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MINUTES OF THE QUARTERLY MEETING OF THE
BOARD OF COMMISSIONERS OF

ROCHESTER-GENESEE REGIONAL TRANSPORTATION AUTHORITY
AND ITS SUBSIDIARIES

November 13, 2013

A. Roll Call and Determination of Quorum
The meeting was called to order by Chairman James Redmond who determined that a quorum
was present.

Present on Roll Call:

 County of Monroe Stephen Carl = 5.33 votes
 County of Monroe James H. Redmond = 5.33 votes

County of Monroe Robert Fischer = 5.33 votes
 City of Rochester Thomas R. Argust = 2 votes

City of Rochester Barbara Jones = 2 votes
 City of Rochester Karen Pryor = 2 votes
 County of Genesee Paul Battaglia = 2 votes
 County of Livingston Milo I. Turner = 2 votes

County of Orleans Henry Smith = 1 vote
 County of Seneca Edward W. White = 1 vote
 County of Wayne Michael P. Jankowski = 3 votes
 County of Wyoming Frank Vitagliano = 1 vote

Amalgamated Transit Union Francis Falzone = 0 votes

Total Votes Possible 32
Total Votes Present 23.66
Votes Needed for Quorum 17

B. Adoption of the Agenda

On motion of Commissioner Carl, seconded by Commissioner Vitagliano, the agenda was
unanimously approved.

C. Approval of Minutes

On motion of Commissioner Jankowski, seconded by Commissioner Argust, the following
minutes were approved.

 RGRTA Audit Committee Meeting Minutes of October 3, 2013
 Regular Meeting Minutes of October 3, 2013
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D. CEO Report

Bill Carpenter, Chief Executive Officer, presented the monthly CEO Report as reflected in the
power point presentation, a copy of which shall be attached to these Minutes.

 In response to a question from Commissioner Argust, Bill Carpenter, CEO responded
that the People Department at random sends out 200 surveys. The 34% response of that
is 68 employees. We feel very strong with the responses we received. We have laid out in
the People Department a quarter by quarter education piece. We put specific work
groups together to push these indicators above the 4 score, across the board.

 In response to a question from Commissioner Pryor, Joe Jablonski, VP of Research and
Development responded that the surveys are anonymous and we do not know if the
employees are union or non-union or Operators or Administration.

 In response to a question from Commissioner Carl, Maryalice Keller, Chief People and
Brand Officer responded that we internally administered the survey. We did work off the
Gallup, 12 or 14 question survey that’s pretty well-known and it’s common platform that
people use, so we’ve based it on that.

 In response to a question from Commissioner Pryor, Joe Jablonski, VP of Research and
Development responded that it is very possible that we are taking good on-time
performance for granted. The route 24 which is Marketplace however is a lower
performer for on-time performance and we have started addressing that issue with
anticipation that it will become busier during the holiday season.

 In response to a question from Commissioner Argust, Joe Jablonski, VP of Research and
Development responded that part of our marketing plan is to make sure that our
customers do know that we’re listening.

On motion of Commissioner Argust, seconded by Commissioner Turner, the CEO Report was
accepted by unanimous vote.

E. Financial Report

Scott Adair, Chief Financial Officer, presented the financial report, a copy of which shall be
attached to these Minutes.

 In response to a question from Commissioner Jankowski, Scott Adair, Chief Financial
Officer responded that at this point, based on what we’re projecting the 241 is where we
think the number will fall, for the end of the year. In response to a question about the
wage categories being over the budget by six figures, Scott Adair responded that a lot of
this has to do with especially last month’s financial projection, regarding increased
wages that we incurred as part of providing the service to PGA this past summer and we
had a number of union settlements as well during the year that have increased wages too.
I believe that those numbers are pretty accurate for throughout this fiscal year. In regard
to the $500,00 increase in federal aid, Scott responded that we had received some
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additional money in the state budget this past year for capital needs that we had, and
what that allowed us to do was effectively draw down federal dollars to use as preventive
maintenance money this year, that we were planning on using for capital dollars.

 In response to a question from Commissioner Vitagliano, Scott Adair, Chief Financial
Officer responded to the Workmen’s Comp Section 32 by stating that we thought that we
would settle the cases and close them out and receive reimbursement associated with
them for the claims that we had already paid out, and subsequently we don’t think we’re
going to settle them this year, so we won’t get the reimbursement in this fiscal year.

 In response to a question from Commissioner Pryor, Scott Adair, Chief Financial Officer
responded that yes we are still handling workmen’s comp in-house.

