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Executive Summary 
 
This report summarizes the work completed by BC Transit in collaboration with the local 
operating company of Cranbrook Transit between December 2017 and June 2018. The 
operating company raised initial concerns about scheduling challenges and agreed that a more 
comprehensive review was necessary. 
 
BC Transit conducted site observations in during the winter of 2017/18 to quantify scheduling 
challenges, and worked closely with the local operating company to develop proposed service 
enhancements. This report also details service change options that have developed out of 
discussions between BC Transit staff, the local operating company, City of Cranbrook staff and 
representatives, and other local stakeholders. These options are divided into short-, medium-, 
and long-term timelines and suggest a variety of initiatives, including: 
 

 
 
This report also includes a brief summary on the state of the custom transit system. The findings 
presented here build from data that BC Transit regularly collects to monitor custom services 
across the province. Almost all of Cranbrook’s handyDART service hours are currently taken up 
with subscription trips, allowing little room for one-off reservation trips. This report suggests 
several steps to resolve these challenges. The table below summarizes the proposed changes 
to custom transit. 
 

 
 

Service Change Option Implementation Timeline Resource Implications 

Bus Stop & Timing Point Optimization Within 1 year No additional resources 

Route 14 14th Avenue routing changes 1-3 years 250-500 Service Hours 

Weekday evening service increase 1-3 years 600-800 Service Hours 

Redesign service to southwest Cranbrook 1-3 years No additional resources 

Add Industrial Road 1 to Route 4 Slaterville 3-5 years 100-200 Service Hours 

Increase regional connections 5-10 years TBD 

Connect Route 4 Slaterville to Supercentre 5-10 years TBD 

Proposed Change Implementation 
Timeline 

Resource Implications 

Additional weekday 
service 

1-2 years 1000 Service Hours, 1 Bus 

Introduce custom 
registration 

TBD TBD 

Pursue funding 
partnerships 

TBD No additional resources; any savings will be 
reinvested 

Improve vehicle allocation Less than 1 year None 
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1.0 Introduction 
 

The need for a review of transit service in Cranbrook arose from regular communications 
between BC Transit staff and the operating company in December 2017. The previous service 
review was conducted in 2013; the current schedules were introduced in 2014. As Cranbrook 
has continued to grow, increased traffic volumes and changing transportation patterns have had 
an impact on running times for transit service. The operating company made clear the difficulty 
of delivering on-time transit service under the current schedule and asked that BC Transit work 
to find a solution.   
      
The initial agreement for this project specified the following objectives: 
 

 Highlight and quantify current schedule challenges 

 Provide options and resource impacts to sustain current service levels 

 Provide options and costs for immediate (Fall 2018/Winter 2019) service change 
improvements 

 Provide options and costs for short-, medium- and long-term service change 
improvements, based on a planning/scheduling review and recent feedback from 
stakeholders 

 
This report summarizes the work completed between December 2017 and June 2018 to meet 
the above objectives. It also includes a snapshot of the current status of the Cranbrook Transit 
System and a brief overview of challenges facing the city’s handyDART system. 

2.0 Background 

2.1 System Overview 
 

Cranbrook Conventional Transit 

Service Span 7 AM – 6 PM (M-Th) 
7 AM – 9 PM (Fri) 
9 AM – 9 PM (Sat) 
10 AM – 6 PM (Sun) 

Annual Service Hours 11,917 

Vehicles 5 

Total Annual Rides 203,430 

Rides/Hour 17.07 

Fare (Adult) $2.25 

Day Pass (Adult) $3.75 

Monthly Pass (Adult) $50.00 

Discounts Student (secondary) 
Senior 

U-Pass available for College of the Rockies students 
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Route M-Th Trips Friday Trips Saturday Trips Sunday Trips Summer 
Change 

1 Tamarack 22 25 21 14 0 

2 Highlands 15 16 10 8 (1) 

3 Third Avenue 12 13 9 0 (1) 

4 Slaterville 5 5 0 0 0 

5 College 31 32 17 8 (11) 

7 7th-11th Avenue 18 20 13 0 (6) 

14 14th Avenue 22 24 16 8 (3) 

20 7th-3rd Avenue 0 0 0 8 0 

 
The Cranbrook Transit System’s conventional (fixed-route) service began operations in 
December 2000. It began with seven routes offering service seven days per week, with three or 
four evening trips per route on Thursdays, Fridays, and Saturdays. The map on the previous 
page shows the current extent of the Cranbrook Transit System.  
 
