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This report provides data for the first six months of fiscal year 2023 

(FY23), from July 1 through December 31, 2022. While we still have 

work to do to provide the consistent, high-quality service that the 

region deserves, I®m pleased to share that we®ve made significant 

progress on two of the most important performance measures: 

customer satisfaction and ridership.

Thanks to a tremendous amount of customer input and a sense of 

urgency among our entire team of committed Board Members and 

staff, Metrorail customer satisfaction jumped from 69 percent at the 

end of June to 79 percent in December, driven by an increase in 

train capacity of 35 percent to accommodate returning customers. 

Since we began a new phase of our return to service plan for our 

7000-series railcars, we have more frequent and safe service, with 

Red, Blue, Orange and Silver Line trains now operating 20 percent 

more often than just a few months ago. Metrobus customer 

satisfaction rose six points to 75 percent thanks to shorter wait times, 

better reliability, and improved cleanliness. 

Higher customer satisfaction is leading to higher ridership. Ridership 

has increased by 33 percent this year compared to this time last 

year. Between July and December 2022, we carried over 91 million 

trips, connecting riders to schools, jobs, fellowship, entertainment, 

and airports, taking them to new adventures. Through the mobility 

we provide, we help connect the region, drive growth, improve 

safety, and reach our climate change goals.

This holiday season, Metro further demonstrated our value to the 

region by giving back to the communities we serve. Here are several 

of the events organized by our team to provide food, clothing, and 

gifts to community members:

Å Metro Transit Police Department (MTPD) Officers provided a 

Thanksgiving Day meal to over 200 people at Anacostia Station.

Å MTPD provided a special dinner at a local shelter where 30 

families received holiday gifts and necessities and took the holiday 

bus to Amidon-Bowen Elementary, where over 200 children 

experienced joy and hot cocoa thanks to Starbucks at Capital 

Plaza.

Å MTPD and Rail and Bus Operations teamed up with Mission BBQ-

Greenbelt, Amtrak Police Department, and H3 Project DC to 

provide over 100 people with hot meals and cold weather clothing 

at a Union Station event.

Å Metro transported thousands of customers participating in 

Wreaths Across America to honor and remember our American 

heroes laid to rest at Arlington National Cemetery.
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Å Metro employees raised about $5,000 in cash donations, holiday 

gifts for children, and daily necessities for those in need. This 

support was distributed to over 500 people who attended six 

holiday-decorated bus events between December 19-23. 

Å As part of our fifth annual food drive, Metro staff and customers 

raised $14,390 and donated 4,110 pounds of food to the Capital 

Area Food Bank, enough for 32,205 meals to families facing food 

insecurities in our region. 

In December, we shared with the public our draft strategic plan: 

#YourMetro, The Way Forward. This plan will provide a long-term 

strategy and direct Metro®s day-to-day decision-making over the next 

five plus years. The draft plan has four goals to support our vision of 

being the region®s trusted way to move more people safely and 

sustainably: service excellence, regional opportunity and partnership, 

sustainability, and talented teams. Each of these goals is supported by 

objectives, and progress will be tracked through key performance 

metrics ²many of which are already included in this report. The final 

plan will be announced this spring. In the meantime, we®ve already 

started implementing improvements in the areas we know are 

important, and I®m pleased to include updates here on our progress. 

Addressing fare evasion

Fare evasion is a major issue. During the first six months of FY23, we 

estimate that about 13 percent of Metrorail customers and 30-51 

percent of Metrobus customers did not pay their fare. The fare evasion 

citation program began by MTPD on November 1, 2022, has been 

having an impact. We estimate that targeted enforcement has resulted 

in about 7,500 fewer instances of fare evasion. Less than two percent 

of MTPD engagements on fare evasion result in citation or arrest; in 

most cases, customer self-correct or leave the station.

In addition, to mitigate the behaviors that have become commonplace, 

we®ve installed a prototype faregate at Fort Totten Station to test two 

new features: saloon door gates (instead of the current paddles) and 

clear arches on top of faregate cabinets. Both test features are 

designed to mitigate jumping the faregates, the most common form of 

fare evasion. We®ll seek feedback from our staff and customers and 

continue refining concepts leading to the possible selection and 

deployment of a retrofit solution system-wide starting in 2023.

Enhancing real -time customer communications

The majority of our customers rely on real-time information to plan their 

trips. Metro provided real-time data for over 93 percent of our 

scheduled bus trips this fiscal year. In mid-December we completed 

adjustments to our real-time busETAwebsite to eliminate ¯ghost 

buses° by only showing information for buses that are verifiably in 

service. Staff are working on additional upgrades to show departure 

times at terminal stations rather than the arrival time of the preceding 

trip, and customers are proactively notified of cancelled trips.
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On Metrorail, we added estimated crowding info in the 21 stations 

with our newest Next Train signs. Shown next to car length, this info 

is based on previous trends at each stop and helps you determine if 

you may get a seat or need to spread out. Thanks to our addition of 

more 8-car trains with over 30 7000-series trains running every day, 

as well as the additional train trips we®ve added, crowding generally 

remains low on Metrorail, with less than one percent of passenger 

time on average spent in railcars with over 100 passengers.