On motion of Commissioner Battaglia, seconded by Commissioner Vitagliano, the Financial Report was
accepted by unanimous vote.

F. Proposed Resolutions

Resolution Amending Resolution RGRTA 46-2010 Authorizing the Undertaking and
Financing of the Renaissance Square Transit Center, RGRTA 68-2013

 In response to questions from Chairman Redmond, Scott Adair, Chief Financial Officer
responded that the additional funds being requested are unassigned at this point. What
we’ve done is put the additional funds in a contingency account to allow us more access in
any one of these particular categories as we move forward, and ultimately we’ve come
back based on the authorization level that we have, come back to the Board to authorize
the appropriate contracts at that point in time, when we are ready to use them.

 In response to a question from Commissioner Battaglia, Scott Adair, Chief Financial Officer
responded that yes, the local piece is changing because locally we’re responsible for 10% of
the overall project. We are asking you for $200,000 more borrowing capacity for this
project.

RGRTA 68-2013: On motion of Commissioner Battaglia, seconded by Commissioner Argust, the
aforementioned Resolution, a copy of which shall be attached to these Minutes, was unanimously
approved.

Resolution Authorizing the Award of a Contract for Placement of Advertising on RGRTA
Buses, Bus Shelters and in the Renaissance Square Transit Center, RGRTA 69-2013

 In response to questions from Commissioner White, Maryalice Keller, Chief People and
Brand Officer responded that the payment to us now versus what is being proposed is 2.1
for the past three years and the guarantee that Lamar has proposed to us is 1.02, for the
coming three years. Now that does not include the Transit Center. Also in this resolution
we will be negotiating a guarantee associated with the new opportunities at the Transit
Center. We selected this vendor because we liked Lamars focus with transit and outdoor,
that is their business, they work nationally, they have contracts with 70 transit agencies at
this point in time. They currently work with Albany as well as Buffalo, and as we look at
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the opportunities going forward, we believe that in addition to that expertise, that they
also can leverage their relationships, local, regional and across the country, to expand
advertising revenue here with us in this market. We believe that this minimum they
proposed is conservative. We’ve seen in other markets that they’re working in they’re able
to increase ad revenue over time, so yes, we believe we can continue to increase this
amount over time. And we will net a portion of ad sales that go above this guarantee,
going forward.

 In response to a question from Commissioner Argust, Maryalice Keller, Chief People and
Brand Officer responded about the issues with shrink wrapping the buses stating that we
have made some changes and continue to look at that. The materials continue to improve
so that there is more ability to see through windows when you’re inside, as well as from the
outside, because there are security concerns. What is inside and outside our buses and
facilities is a reflection of our brand. We have been working on developing an advertising
policy, which we’ve not had, which will ensure a standard of good taste, and when we
accept advertising we do not want it to be offensive to anyone who’s riding our bus or
seeing our buses, and so we’re prepared to roll that out January 1.

 In response to a question from Commissioner Vitagliano, Maryalice Keller, Chief People
and Brand Officer responded that We believe they will increase, we also believe that the
vendor brings other qualifications and capabilities that are important to us as we embark
on the Transit Center and establishing opportunities within the Transit Center, and as we
grow our business regionally, we think we’ll have a good, solid partner to aid us in figuring
out the highest possible levels.

 In response to a question from Chairman Redmond, Maryalice Keller, Chief People and
Brand Officer responded that we believe we will have greater access to national clients, the
fact that they do business in 43 states, now the main focus in outdoor transit, so the’re
already present in our market, they sell outdoor billboards.

 In response to a question from Commissioner Pryor, Maryalice Keller, Chief People and
Brand Officer responded that it was our impression that they were coming in rather
conservative, their first time in this market selling transit, and knowing there’s the
opportunity going forward of the Transit Center.

 In response to a question from Commissioner Battaglia, Maryalice Keller, Chief People and
Brand Officer responded that the 1.2 million is the three year figure.

RGRTA 69-2013: On motion of Commissioner Argust, seconded by Commissioner Turner, the
aforementioned Resolution, a copy of which shall be attached to these Minutes, was approved.
Commissioner Carl and Commissioner Pryor opposed the motion.
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Resolution Authorizing the Award of a Contract for Replacement of an Interactive Voice
Response (IVR), RGRTA 70-2013

 In response to a question from Commissioner Pryor, Mark Contestable, Senior Project
Manager responded that this is our customer service response system. We have yet to set
up the menu but you will always have the option of speaking with a live voice.

