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DDOT Structure

Policy, Planning, Research,
Programming

Design, Construction

o State + Municipal
DOT

900 employees

Maintenance, Operations

Permitting, Inspection
« Ofacilities

e 80%+ Union Maintenance, Operations
(Transit)

Planting, Maintenance



DDOT’s Customers

650,000 residents, 5oo,000 daily commuters,
125,000 daily visitors

ghest median household income

highest penetration of smart phones

I\/Iultlmodal and shared transportation - Capital
Bikeshare, car share, Car2go
Smartphone based interface with transportation
system — pay by cell, See-Click-Fix, QR code
based service request, uber,



DC’'s Transportation Assets

1100 miles of roadway 1600 traffic signals

241 bridges 68,000 streetlights
1600 miles of sidewalk 16,000 parking meters
453 miles of alley 150 CCTV cameras
144,00 trees Highway advisory radio

271 miles of DDOT
owned twisted pair
communication

backbone
DDOT’s transportation assets is valued at $45 B



Sources of Work at DDOT

» Capital projects
» Safety program
» Traffic signal construction program

®311
*|Q

eSocial Media
*E-mail
*Phone calls

* Routine inspection
* Asset management

Annual Budget of $480M (excluding $380M to Metro); $150M Federal



Linkages for Effective Performance
Management

Parlormanie Mansursment Bu cl ge T Budget enhancement should result
in improved performance. Strategic

helps assess if government is )
evelopmen

achieving its objectives. C € b t planning should guide those

Employees should be held enhancements.

accountable to those results,

Strategic
Planning

Performance
Measurement

Agencies need employee
buy in. Managers should tie
S — work plans and

E m F-_} | O \""I ee performance goals to those
of the organization.

Evaluation




“"Perception Gap”




Customer Satisfaction vs. Service

2007 2008 2009



The Perception Gap

Perception Gap by DDOT Service Categories
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Strategy




DDOT'’s 3R Strategy -

Reduce,

STRATEGIES ror CHANMGE

TECHMNOLOGY which enables

= Culture Shifi = Beftter Communications
- Social Media

- Call Center

- Parformance monagemeant
agency-wicke
- Data-boased deciion making

- Trarsparency via web content
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- Real-time cizet inventory

CUTCOMES FROBLEMS IDEMTIFIED SOOMER

& RESOLVED FASTER

After

Customer
notices

Before

Response Timelire

MORE WORE
IDEMTIFIED | NTERMALLY

LESs WORK, LESS
REACTIWE

% - -— Customers
& -

n o - Asserts
o =

s &

o

+— DDOT/Consultants

+— Customers
+— DDOT/ Consultants

L
=
o
(=1
=
(=8

Who Identifies
Wk

Wark Type and
Vo lurme




Institutionalizing Performance

DIVISION LEVEL PERFORMANCE
o ® C) o

Cascading goals

All levels of
organization support
common goals,
objectives, KP!
Culture shock

Storming, norming,
conforming, performing



Data —based

Decision Making

m PARKING

Data-based
. . . % SRs By Category iy
decision making o = SrcEronrs

= SIDEWALK, CURB & GUTTER
m SIGNS

m TRAFFIC SIGNALS
m STREETS

ALLEYS
| UTILITY
mSAFETY

Lean six sigma

Pareto analysis
(80/20 rule)

PAVEMENT MARKINGS
BICYCLES

TRAMNSIT

PUBLIC SPACE

BRIDGES



Better Communication - DDOT Call

DDOT Call Center Monthly Call Volume
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% Answered Calls

30% of the calls are transferred from 311 % Abandoned Calls

. 50% % Calls Transferred
Abandonment rate is 4%
0% :



@DDOTDC Tweet Distribution

Links

11% P 124

ReTweets
14%

206

Potential Reach: ~ 3.3 million
Outreach: 206 replies per 100 tweets
Amplification: 124 re-tweets per 100 tweets



Asset Based Strategies

Migration to smarter/networked assets
Better visibility into operational status
Proactive maintenance

Better uptime
Real time asset inventory

Incorporate asset inventory into standard
business process



Performance Based Contracting

Streetlight Parking Meter

e Percentage of streetlights functioning e Mechanical Meter Operability Rate
properly e Connected Meter Operability Rate

e Percentage of non-functioning e Mean Time to Repair Mechanical
streetlights fixed within required e Mean Time to Repair Connected
timeframe. Repair timeframe is based on e Mean Time to Repair Multi-space
parameters such as type of fault, location, Meter
etc. e Meters Operable at Start of Business

Percentage of light poles that are vertical
Percentage leaning light poles repaired
within timeframe






Annual Service Request Trends
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Reduction in Service Delivery Times

Reduction in Service Delivery Times

%)

[V}

g 3

1= ) )

<§E [T OD: w <

o
Q (@] = =

n 2 ] o X = (Y] n
- s o) o > <3 = ki 2 = >
O = o < = =0 L [ [ 2 n =
$ L T — ) o | i) o = L =
S = 5 5 % o = o = = L =
Ia) a a o n %) 5 &5 == — [== o)

0% T .I T :I B :I T n T [l T T i T 1 :I 1
-10% | N B B B i B N
-20% — — — — — — — -
-30% — — — — — — — -
-40% - — B - — = - - -
-50% - - 13 — - — | - — -
e0% 4 | - - i - . : L -
0% “

70% 4—8« . L . - E: L
-80% +—— — -
-90%
-100%

B % CHANGE FY11 - FY12 B % CHANGE FY12 - FY13 B % CHANGE FY11-FY13



Timeliness of Written

JOLICUC ] |
DDOT 1Qs / Written Correspondence
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Total work orders by year by request source

55,974
40,724
2,6
32594 ;8 660 - Call Center
15585 | s 22:37° 17,933 Patrol
' 7,868 6,235 7,037 8,297
1,627
706
2007 2008 2009 2010 2011 2012 2013

Increase In Proactive Work

Streetlight repair target attainment

98.8% 98.6% 99.3%
100% fi _l 90% (G I 90% | _Ll 90%
90%
80%
FY 2010 FY 2011 FY 2012

% of streetlights fixed within schedule of service actual target

% of streetlights fixed within schedule of service requred target

Total Work Order Calls, 2007-2013
199,988

56,451

Call center

Patrol
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Conclusion

Customer expectation not in line with traditional
schedule of service

Agencies forced to “*do more” with "same” level
of resources

3R Strategy — Reduce, Rebalance & Re-engineer
has worked well for DDOT

Executive buy-in is the most critical success
factor; uniform application & consistency 2"



Questions?

Soumya Dey, P.E., PMP
Director of Research & Technology Transfer

soumya.dey@dc.gov
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