customer experiences

100% This is reported on This is reported on
0 quarterly. Due to COVID, 100% quarterly. There is no
only approximately half of September 2021 result
the interviews as usual due to the ongoing
N 0% were able to take place. < COVID-19 Level 4 and
c 0 Ther_efore, the_data is not = 90% 3 Lockdowns.
2 considered reliable and AT o
Q will n reporting on thi I3
3 ot be reporting on this S In June 2021,
17 measure this quarter. “— ; ) ; .
= 80% 0 satisfaction with train
(1] = 0, :
) The June 2021 result is 91.6% & 80% services (90.7%) was
is exceeding the target. 0.7 percentage point
above the March 2021
70% Satisfaction is measured result (90.0%).
0 -to- 70%
NOZCNOZCNOZCNOZCNDZCNDZCNDZ quarterly through face-to-face
LR e b interviews and reported as a it it it i i i There was no June
pherrA LS, AL S LSS DA LN DL ON 12 month rolling average. The POILTORRRPRRIRR IR IR R TN N
TUIOP oo NNNNOPon0wOowowoOoor NN RRREppRrRPRppPpBP PR s NN N
—e) cn” PT; ; a result indicates the percentage G000 NNUNOPHHROOCOOOOSSEPRRNN 2020 result due to the
vera ervice of travellers rating their current COVID-19 Level 4
e— SO Tal’get (LOWGT Boundary) journey with a score above 6 Lockdown.
- SOI Target (Upper Boundary) out of 10.

This is reported on This is reported on
100% quarteﬂy_ There is no 100% quarterly. There is no

September 2021 September 2021

result due to the result due to the

o . ° ongoing COVID-19

T 90% ongoing COVID-19 T 90% i Lesel 4gand 3

S Level 4 and 3 S Lockdowns.

g Lockdowns. g

2 2 In June 2021,

& 80% In June 2021, & % T e e e ] satisfaction with ferry
satisfaction with bus services (89.7%) was
services (92.0%) was 0.7 percentage point

70% 0.2 percentage points 70% below above the
GHEEEEENL bR e S BSRRRNER 2021 result (92.2%). RIS A PR I S YRS (89.0%).
There was no June
There was no June 2020 result due to the
2020 result due to the COVID-19 Level 4
COVID'lg LeVel 4 Lockdown'
Lockdown.




2.6 Providing excellent customer experiences

m Surface of all sealed roads in the Auckland region

m Overall road safety in the Auckland region

This is reported on This is reported on
100% quarterly. 100% quarterly.

90% In September 2021, 90% In tSefptet_mber_tzhotzhl,
© satisfaction with the © safistaction with the
?: 80% quality of roads in ?: 80% quality of footpaths in
o o Auckland was 61%,
Q 70% Auckland was 65%, § 70% the same as the
- two percentage points Y March 2021 result.
};; 60% higher than the June E 60%

2021 result (63%). Satisfaction was four

50% 50% percentage points

Satisfaction was three above the September
40% i 40% 2020 result (57%).
tgcrgrgrgrgrgrgege percentage point toegrgegEgrYEgEgE ©7%)
206 3 ¢ 7 93¢ 37 o 3030 7 above the September 267637363037 637 ¢ 39 3 0 3
ER L bR 38RRRKR 2020 result (62%) ARG L5806 838RRSK
m Quality of roads in the Auckland region m Quality of footpaths in the Auckland region
This is reported on This is reported on
100% quarterly. 100% quarterly.
(1] (1]
. In September 2021, . In September 2021,

90% satisfaction with the 90% satisfaction with road
S . surface of all sealed N . safety in Auckland
g 80% roads in Auckland was g 80% was 66%, one
= 20% 65%, The same as the = 20% percentage point
8 0 June 2021 result. 8 ° higher than the June
(2] (2]
= = 2021 result (65%).

0, 0,
% 60% Satisfaction was one 8 60%
50% percentage points higher 50% Satisfaction was four
0 than the September ° percentage points
o )

20% 2020 result (64%). 40% glghter trtw)an ;rgz .
EPERERERERERERERE [SPE
= Q = Q w Q = Q = Q A Q o Q e Q o .L Q = Q w Q .L Q hN Q hS Q 5 Q 5 Q 5 result (62%)
R o hoh Il ok oo RN o hoHh Il ohbh oo 3rRrRN
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2.6 Providing excellent customer experiences

Target Exceeded.
® 100% © 0.80%
2 12 month rolling average £ 0.70%
. 0
% E 95% for September 2021: =X
EE 95% (SOl target 85%) Z  060%
SRo] )
90% D =
03 E 0 September 2021 result o 5 0.50%
23 exceeded the target at Ea
g5 8% A 89% however was down 3 £ 0.40%
= % eight percentage points z o
2c 0w on August 2021. @ 8 0.30%
2 £ °3
S . . = &2 0.209
o= . This data relates to jobs ke = 0-20%
S 0 dispatched to our ®
< £ Z5c55E£55555€55¢¢8%5 | g 010%
T 22 S22 22 s28 =22 =2 2 mantenance contractors 2
ORI 8°8RERY |bythe call centre. “é 0.00%
L
m Actual == YTD Average ©
e SOI Target (85%) =12 Month Rolling Average

Sep-21 I

Dec-21

Mar-22

m Actual

Jun-22

Sep-22

e SOl Target

Dec-22

Mar-23

Jun-23

This measure is on
track to meet the
target. This is a new
measure this Financial
Year.