 In response to a from Commissioner Carl, Mark Contestable, Senior Project Manager
responded that the differentiating factors between the three finalist were the vocal
response. Windstream did not sound digitized or mechanical.

RGRTA 70-2013: On motion of Commissioner Vitagliano, seconded by Commissioner Carl, the
aforementioned Resolution, a copy of which shall be attached to these Minutes, was approved
with an abstention from Commissioner Battaglia.

Resolution Authorizing the Disposal of Non-Revenue Vehicles and Bus Parts, RGRTA 71-2013

RGRTA 71-2013: On motion of Commissioner Argust, seconded by Commissioner Battaglia, the
aforementioned Resolution, a copy of which shall be attached to these Minutes, was unanimously
approved.

Resolution Authorizing the Award of Three (3) Contracts for Creative Marketing Services,
RGRTA 72-2013

 In response to a question from Commissioner White, Maryalice Keller, Chief People and
Brand Officer responded that to the extent that we use these services as part of our
marketing campaigns, I can tell you for each campaign that we develop, we put in metrics
for success, so this is what we hope to gain, whether in ridership, virility, participation,
engagement, whatever it might be, every campaign has those metrics.

 In response to a question from Commissioner Pryor, Maryalice Keller , Chief People and
Brand Officer responded that correct we are not guaranteeing these three companies
anything and we need the flexibility on a day to day basis to be able to secure these kinds
of services within our procurement guidelines.

 In response to a question from Commissioner Battaglia, Maryalice Keller, Chief People and
Brand Officer responded that yes the cost is basically similar using three versus one and
even a bit lower because two of these folks are independent practitioners so you get a bit of
a lower hourly rate.

RGRTA 72-2013: On motion of Commissioner Battaglia, seconded by Commissioner Pryor, the
aforementioned Resolution, a copy of which shall be attached to these Minutes, was approved
with an abstention from Chairman Redmond.



6

Resolution Authorizing the Award of a Contract for Bus Stop Optimization Study, RGRTA 73-
2013

 In response to a question from Commissioner Pryor, Mark Contestable, Senior Project
Manager responded that yes our hope an desire is to eliminate some bus stops, we have
about 4,000 stops now, we would never eliminate any stop without having a study done,
knowing what the impact is, and part of that of course would be a public meeting.

 In response to a question from Commissioner Pryor, Bill Carpenter, CEO responded that we
do have the expertise in-house but at this time we don’t have the capacity due to the
Transit Center.

RGRTA 73-2013: On motion of Commissioner Argust, seconded by Commissioner Vitagliano,
the aforementioned Resolution, a copy of which shall be attached to these Minutes, was
unanimously approved.

Resolution Authorizing GTCS, Inc. to Enter into a Contract for Professional Services to be
rendered to the Genesee Transportation Council for the Rochester Area Bike Sharing

Program Study, GTCS 3-2013

 In response to a question from Commissioner White, Rich Perrin, Executive Director of GTC
responded that yes this is in conjunction with the city of Rochester.

 In response to a question from Commissioner Jankowski, Bill Carpenter, CEO responded
that we’ve worked closely with GTC and are interested to see what the study results would
be. We know that we generally have more than 200 bikes on our buses a day, sometimes as
many as 300, so we’re already seeing that integration.

 In response to a question from Commissioner White, Rich Perrin, Executive Director of GTC
responded that we would certainly look into private bike storage in the city.

GTCS 3-2013: On motion of Commissioner Jankowski, seconded by Commissioner Carl, the
aforementioned Resolution, a copy of which shall be attached to these Minutes, was unanimously
approved.

G. Consent Resolutions

Resolution Authorizing the Award of a Contract for Telecommunications Equipment for the
Renaissance Square Transit Center, RGRTA 74-2013

RGRTA 74-2013: On motion of Commissioner Argust, seconded by Commissioner Pryor, the
aforementioned Resolution, a copy of which shall be attached to these Minutes, was unanimously
approved.
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Resolution Authorizing the Award of a Contract for Storage Area Network (SAN) Equipment
for the Renaissance Square Transit Center, RGRTA 75-2013

RGRTA 75-2013: On motion of Commissioner Vitagliano, seconded by Commissioner Carl, the
aforementioned Resolution, a copy of which shall be attached to these Minutes, was unanimously
approved.

Resolution Confirming Existing Procurement Guidelines, RGRTA 76-2013

RGRTA 76-2013: On motion of Commissioner Turner, seconded by Commissioner Argust, the
aforementioned Resolution, a copy of which shall be attached to these Minutes, was unanimously
approved.

