24 March 2026

File Ref: OIAPR-1274023063-48178

Téna koe-
Request for information 2026-080

| refer to your request for information dated 25 February 20 6, wh'ch was received by Greater
Wellington Regional Council (Greater Wellington) on 25 Februa y 2026. You have requested the
following:

“Under the Official Information Act, | requeftthe following information covering the previous 12
months:

A copy of, or summary of, any policy. direetive, contractual requirement, or operational
guidance that sets out whether.andthow school bus services are prioritised within the Metlink
network.

The contractual performance standards that apply to Route 685, including:

e Required on time performance thresholds

e The permitted. tolerance (in minutes) for late running

e Any minimum sérvice delivery or maximum cancellation thresholds specified in the
contract

Operational performance data for Route 685, including:

e On'time performance statistics

e nlotal cancellations (including short-notice cancellations)
e Totalrecorded service failures

e Totalinstances where live tracking was unavailable

e Totalrecorded safety incidents

e Totalrecorded operational incidents

e Totalrecorded complaints and calls to query the service
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Information on monitoring and enforcement actions taken in relation to Route 685, including
whether the operator has met contractual performance requirements and any remedial ac‘ions
taken or planned.

Information relating to the use of passenger service alerts for Route 685, including:
e Anypolicy or operational guidance governing when alerts must or should be issued
e The total number of alerts issued for Route 685
o Whetherthere are performance or compliance expectations rega‘ding a e't use

Comparative performance data for all other Metlink school bus services'departing Karori over
the same 12-month period, using the same performance indicators listed above (where
available).”

Greater Wellington’s response follows:

Yourrequesthas been assessed underthe Local Gévernment O ficial Information and Meetings
Act 1987 (the Act).

Policies and Contracts regarding School'Bus Service prioritisation

Please refer to Attachment 1 for a copy o the rfute cancellation guidelines provided to the
operator of the route 685, Tranzurban.

In this guidance we advise:

“In the event of any trips on outes having to be cancelled the following guidance should be
applied where possible:

e Schooltrips' re always prioritised and should never be cancelled, including school run-
ons to public trip

o Ifaschoolbus route does need to be cancelled as a last resort, please notify your
GW Service Delivery counterpart as soon as possible so that we can let the
affected school communities know.

e Do not cancel sequential trips on any routes
e Do not cancel the same trip on sequential days

e Always run the first and last trips on a timetable”

Additionally, a copy of the representative operator contract for bus services can be found on
our website at https://www.gw.govt.nz/transport/metlink-bus-train-and-ferry/public-
transport-contracts/.
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The contractual performance standards that apply to Route 685

All bus services, including School Bus Services, are measured against the same Key
Performance Indicators (KPIs).

Reliability

The bus reliability measure is the percentage of scheduled services that actual y ran autracked
by our RTl and Snapper systems. The Daily Reliability measure is to in¢entivise bus operators
to better manage their daily operations. The current KPI framework (effective from 1 July 2021)
includes a threshold for Monthly Reliability of 98% and Daily Reliability of 96%. Services can
depart up to 29minutes 59 seconds late to meet their Reliahility KPIl, however, all service
cancellations are deemed as failures for the Reliability KPI.

Punctuality

The bus punctuality measure is the percentage o' scheduled services that depart from origin,
leaving between one minute early and five minutes'l te. Services need to depart less than 59
seconds early, and no more than 4mins 59.seconds latein order to meet their Punctuality KPI.

The Punctuality threshold is 95%. Greater Wellington will either:

e Withhold a percentage ofthe daily.payment to operators when the performance is
below 96% but higher than 80%;jor
e Withhold a percentage of th)average daily payment when the performance is below
80%.
KPls are measured against the ntire unit of services, rather than against individual services.
Forinformation on the different units, please refer to the Public Transport Contracts page linked
above.

Operational perfo mance data for Route 685 and comparative data for other School bus
routes.servicing Karori

Please refert Attachment 2 for a copy of the requested statistics for both Route 685 and all
other school bus routes that service Karori for the period 1 March 2025 to 31 March 2026.