The Cranbrook Transit System follows a “hub and spoke” model: all routes depart at similar 
times from a central exchange, facilitating transfers. The system is also heavily interlined, 
meaning a single bus will complete one route and depart as another from the exchange. This 
design allows more single-seat journeys as the same vehicle travels on multiple routes in 
sequence. However, this system design also depends heavily on reliable on-time performance: 
delays on one route impact the entire system and can compound the problem throughout the 
day. 
 

Cranbrook Transit System: Timeline 

September 2001  Minor routing changes  

 Downtown exchange relocated along Baker Street to between 11th 
Avenue South and 12th Avenue South  

October 2003  Evening trips were reduced  

 Route 6 Kootenay absorbed into the current Route 1 Tamarack 

September 2006  U-Pass program introduced at the College of the Rockies 

 Seasonal increases on the Route 5 College, Route 7 7th – 11th Avenue, 
and Route 14 14th Avenue,  

 Introduction of evening door-to-door drop-off service for students 
attending night classes at the College  

September 2007  Sunday service increased on Route 1 Tamarack and Route 5 College  

 Friday evening service reduced to operating in December only 

September 2008  Downtown exchange relocated to 12th Avenue South and Baker Street 

September 2011  Route 4 Slaterville introduced in response to demand for service on the 
north side of Highway 95  

 Some low-ridership trips removed to create new route 
 

May 2014  Sunday service on Route 3 Third Avenue and Route 7 7th – 11th Avenue 
combined into a new Route 20 7th – 3rd Avenue  

 Industrial Road 1 segment removed from Route 4 Slaterville  

 Friday evening service reintroduced throughout the year  

 Two additional trips on Route 4 Slaterville. 
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2.2 Community Overview 

Population 
 
 

 
 
Cranbrook’s population has increased steadily over the past ten years after remaining relatively 
constant from 1996-2006. Since 2006, the population has increased by about 2,000 people, 
roughly an 8% increase in 10 years.   
   
The chart below shows this trend. Note that these figures represent the population of the 
Cranbrook Census Metropolitan Area (CMA), which includes portions of the Regional District of 
East Kootenay’s Electoral Area C. This area has seen some population growth of its own in the 
past twenty years, as well as the development of the Casino of the Rockies on adjacent reserve 
lands.  
 

Mode Share 
 

Mode of Commuting  Cranbrook Comparable Systems BC Average 

Private vehicle (driver) 81.3% 78.84% 70.5% 

Private vehicle (passenger) 6.56% 7.29% 5.5% 

Public Transit 1.19% 2.37% 13.1% 

Walking, bicycling, other modes 10.95% 11.42% 11% 

 
The table above shows Cranbrook’s commuting mode shares, based on census data from 
2016. The column showing “Comparable Systems” combines data from other BC Transit 
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systems that are similar in population and transit investment to Cranbrook. The numbers show 
that Cranbrook is slightly more car-dependent than its peers, with 81% of commuters driving 
themselves to work. More sustainable modes – carpooling, transit, walking and bicycling – were 
all slightly less common in Cranbrook.  
 
The mode share of public transit in Cranbrook jumped after the introduction of conventional 
transit service; previously, the only public transit in Cranbrook had been custom service. Since 
that jump, transit’s mode share has been relatively constant, hovering around 1.3%. 
 
Fluctuations in mode share have not correlated with changes in ridership (see below). As mode 
share data focuses specifically on commuting trips, this difference can likely be accounted for by 
the quantity of discretionary trips. 
 

Ridership 
 

 
 
The chart above shows the total number of annual rides on Cranbrook’s conventional transit 
system since 2010 and the number of annual service hours over the same time frame. The 
fiscal year of 2011/12 saw over 245,000 annual rides, the highest ridership in the history of the 
system. This figure is likely partly due to the introduction of service to Slaterville in 2011, which 
expanded the service area without increasing the total number of service hours.  
 