Resolution Authorizing a Sole Source Award of a Contract for Transit Operations Software
and Support Services, RGRTA 77-2013

RGRTA 77-2013: On motion of Commissioner Battaglia, seconded by Commissioner Pryor, the
aforementioned Resolution, a copy of which shall be attached to these Minutes, was unanimously
approved.

Resolution Approving Outside Activities, RGRTA 78-2013

RGRTA 78-2013: On motion of Commissioner Turner, seconded by Commissioner Carl, the
aforementioned Resolution, a copy of which shall be attached to these Minutes, was unanimously
approved.

H. Calendar
The Calendar was reviewed.

I. Adjournment

There being no further matters on the adopted Agenda, the meeting was adjourned on motion of
Commissioner Argust.



CEO Report
Presented by: Bill Carpenter, CEO
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TOPS Report

TOPS Index
Target
Points

Q1 Points Q2 Points Q3 Points Q4 Points

FPI 35.0 45.5 45.5

CSI 25.0 27.5 27.6

SPI 20.0 16.2 16.2

ESI 20.0 22.3 20.0

Total Score 100.0 111.4 109.3



Q2 Employee Pulse Survey Results

Q1 Q2

Participation 41% 34%

Goal 35%

Grand Average 3.90 3.90

Goal 3.90

Employee Satisfaction 4.30 4.19

Goal 4.00

Quick Stats

Completed in
September 2013
 Via email and paper

surveys

Distributed to
randomly selected
employees



Participation

Definition
 The percentage of employees who

answer the employee survey
within the allotted time frame

Goal: 35%

Q2 Sample
 September 11th through 25th

 200 Random Employees

 68 Responses (within time frame)

Q2 Score: 34% participation

14%

33%

41%

34%
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25%

30%

35%

40%

45%

2011-12 Q4 All
Employees

2012-13 Q4 All
Employees

2013-14 Q1 Pulse
Survey

2013-14 Q2 Pulse
Survey



Grand Average

Definition
 The combined average of the first

13 questions.

Goal: 3.90
Q2 Highlights (Same Top 4
from Q1)
 “My Job is important to the

success of the company”
 “I am motivated to do my best

every day at work”
 “If I had the opportunity to do the

same job at a different company, I
probably would stay where I am”

 “I understand what is expected of
me at work”

Q2 Score: 3.90
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2013-14 Q1 Pulse
Survey

2013-14 Q2 Pulse
Survey



Employee Satisfaction

Definition
 The answer to the question: “Overall, I am satisfied working at RGRTA”

Score: 4.19, Goal: 4.0

% Responses
No.

Responses

Strongly Agree 38.2% 26

Agree 50.0% 34

Neither Agree nor Disagree 7.4% 5

Disagree 1.5% 1

Strongly Disagree 2.9% 2

Total 100.0% 68

3.89

4.30

4.19

3.6

3.7

3.8

3.9

4

4.1

4.2

4.3

4.4

2012-13 Q4 All
Employees

2013-14 Q1 Pulse
Survey

2013-14 Q2 Pulse
Survey



Q2 Employee Survey - Comparison

Results

All 14 Metrics
Improved Over
2012-13 Results!

1.00 1.50 2.00 2.50 3.00 3.50 4.00 4.50 5.00

My job is important to the success of the company.

People at work, including the person I report to, care…

I am motivated to do my best every day at work.

If I had the opportunity to do the same job at a different…

I have been provided with the training and equipment to…

My opinions and input are sought.

I understand what is expected of me at work.

I know how I will be evaluated.

The people I work with directly usually work hard to…

Company leadership usually does a good job of…

The person I report to makes a point to provide me with…

I have received recognition for my work at least once in…

My employer provides opportunities for me to learn and…

Overall, I am satisfied working for RGRTA.

2012-13 Q4 all employees 2013-14 Q1 2013-14 Q2
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J O E J A B L O N S K I ,

V P O F R E S E A R C H A N D D E V E L O P M E N T

TOPS Highlight



2013-14 TOPS FACTS

• Four Pillars to Focus On;

• Financial (Net Income)

• Customer Service (Customer Satisfaction and RGRTA Ridership Growth)

• Service Delivery (OTP)

• Employee Success ( Employee Engagement)

• One metric (Customer Service) has 2 elements to it;

• It’s worth 25 of the total 100 points.

