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1 RELIABILITY

Luas measures reliability in terms of the percentage of timetabled kilometres delivered. The chart below shows
the reliability in the reporting periods comprising Q1 of 2015 and the same information for the preceding year.
The table below gives the average reliability by line for the Q1 of 2015.

Red Line Green Line Overall
Average for Q1 98.95% 99.27% 99.08%
Average year to date 98.95% 99.27% 99.08%
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Note that the Luas Operator pays RPA a financial penalty for every kilometre not delivered.
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2 PUNCTUALITY

Luas measures punctuality in terms of the total number of minutes lost due to delays. The chart below shows
the reliability in the reporting periods comprising Q1 of 2015 and the same information for the preceding year.
The table below gives the average number of minutes lost due to delays per period by line for Q1 of 2015.

Red Line Green Line Overall
Average for Q1 2507 minutes 782 minutes 3289 minutes
Average year to date 2507 minutes 782 minutes 3289 minutes
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Note that the Luas Operator pays RPA a financial penalty for minute of delay.

Under the new Operating Contract, service reliability is measured by means of excess waiting time (EWT). The
EWT Deduction for each Reporting period shall only apply when a modification to the Control Systems, which
shall record the time that every Light Rail Vehicle in passenger service arrives at the exit loop at each stop, has
been implemented.
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3 COMMENTS AND COMPLAINTS

The table and chart below shows the number of comments and complaints received in Q1 by the Luas call
centre. It also shows the categories that these comments and complaints are divided into.

This equates to 145 comments or complaints per 100,000 passenger journeys.

Comments/ Ack led L d
Enquiries/Complaints cknowledge €apcard, HR Enquiries,
ents/spam, 6.87%
HR Enquiries 9 Total refundénents/ op ° 0.38%
issued, 0.97%—4.08%
SFN Appeal and Enquiries | 2249 0
- Complaints (
Commendation 37 complaints
— Commendatio
Lost property Enquiries 932 o
table), 9.66% 0.36%
Taxsaver Enquiries 563 Suggestions,
P&R query 883 0.22%
General Enquiries 906 Services Lost property
Fares 1208 (route, Enquiries,
Services 1285 tl.metable, 9.00%
journey
Suggestions 23 planner),
Total Complaints 1001 12.40% Taxsaver
Total refunds issued 100 Enquiries,
Acknowledgments/spam 423 Fares, 11.66% 5.43%
Leapcard 712 8.74%
. (]
Total 10361
The table and chart below shows the breakdown of complaints.
Comments/ )
Enquiries/Complaints Clamping Overcrowding, Anti Social
Antisocial behaviour 157 ,1.60% 3.00% Behaviour,
; 15.689
Disruption to services 289 Park an leanliness %
_ Problem Gener
Staff behaviour 73
Pay by Bay
Luas website/App 13 machine
Noise 10 Problem,
Alleged Personal Injury 15 9.39%
T & Validator
roblem
proble Problem,
Validator problem 11 1.10%
Pay by Bay problem 94
P&R problem (general) 13
Clamping 7
Overcrowding 16 TVM problem
Cleanliness stop 30 Alleged; g 68% Staff
Personal Behaviour,
Other 86 Injury, 1.50% Noise, 1.00% 7.29%
Total 1001
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4 CLEANLINESS

Cleanliness audits are performed every 4 weeks (once per period) in all areas. The average scores for Q1 are
as follows:

Stops Trams
Average for Q1 99.55% 98.42%
Average year to date 99.55% 98.42%

5 PASSENGER INFORMATION

The availability of passenger information at stops and on board trams for Q1 is as follows:

Stops Trams
Average for Q1 99.69% 99.78%
Average year to date 99.69% 99.78%
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