As shown above, Cranbrook’s annual service hours have remained constant over the past 7 
years. The last major service expansion coincided with the introduction of the U-Pass program 
in 2006, which helped increase annual ridership over 200,000 for the first time. With 
Cranbrook’s population increasing and a consistent level of transit service, it would be 
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reasonable to expect transit ridership to increase. Instead, ridership has been gradually 
decreasing since its peak in 2011/12.   
  
The decrease in ridership since 2012 is not as directly attributable to specific changes as the 
increase up to that point. However, 2014 did see a slight reduction in the area covered by Route 
4 Slaterville, as well as the creation of the combined Route 20 7th-3rd Avenue on Sundays to 
substitute for Route 3 Third Avenue and Route 7 7th-11th Avenue.  
 
The system has also had issues with on-time performance that this report will discuss. On-time 
performance is essential to creating a reliable transit service; ridership tends to fall if service is 
unreliable.  
  

2.3 Recent Developments 

Observations 
 
Through regular communications, the local operating company made BC Transit aware of 
issues with on-time performance in the Cranbrook Transit System. In response, BC Transit staff 
traveled to Cranbrook in December 2017 to observe schedule adherence at the downtown 
transit exchange. Staff endeavoured to observe a representative service day, choosing a 
weekday during the academic term.  
 
The table below summarizes the results. To be considered on-time, a trip had to arrive at its 
exact scheduled arrival time. This is a high standard; however, given that many of these routes 
only have two minutes of recovery time, a minute’s difference is statistically significant. 

 

Route Name Early Trips On-Time Trips Late Trips Late Trips % 

1 Tamarack 6 4 6 38 

2 Highlands 1 3 5 56 

3 Third Avenue 1 2 5 63 

4 Slaterville 2 0 1 33 

5 College 1 4 16 76 

7 7th-11th Avenue 3 2 5 50 

14 14th Avenue 0 2 11 85 

  

Analysis 
 
The timing of bus routes can be broken into “running time” and “recovery time”. Running time 
refers to the actual amount of time it takes to operate a route from start to finish; recovery time 
is additional time added to the end of running time to help ensure that the route can run on time 
consistently. Taken together, running time and recovery time are referred to as “cycle time.”  
 
Schedulers use 15% as a benchmark for recovery time: for example, a route with a running time 
of 100 minutes should have at least 15 minutes of recovery time. If one trip is delayed 
unexpectedly, recovery time helps reduce the impact of that delay on the next departure. 
  
Most bus routes in Cranbrook have a cycle time of 15 minutes, including 13 minutes of running 
time and two minutes of recovery. This allows for departures at times that are easy for 
passengers to remember – on the hour and every 15 minutes thereafter. These are referred to 
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as “clock face headways.” Having many routes with the same cycle time also simplifies the 
process of scheduling to allow for transfers between them at a central exchange.   
 
However, 15-minute cycles are also short enough that any delays have a magnified impact on 
the schedule. Although two minutes meets the standard of 15% recovery time, such a small 
amount of time can be eliminated by a relatively small delay.  
 
On-time performance issues were most severe on Route 5 College and Route 14 14th Avenue; 
Route 2 Highlands, Route 3 Third Avenue and Route 7 7th-11th Avenue were also late on half or 
more of their trips. Route 1 Tamarack and Route 4 Slaterville had the lowest percentages of late 
trips, and were the only two routes that had more than 50% of their trips arrive on time or early. 
While peak times were the most problematic, delays compounded and had an impact 
throughout the day. 
 
In addition to quantitative observations of schedule adherence, staff noted potential delays and 
challenges with the help of local operators. Some key points include: 
  

 Several routes can be delayed waiting for gaps in traffic  
o Route 1 Tamarack turning left from Kootenay Street onto Victoria Street 
o Route 2 Highlands, Route 5 College and Route 14 14th Avenue crossing 14th 

Street on 1st Street 

 Routing variants are not always reflected in running time 
o No change for Route 5 College trips to the hospital 
o No change for Route 1 Tamarack variants 

 8:30 AM trip covers extra distance with less allotted running time 

 Spacing of bus stops is very close throughout the system 
 
On-time performance issues such as the ones detailed here decrease a transit system’s overall 
reliability. Reliability is essential to the success of any transit service, as poor on-time 
performance not only delays passengers today, it reduces the likelihood of maintaining or 
increasing ridership in the future. Indeed, these challenges may help explain the consistent 
decline in transit ridership in Cranbrook over the past six years. Below is a summary of the 
impacts of unreliable transit service: 
 

 To customers, unreliable service affects their perception of service quality, the 

attractiveness of transit compared to other mode choices, the perception of value for 

money and their willingness to use the service or recommend it to others. 