• 19 associated with the Net Promoter Score (NPS), 5 associated with ridership and 1 point assigned to the Regional Customer Satisfaction
metric

• RGRTA Ridership which was talked about last month.

• Net Promoter Score

• Customer Satisfaction at the Regionals

• NPS goal was adjusted two ways this year in order to it more difficult.

• Goal itself was made more difficult to attain this year . (28% versus 16.5%)

• Range was increased to make it more difficult to attain the maximum number of points ( 13.6% versus 5%)



NPS Trend
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Key Insights- Overall NPS

● We know that when certain attributes score well, the NPS will have a
higher rating

● We also know that when certain attributes score poorly, the NPS score is
lower

● Demographically the NPS is highest amongst;

● Customers more than a year (the longer the better)

● Frequent Riders (4x or more per week)

● Customers over the age of 30

● Customers with incomes higher than 50K (although we do well with
customers under 25K as well)



Key Insights-Overall NPS

● Customers were asked to identify one thing RTS could do to improve their
experience? There were four key areas they pointed to.

● Timeliness (meaning OTP)

● Availability of service (times of Service)

● Driver’s being diligent to greet customers in a friendly attentive fashion

● Crowding on buses

● Customers were also asked to identify why they were unlikely to recommend
RTS service if they rated us an 8 or lower. The following areas were identified
as top priorities by the customer.

● Timeliness (meaning OTP)

● Driver’s being diligent to greet customers in a friendly attentive fashion.

● Crowding on buses



Key insights-Route NPS

● Each wave we calculate net promoter scores by route.

● Routes have different customers with different needs and attributes that keep them satisfied.

● Let’s examine a couple of key routes for instance routes 10, 8, 24/50.

● In route 10 (NPS = 30) customers give us higher NPS scores consistent with what we have seen with the
overall NPS

● In route 8 (NPS= 36) the key to making our customers satisfied was associated with good driver performance ,
safety and the driver attentiveness to the customer.

● In the 24/50 (NPS = 6) the low score is impacted by this route’s on-time performance, driver interaction with
the customer and safety, attributes we usually see. This route is also showing ease of purchasing fares
instrumental in improving NPS.

● Finally in looking at the crosstown routes (NPS= 37) we find customers focused on the ease of purchasing
fares, the quality of the ride and the ease of getting information.

● Knowing that routes have riders with different needs will improve our ability to target our service, our
message and our marketing.
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• Lift Line and RTS Bus Naming Event
October 19th



• OTS Shelter Ribbon Cutting
October 21st



• WYTS Annual Dinner
October 21st



• RTS Halloween Party
October 31st



Miscellaneous

For the 6th year in a row RGRTA was awarded the
GFOA Distinguished Budget Presentation Award

April 1, 2013



Miscellaneous

• Interview with Rachel Barnhart on New Routes
• Fall In-Service Operator Training Completed
• Met with Assembly Majority Leader Morelle
• Attended the Monroe County Community Forum
• Presentation to Ontario County Planning and Research

Committee
• Attended the African American Leadership Development

Program Graduation and Luncheon to honor RTS employee
Tracie Green and Lift Line employee Joy Pacheco

• Chaired the NYPTA Legislative Committee meeting



RGRTA - Consolidated Budget Status Report - FY 2013-2014

As of 9/30/13 - (In Thousands)

Budget FYTD Projected Budget

Revenues 2013-14 9/30/2013 3/31/2014 Variance

Total Locally Generated 30,425$ 14,225$ 29,849$ (575)$

Total Government Subsidies 43,240$ 21,386$ 43,808$ 567$

Mortgage Tax 7,750$ 4,258$ 7,750$ -$

Grand Total Revenue 81,415$ 39,869$ 81,407$ (8)$

Expenses

Personnel

Salary & Wages 37,206$ 18,666$ 38,126$ (920)$

Fringe Benefits 22,195$ 10,665$ 21,328$ 867$

Total Personnel 59,401$ 29,331$ 59,454$ (52)$

Non-Personnel

Services 5,034$ 2,058$ 4,953$ 81$

Fuel/Lubricants 7,775$ 3,753$ 7,673$ 102$

Parts 2,976$ 1,302$ 2,956$ 20$

Other 6,681$ 3,150$ 6,612$ 69$

Total Non-Personnel 22,466$ 10,262$ 22,194$ 272$

Grand Total Expenses 81,868$ 39,594$ 81,648$ 220$

Net Income/Deficit From Operations & Subsidies (453)$ 275$ (241)$ 212$

Financial Report






































































































































































































