Expanding the system to connect customers to the region®s 

transportation network

On November 15, 2022, we opened six new stations on the Silver 

Line. During the first six weeks of service, over 330,000 customers 

entered or exited these new stations, 40 percent of which were new 

trips. We have an active marketing campaign with commercials, 

mailers, and print advertisement to raise awareness and ridership.

We continue to work with our jurisdictional partners to implement 

improvements at existing stations that make it easier and more 

comfortable for our customers to make transportation connections. 

This fall, improvements at Ballston Station were completed that 

extended the public plaza for pedestrians, implemented dedicated 

bus bays for faster entry and exit of buses, upgraded bus shelters, 

and added new signage and lighting.

Working with public and private sector partners to build housing and 

commercial property near Metro stations is another way that we 

expand ridership and connect communities. This fall, we had a 

ground breaking ceremony on a joint development project to build 

574 new homes at Grosvenor in Montgomery County.

May 2023 will be a big month for Metro. We will open Potomac Yard, 

our 98th station, and re-open the Yellow Line. We look forward to 

providing new rail service to this rapidly growing area that includes a 

new development with a mix of retail, residential and commercial 

property, and the new Virginia Tech Innovation Campus. 

Delivering more frequent service 

I®m proud that despite the difficulty all transit agencies in the United 

States are facing to recruit and retain operators, we®ve been able to 

successfully onboard hundreds of staff and minimize service 

disruptions due to operator availability. The region relies on us to 

provide our service as scheduled, and during the first six months of 

the fiscal year we missed 3.5 percent of rail service and 1.6 percent 

of bus service. In comparison, some of our peer agencies are missing 

15-25 percent of bus or rail trips. Bus missed trips have continued to 

fall since October as we®ve been able to train and graduate 100 

operators. We will need to continue this pace over the next six to 18 

months as we look to continue to improve frequencies on both rail 

and bus.



On December 5, 2022, we improved frequencies on the Red Line to every eight minutes during the rush hour 

periods of 6-9 am and 3-7 pm. Gradual service improvements are anticipated this winter and into the spring, 

as we work with the Washington Metropolitan Safety Commission to execute Phase 3 of our Return to Service 

plan and add more 7000-series trains.

On December 11, 2022, we rolled out Metrobus improvements to 29 routes that ranged from adjusting 

running times to improve reliability, adding frequency, extending routes and adding stops, to extending hours 

of service. Between these improvements, the Better Bus Network Redesign, and ongoing bus priority projects, 

we hope to raise bus on-time performance above the current level of 76.5 percent, which is below our target 

of 78 percent.

Keeping our employees and customers safe

While the crime rate remains below the average we®ve seen over the past two fiscal years, it has been rising 

slightly over the past six months. Unfortunately, Metro is not immune to societal ills, including the increase in 

gun violence. On February 1, 2023, Metro lost a heroic employee, Robert Cunningham, who intervened on 

behalf of a customer at Potomac Avenue Station and was a victim of senseless gun violence. The fact that we 

have more officers deployed in our system allows us to quickly respond, and the hiring of crisis intervention 

professionals, along with enhanced video surveillance, helps to improve system safety for all of us. However, 

these senseless acts must be addressed together by our leaders and community.

Upgrading the system to improve reliability and safety 

As Metrorail turns 47, our investments in replacing dated equipment to increase safety and reliability are as 

important as ever. Water leaks in Metrorail tunnels increase the risk of arcing incidents that can lead to fires 

and disrupt service. This quarter we®ve been conducting work overnight and on weekends on the Red Line to 

reduce water infiltration. The curtain grouting process requires drilling several holes in the tunnel concrete 

lining at regular spacing along the tunnel alignment and injecting a special grout material that will spread 

outside the tunnel lining and reduce water entering. We are currently conducting this work between Silver 

Spring and Forest Glen stations and will move between Tenleytown-AU and Friendship Heights stations later 

this year.

We are honored to service this community and thank you for your continued support. We®ll see you on your 

next ride!
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ABOUT THIS REPORT
The Washington Metropolitan Area Transit Authority's (Metro) Performance Report highlights Metro®s 

fiscal-year-to-date performance on a suite of measures that look retrospectively at how well the agency is 

delivering its mission to provide safe, equitable, reliable, and cost-effective public transit. These measures 

follow industry standard and align to the safety performance measures established in the Federal Transit 

Administration®s National Public Transportation Safety Plan. Metro updates performance targets for its 

measures annually, reflecting the priorities, investments, and improvements anticipated for the coming 

year. The report communicates performance results relative to these targets, shows performance trends 

over the prior two years, and identifies actions that staff are taking to continuously improve.

Colored indicators throughout the report show each measure®s FY results against target:

¸Target met   ¸Target at risk ¸Target missed

ABOUT METRO
Metro is one of the largest transit organizations in the United States. Formed in 1967 under an interstate 

compact among the District of Columbia, the State of Maryland, and the Commonwealth of Virginia, the 

Metro service area is approximately 1,500 square miles, with a population of approximately four million 

people. Metro provides three core transit functions: Metrorail, Metrobus, and MetroAccess paratransit. 

Across all three modes, Metro currently carries about 540,000 passenger trips on an average weekday. 
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