 To the system’s transit operators, the impact of poor on-time performance usually 

manifests itself in increased customer confrontation, lack of time to provide good 

customer service, greater risk of speeding and higher staff turnover due to poor morale. 

 To local transit agencies this translates to loss of ridership and decreased revenues 

resulting in higher costs to provide additional service to compensate for unreliable 

service operations. 

The best strategy to deal with on-time performance issues is to ensure that trip running times 
reflect actual operating conditions (schedule times reflect expected delays) and that sufficient 
recovery time is provided as a contingency buffer at the end of trips to correct to the scheduled 
next departure in the event of an unforeseen delay. 
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3.0 Service Change Options 
 
This section summarizes the work recently completed on the Cranbrook Transit System and 
service changes to consider for the future. These service changes are split into four different 
groups by their possible implementation timelines: immediate term, short term, medium term 
and long term. 
 

3.1 Work Completed 

Address On-Time Performance Issues 
 
In the interest of improving service reliability for passengers, BC Transit staff worked with the 
local operating company to develop a new schedule that could resolve the running time issues 
identified above. To allow for a quick implementation, staff aimed to resolve the issues by 
reallocating the existing budget. The proposed schedules included the following components: 

 

 Alternating 15-minute cycles with 20-minute cycles (“drop-back” cycle times) 
o Adds five minutes of recovery every two trips 
o Maintains clock face headways 

 Introduced system-wide 10-minute recovery period after morning peak time and before 
evening peak time 

 Maintained service at key travel times, such as before school bell times 
o Adjusted vehicle blocking to make largest vehicles available for busiest trips 

 
The proposed schedules added recovery time to allow for more on-time departures. In order to 
account for this additional time being added into recovery, the proposed schedules also 
removed eight trips per day across the system to remain cost-neutral. 
 
After considerable discussion and revision, BC Transit and the local operating company came to 
the conclusion that simply reallocating the existing service hours could not adequately resolve 
the issues identified. Because any improvements required corresponding reductions, it was 
impossible to be confident of a net positive outcome for passengers. Both parties agreed that a 
more comprehensive plan was necessary to resolve the variety of challenges facing the 
Cranbrook Transit System.        
 

3.2 Immediate Term (within the next year) 

Address On-Time Performance Issues 
 
The difficulty of improving the schedule without additional resources points to the need for 
greater investment. Cranbrook has not had a service expansion since 2006, when the U-Pass 
was introduced. Since then, the system has seen several changes made through reallocation, 
including the introduction of Route 4 Slaterville in 2011. Given the city’s growth over this period, 
a comprehensive public outreach process would be a useful exercise to help inform the future of 
Cranbrook Transit. 
 
Options that should be considered to address the on-time performance issues are: 
 

 Approve expansion service hours to support scheduling improvements 
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o Approve 3-year service expansion plan (TIPs) 

 Conduct public outreach to support scheduling improvements 
 
It is recommended that Cranbrook address its on-time performance issues through expansion. 
However, if no additional resources are available, the schedule could be adjusted by removing 
low-performing trips. The hours saved by these reductions could then be added in to recovery 
time on trips with higher ridership. 
 
Any significant service reductions should be accompanied by public engagement. Options that 
could be considered for reallocation include: 

 Eliminate Sunday service 

 Eliminate Friday evening service 

 Run the hybrid Route 20 7th-3rd Avenue on Saturdays as well as Sundays 
 

Bus Stop & Timing Point Optimization 
 
BC Transit and local staff noted the high concentration of bus stops in Cranbrook. Dense 
placement of stops can increase running time issues as buses can be required to stop and start 
more frequently during a trip. BC Transit’s publicly available infrastructure design guidelines 
recommend stops placed no closer than 250 metres on local routes, and no closer than 300 
metres on frequent routes. Eliminating stops that are closer than this minimum will help address 
running time issues and make transit service more reliable. 
 