In the September
2021 Quarter, 0.51%
of the total AT case
volume resulted in a
formal complaint. The
SOl target for this
financial year is less
than 0.75%.

The baseline of this
measure is 0.77% for
2020 calendar year.

Number of calls
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s HOP call volumes

mmmm AC (AT related) call volumes - 24 hours
mmmm AT Metro call volumes

e HOP service level

e AC (AT-related) service level

e AT Metro service level (%)

Teinc

12190 1
22 Uer A
22 1dy 1

0%

Service levels

In September 2021 AT HOP
Call volumes decreased by
44% compared with August
2021, and decreased 59%
compared to September 2020.
The service level was 5
percentage point higher than
last month.

Auckland Council call volumes
have decreased by 43%
compared to August 2021, and
decresed by 43% compared to
the same month last year.

AT Metro Call Centre

Volumes decreased by 61% on
August 2021, and decreased
by 65% since September
2020. The service level
increased by 16 percentage
points on last month.

% of formal complaints that are resolved
within 20 working days

90%

80%

70%

N W A g o
L 2 2 2 2
S ¥ F ¥ ¥

10%

0%

I Dec-21

Mar-22

Actual

e SOl Target

Jun-22

Sep-22

Dec-22

Mar-23

Jun-23

This is a new measure
this Financial Year.
The SOl target is for
80%-+ of formal
complaints to be
resolved within 20
days.

In the September
2021 Quarter, 66% of
formal complaints
were resolved within
20 working days. This
result was impacted
by constraints on in-
person engineering
assessments.

The baseline of this
measure is 79% for
2020/21.
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2.6 Providing excellent customer experiences

AT Mobile Visits to the Auckland
4,000 App user sessions 2,000 Transport website
©3,500 e s decreased by 73% in 1,800 totalled 273,549 in
% September 2021 21,600 September 2021, a
3,000 compared with August s 1.400 1 decrease of 55%
2,500 \ 2021 and was the 74% N R N compared with August
= below September 2020. £1,200 \AAVER o VERA L 2021, and an
5 2,000 S 1,000 ™ ' decrease of 64%
§1 500 V AT Park _ @ 800 ilvbaa‘_ compared with
Z App user sessions & 600 September 2020.
21,000 decreased by 92% in 3 400 \
> /‘\_/’v September 2021 3 |
g 500 / compared with August § 200
0 b T T T ANV TN |2021 and decreased by D B B S S RSB R
CREEEREECREECREECREECREE 95% compared to R b b et bt
e A A D L - T September 2020. SHEEoRRRNNEReR o RROBRRRRNN
e AT Park (Number of parking sessions) === AT Mobile e AT Website




2.7 Collaborative Partnering with our Funders, Partners, Stakeholders and Customers

% of of Governing Body members
satisfied with engagement with AT
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In the 2021/22 FY,
61% of Governing
Body members were
satisfied or very
satisfied with
engagement with AT.

As this is the first set
of data we have on
this measure, this will
be the baseline. This
will be reported on a
yearly basis.

The elected measure
perception SOI
measure is measured
across four different
measures.

% of Governing Body members
satisfied with the quality of advi

100%

Ice

©

0%

0]
= %
S S

S

X

Progded bRAT
2

X

2019/20

2020/21

2021/22  2022/23  2023/24

In the 2021/22 FY,
46% of Governing
Body members
were satisfied or
very satisfied with
the quality of advice
provided by AT.

As this is the first
set of data we have
on this measure,
this will be the
baseline. This will
be reported on a
yearly basis.

2.7 Collaborative Partnering with our Funders, Partners, Stakeholders and Customers

% of Local board members satisfied
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In the 2021/22 FY,
47% of Local Board
members were
satisfied or very
satisfied with
engagement with AT

As this is the first set
of data we have on
this measure, this will
be the baseline. This
will be reported on a
yearly basis.

% of Local board members satisfied

with their ability to influence AT
projects and decisions relevant to their

100%

90%

80%

70%
60%

&0%
@
Zo%

30%

20%
10%

0%

2019/20 2020/21

2021/22 2022/23 2023/24

In the 2021/22 FY,
39% of Local Board
members were
satisfied or very
satisfied with their
ability to influence
AT projects and
decisions relevant
to their areas

As this is the first
set of data we have
on this measure,
this will be the
baseline. This will
be reported on a
yearly basis.

Page 29