Please note the following details regarding the statistics provided:
e Cancellation Statistics include services cancelled by the school, for example due to
school break or early finishing days
e Statistics on early running and late running services are only measured against the
origin stop of a service; thisis in line with the KPls
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e Complaints lodged do not always include a route number, while we have filtered by this
number itis possible for other complaints to exist regarding these routes that do n<t
quote the route number.

Additionally Greater Wellington does not hold information in a manner that would allow u \to
provide the total instances where live tracking was unavailable, therefore we_ are refusing your
request for this under section 17(g) of the Act where that the information requestediis not held
by the local authority and the person dealing with the request has no grounds for'believing that
the information is either—

(i) held by another local authority or a departmentsor Ministerfof the Crown or
organisation; or

(i) connected more closely with the functions of another local authority, or a
department or Minister of the Crown or arganisation.

Greater Wellington receives incident reports from Op' rators whenever a safety incident occurs
onboard a service. As the responsibility for managing incidents falls on the operator, these
reports are advisory and only include inf{ rmation on general location and fleet number and do
not include the bus route that the se vice occur ed upon. Greater Wellington also receives
situation reports three times per day from Ope ‘ators regarding service issues or delays.

Regarding recorded complaints or.calls on the route #685 service in the past 12 months, there
have been 19 complaintsiand 2 enquiries. Please note these figures may include this and any
other information requests.

It should be noted that ofithese 19 complaints, multiple complaints may have been made
regarding the same nciden .

Further information un Metlink bus performance data is publicly available on the Metlink
website'atahttp ://www.metlink.org.nz/about-us/performance-of-our-network

Monitoring a d enforcement actions taken in relation to Route 685

As‘noted above, Greater Wellington receives three situation reports per day from each operator
advising on current issues affecting each unit.

Additionally Greater Wellington receives reports from Snapper and onboard systems to allow
for the tracking of KPIs and for the Real-time Information system.

Page 4 of 6



Under Schedule 6 of the Bus Operator contracts, failure to meet KPI metrics may result‘n
performance deductions. You may access the representative bus operator contract via th< link
above.

The current KPI framework (effective from 1 July 2021) includes a threshold {or_Mon hly
Reliability of 98% and Daily Reliability of 96%. The Daily Reliability measure_is to incentivise
bus operators to better manage their daily operations. The Punctuality threshold im95%.

When KPlIs do not meet the designated thresholds, Greater Wellingtonwill eithe :

e Withhold a percentage of the daily payment to operators when th  performance is
below 96% but higher than 80%; or

e Withhold a percentage of the average daily paymentwhen the pe‘formance is below
80%.

Operators may apply for relief from a deduction if the reasoning or the KPI not being reached
was outside of their control. For example, if the schooliclosts-early and requests that the bus
service run early, or if the bus's standard origin pointiunavailable due to road works.

Four performance deductions have been made to Tranzurban within the last 12 months that
were not granted relief. Please note that KP's, and'so therefore performance deductions, are
measured against the entire unit of serv.ces, rather than against individual services.

Information relating to the use of passenger service alerts for Route 685

Whenever an operator cancels a bus'or train service, they are required to log the cancellation
via the Real Time Infermation (RTI) system. This system then updates the Metlink website and
sends out a push notification to all users who have requested notifications on that service.

Metlink usersycan setytheir favourite services in their MyMetlink account to be notified of
changes or cancel ations. Users can choose for notifications be sent via email, phone orvia the
Metlinkssapp. You may sign-in or create a new account on the Metlink Website at:
https //www.me_link.org.nz/login

More information on the app can be found on the Metlink Website at:
https://www.metlink.org.nz/planning-tools/metlink-app

As'the alerts are sent out via the Metlink website once a cancellation is lodged, there is no
performance or compliance expectations regarding alert use, however, the cancellation would
still be counted as a compliance failure against the reliability KPI metric.
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If you have any concerns with the decision(s) referred to in this letter, you have the right«to
request an investigation and review by the Ombudsman under section 27(3) of the Act.

Please note that it is our policy to proactively release our responses to official information
requests where appropriate. Our response to your request will be published shortly on.Greater
Wellington’s website with your personal information removed.

Naku iti noa, na

Samantha Gain
Kaiwhakahaere Matua Waka-a-atea | Group Manager Met ink
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