The timing points for transit routes in Cranbrook are also very closely spaced. A review of timing 
points could clarify routes and make service more reliable. Most Cranbrook routes are 
scheduled as 15-minute round trips, with as many as 7 timing points on each round trip. The 
resulting trip segments can be as short as 1 or 2 minutes. While this theoretically allows 
passengers to develop a more accurate understanding of a route, the results are impractical. A 
difference in time pieces can amount to 1 or 2 minutes. That can make it more difficult for a 
driver to know if they are on time, for a passenger to know if a bus has arrived or not, and for a 
scheduler to assess schedule adherence. Those challenges are separate from the service 
reliability issues that have already been noted, but they can only increase the resulting 
frustration. 
 
Options that should be considered to address these issues are: 

 

 Conduct a bus stop audit and optimization 

 Conduct new route timings to reduce timing points 
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3.3  Short Term (1-3 Years) 

Route 14 Adjustments 
 
Public feedback has 
indicated that the 
current residential 
loop at the end of 
Route 14 14th Avenue 
is problematic for 
local residents. 
Because of the road 
network in the area, 
there are no safe 
routing alternatives 
that would not pass 
through a residential 
area. However, a 
small infrastructure 
investment from the 
city could establish a 
safe turnaround for 
buses at the end of 14 
Avenue.   
 
Staff have also 
received a re-routing 
proposal for Route 14 
that would allow it to 
serve Kootenay 
Orchard School via 17 

Street and 16 Avenue 
on its return to the 
downtown exchange, as depicted below. This change would introduce service to a new 
residential area while removing it from one direction on 14 Avenue and completely from a small 
portion of 10 Street. The concept is shown in the map above. 
 
An additional consideration for this change is the presence of political boundaries. 17 Street 
forms a part of the boundary between the City of Cranbrook and Electoral Area C of the 
Regional District of East Kootenay (RDEK). Operating transit on this boundary could require 
cooperation between the jurisdictions, as RDEK is not currently included in Cranbrook’s transit 
operating agreement.  
 
Options to proceed on these adjustments to Route 14 14th Avenue include: 

 

 Invest in necessary infrastructure to establish a safe turnaround on 14 Avenue 

 Conduct public outreach to understand appetite for route extension concept and: 
o Approve additional service hours to fund the route extension, or 
o Use public outreach to identify resources that can be reallocated 
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Optimize Service to Southwest Neighbourhoods 
 
Route 3 Third Avenue and Route 7 7th-11th Avenue both serve southwest Cranbrook with some 
routing overlaps. On Sundays, these two routes do not run and are instead replaced by the 
hybrid Route 20 7th-3rd Avenue. For the sake of making transit service more consistent and 
understandable for the public, it may be useful to investigate opportunities to streamline the 
transit service in this area. A more efficient service design may result in savings that could be 
reinvested elsewhere.  
 
Options to pursue optimization of service on these three routes are: 

 Direct BC Transit to develop alternative service design concepts for the area 
o Gather public feedback to guide implementation 

 

Evening Service 
 
Cranbrook Transit currently operates 10 additional trips on Friday evenings, extending the 
service span from around 6 PM to 9 PM on some routes. Extending service on other weekday 
evenings could have numerous benefits for passengers:  

 

 Provide transportation for workers with shifts outside the current service span 

 Increase flexibility for regular commuters 

 Provide safe transportation to and from evening events  

 Make schedules more intuitive for passengers  
 
To proceed with increased evening service, the City of Cranbrook should: 

 

 Approve expansion service hours to support evening expansion 
o Approve 3-year service expansion plan (TIPs) 

 Conduct public outreach to understand the appetite for increased evening service 
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3.4  Medium Term (3-5 Years) 

Slaterville – Industrial Road 1 
 
Several possible changes to Route 4 Slaterville 
have been discussed in the development of this 
report. One suggestion is to adjust the route to 
include Industrial Road 1, as shown to the right. 
 
This change would essentially re-establish the 
original routing of Route 4 Slaterville; the segment 
on Industrial Road 1 was removed in 2014. Since 
that change, a new business has moved into the 
area with plans to employ up to 200 people. 
Reintroducing transit to this area could provide a 
useful commuting option for those employees and 
increase ridership. 
 
However, part of the reason for removing this 
portion of the route in 2014 was to reduce its 
running time and thereby enable a cost-neutral 
increase in the number of daily trips on the route. 
With the previous routing, Route 4 ran three times 
per weekday; since the 2014 changes, Route 4 
runs five times per weekday. Without a service 
expansion or public engagement, it would be 
challenging to provide a convenient service for 
commuters to Industrial Road 1. 
 
Options to expand Route 4 Slaterville to serve 
Industrial Road 1 include: 

 Identify the initiative as a priority in the 3-
year expansion plan (TIPs) 

 Approve expansion service hours to support the increased running time 

 Conduct public engagement to gauge interest in modifications 

3.5  Long Term (5-10 Years) 

Slaterville – Industrial Road F 
 
It has also been suggested that Route 4 Slaterville be extended to the east of Industrial Road 2 
to serve a light industrial area with several small businesses. Although at least one business 
has expressed interest in being connected to transit, the low density of development in the area 
indicates low potential ridership. As it is a longer extension than the previous suggested change, 
the limitations of scheduling and frequency would be magnified. This extension could not be 
made without significant reductions in service elsewhere in the system or a service expansion.  
 
However, if the city wished to consider serving this area, it could open up some interesting 
possibilities for system design. An extension to Industrial Road F would bring the route 
tantalizingly close to Cranbrook Supercentre, a major transit trip generator. 
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Route 1 Tamarack is currently the only route that serves Cranbrook Supercentre, terminating its 
outbound trips at the Wal-Mart stop. Extending Route 4 Slaterville to terminate its outbound trip 
there as well would have a number of benefits for transit users across the system: 
 

 Creating a new transfer point outside of downtown 

 Making Route 4 more bidirectional, with large destinations at both terminuses 

 Increasing the utility of Route 4 for local residents 

 Adding a connection between Supercentre and downtown 
 

 
 
A service change of this magnitude would require funding for an expansion and should include 
public engagement prior to implementation.  
 
Options to extend Route 4 Slaterville to Cranbrook Supercentre include: 

 Identify the initiative as a priority in the 3-year expansion plan (TIPs) 

 Conduct public engagement to help determine route design 

 Approve expansion service hours 
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Regional Connections 
 
As a regional centre, Cranbrook may wish to consider transit options to enhance connections to 
the surrounding communities in the RDEK. Existing connections include:  

 

 Kimberley: commuter service, daily 

 Columbia Valley: Health Connections service, twice weekly 

 Elk Valley: Health Connections service, twice weekly 

 Creston Valley: Health Connections service, twice weekly  
 
Demand for interregional transit is growing across British Columbia as the population ages and 
services continue to centralize. While none of the above services are funded directly by 
Cranbrook, they could provide operational guidance for future regional initiatives.  
    
Cranbrook could also pursue new regional connections. For example, there is currently no 
transit connection between Cranbrook and the main airport for the region, located about 15 
kilometres north of the city. Public comments to BC Transit have also indicated some interest in 
expanding transit service along Gold Creek Road, which reaches into RDEK Electoral Area C to 
the southeast of Cranbrook. 
 
Any expansions outside city boundaries would require collaboration between the City of 
Cranbrook, the RDEK and other political bodies as necessary. 
 

3.6  Summary 
 

 
 
 
 
 
 

Service Change Option Implementation Timeline Resource Implications 

Bus Stop & Timing Point Optimization Within 1 year No additional resources 

Route 14 14th Avenue routing changes 1-3 years 250-500 Service Hours 

Weekday evening service increase 1-3 years 600-800 Service Hours 

Redesign service to southwest Cranbrook 1-3 years No additional resources 

Add Industrial Road 1 to Route 4 Slaterville 3-5 years 100-200 Service Hours 

Increase regional connections 5-10 years TBD 

Connect Route 4 Slaterville to Supercentre 5-10 years TBD 
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4.0  Custom Transit 
 

Cranbrook handyDART 

Registration Costs None 

Fares $3 one way 

Service Span 8 AM – 5 PM, Monday-Friday 

Service Area City of Cranbrook  

Annual Service Hours 3,611 

Vehicles 3 

Total Annual Rides 7,371 

Rides/Hour 2.0 

 
In addition to its conventional transit system, Cranbrook offers custom handyDART service that 
provides door-to-door, accessible transit for people unable to access the conventional system. 
Passengers are required to register for free, after which they may book both subscription and 
one-time trips. Fares are paid per one-way trip. If passengers require an attendant to travel, 
there is no additional charge. handyDART registrants are also eligible to receive Taxi Savers or 
Taxi Supplements to enable them to travel if handyDART vehicles are unavailable. 
 
BC Transit regularly collects data from the local operating company for handyDART to monitor 
the service. The most recent review of these data pointed to the following key challenges.     
 
High Number of Subscription Trips 
Custom transit passengers may book recurring subscription trips or one-off reservation trips. In 
recent years, Cranbrook has seen its percentage of subscription trips increase dramatically. 
While subscription trips are an important part of custom transit service, having a large majority 
of available service hours dedicated to these trips is problematic. With so little flexibility in the 
schedule, customers are unable to travel spontaneously, or perhaps at all. The Canadian Urban 
Transit Assocation (CUTA) recommends that custom transit services be divided as evenly as 
possible between subscription and reservation trips. 
 
Increasing Number of Unmet Trips 
Cranbrook handyDART has also seen a rising number of unmet trips. This increase, coupled 
with high subscription rates suggests that handyDART has become a de facto subscription-only 
service with Taxi Savers being used for one-off trips. 
 
Potential Solutions 
Cranbrook should consider the following options to help address these issues: 
 
Cease accepting additional subscription trips: It is strongly recommended that Cranbrook 
custom transit cease to accept any additional subscription trips in order to allow opportunity for 
flexible trip options.  
  
Pursue funding partnerships: A portion of these subscription trips serve regular day programs. 
One way to address the issue of over-subscription would be exploring opportunities for funding 
partnerships with the providers of such programs.  
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Expand service hours: With a rising number of unmet trips, the increased need for custom 
transit service in the community is clear. Given the extremely high rate of subscription trips, 
there is likely a significant demand for day programs and health trips at peak times. BC Transit 
staff recommend an additional 1,000 annual service hours in order to augment peak service.  
 
Improve vehicle allocation: At certain times of the day, the local operating company uses a 
handyDART vehicle to operate the conventional transit system. Reserving this vehicle 
exclusively for custom transit could help to substantially reduce the number of unmet trips, 
especially in combination with an increase in annual service hours. 
 
Introduce Custom Registration: The Custom Registration program scheduled for Cranbrook in 
2019/20 will help match riders’ needs with the accessible transit modes available and maintain 
the health of the system for eligible users. The Registration Program includes an in-person 
mobility assessment with registered occupational therapists to help inform the applicant about 
the different types of transit services available, determine which one(s) would best suit their 
needs and abilities, and assess mobility aids for safety.  
 
BC Transit will continue to work with the local operating company to assess local trends and 
plan for the future of the custom transit system.  
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5.0 Next Steps 
 
BC Transit recommends that the City of Cranbrook receive this report as information. If the City 
should wish to proceed with any of the service change options presented in this document, BC 
Transit recommends a comprehensive service review process including public engagement. In 
order to initiate such a process, Council should pass a resolution requesting that BC Transit 
develop a public engagement plan to be implemented in 2019. 
 
This report recommends that any service changes include an expansion. Transit service 
expansions are managed through BC Transit’s Transit Improvement Program (TIPs). TIPs are 
budgeted on a rolling 3-year basis, with the local government reviewing and approving items 
annually. 
 
A potential timeline for a service review process could be: 
 

Date Deliverable 

July 2018 Receive Service Discussion Document as information 

Fall 2018 Develop public engagement program & materials 

Spring 2019 Deliver public engagement program 

Summer 2019 Present report & recommendations 
Update TIPs expansion items as necessary 

September 2020 Service Implementation 

Fall 2020 Monitor transit service changes and make adjustments as 
necesssary 

 
 

 
 
  


