


MISSION STATEMENT 

The Niagara Frontier Transportation Authority is a multimodal entity encompassing a 
skilled and dedicated workforce.  We are firmly committed to providing safe, efficient, 
professional and sustainable transportation services that enhance the quality of life in the 
Buffalo Niagara region in a manner consistent with the needs of our customers.   
 
Aviation:  serves as a catalyst for economic growth by maintaining cost effective, customer 
oriented, efficient airports to attract and retain comprehensive and competitive air 
transportation services.   
 
Surface:  enhance the quality of life of residents and visitors by providing the highest level 
of safe, clean, affordable, responsive, and reliable transportation through a coordinated and 
convenient bus and rail system.   
 
Property:  manage and develop the NFTA-owned real property to optimize the generation 
of self-supporting discretionary revenue to support our transportation businesses while 
fostering economic growth.   
 
Support services:  proactively provide high quality, coordinated, innovative, 
technological, cost-effective support service solutions for our internal and external 
stakeholders. 
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SURFACE TRANSPORTATION 

DESCRIPTION 

The Surface Transportation Business Unit is responsible for all ground-
based transportation services operated and provided by NFTA.  Such 
services include fixed-route bus and rail routes, paratransit and other 
non-traditional transit services, and intercity bus terminals in Buffalo 
and Niagara Falls.  Surface Transportation units include Metro (fixed-
route bus and rail), Marketing, Service Planning, Special Services 
(paratransit PAL), Transportation Centers (bus terminals and Central 
Services), and Customer Service. 

The mission of the Surface Transportation Business Unit is to enhance 
the quality of life of residents and visitors by providing the highest level 
of safe, clean, affordable, responsive and reliable transportation through 
a coordinated and convenient bus and rail system.  Our vision is to 
support the effective coordination and partnership with public and 
private entities in continuously improving transportation services to 
promote regional growth.  The range of mobility services we will 
provide includes traditional bus and rail lines, circulator routes, 
employer shuttles, paratransit, bicycle programs and pedestrian 
enhancements.  Our goal is to achieve a reputation as the best transit 
system in the United States. 

1.0 METRO 

Metro provides comprehensive fixed-route urban and suburban public 
transportation services within the Erie and Niagara county service area.  
Metro’s 299 fixed-route big buses, 77 Paratransit PAL vans and 27 rail 
cars operate up to 21 hours per day, seven days per week, to serve 
residents of the Buffalo-Niagara Metropolitan Area.  There are 53 bus 
routes on which Metro operates nearly 8.6 million annual bus miles, and 
one rail route on which 819,665 annual car miles are operated.  Each 
weekday, Metro carries approximately 50,000 passengers on buses and 
trains.  In FYE 23, 14.3 million customers used Metro. 

Metro consists of two operating divisions, Bus and Rail.  Metro Bus 
consists of three operating locations and two units including Bus 

Transportation Service and Bus Maintenance.  Metro Rail encompasses 
one operating location and two units including Rail Transportation 
Service and Rail Maintenance.  In addition, the Transportation Support 
department is included within Metro.  There are 1,169 budgeted 
positions in these units. 

It is the primary responsibility of each operating location to provide 
service to the public as scheduled.  This involves managing a properly 
trained workforce of transportation and maintenance professionals of an 
adequate, cost-effective size; monitoring and enhancing the quality of 
service; and adjusting service as required to accommodate service 
needs. 

The Transportation Service Departments in the Bus and Rail divisions 
are responsible for supervising transit service and control center 
operations.  Their functions include the continuous monitoring of 
service delivery with corrective action when problems occur, 
responding to emergencies, providing service to special events, 
coordinating transit service with construction projects, and 
communicating with operators and maintenance personnel. 

Major Bus Maintenance activities are performed at the Cold Spring 
Shop.  Such activities include major component change-out, bodywork, 
painting, engine and transmission rebuilding, parts reconditioning and 
structural repairs, radio maintenance and farebox maintenance.  Shop 
employees also maintain the bus garage facilities, bus stop signs and bus 
loops. 

Maintenance of the rail physical infrastructure is the responsibility of 
Metro Rail Maintenance.  Among the physical plant elements that 
require a high level of ongoing maintenance are the track, 
communications systems, fare collection system, ventilation system, 
train control system, the electrical distribution system, and the stations 
and tunnels. 

The Transportation Support Department is responsible for new operator 
training, oversight of the bus communications system, and the issuance 
of system operating notices. 
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2.0 SERVICE PLANNING 

The Service Planning function ensures that convenient, cost-effective 
transit services are available to meet the mobility needs of the public.  
This is accomplished through a complex and dynamic process involving 
continuous measurement and estimation of ridership demand, followed 
by the development of convenient, cost-effective operating schedules to 
meet that demand.  Service Planning reports and evaluates Metro 
ridership/route performance statistics. 

3.0 SPECIAL SERVICES 

Metro’s Special Services unit is responsible for the overall direction of 
complementary paratransit service (PAL), as required by the Americans 
with Disabilities Act (ADA).  PAL serves individuals who are unable to 
use Metro’s regular, fully accessible fixed route bus and rail system.  In 
addition, this unit is responsible for managing MetroLink and non-
traditional transportation services, such as airport shuttles, college 
circulators, vanpools and, employer shuttles, provided by Metro either 
directly or through agreements with private providers and/or outside 
agencies and Metro’s reduced fare program which allows services and 
people with disabilities to ride at a reduced rate. 

4.0 TRANSPORTATION CENTERS 

The Transportation Centers unit maintains the Metropolitan 
Transportation Center including NFTA corporate offices located at 181 
Ellicott Street in Buffalo, the Transportation Centers in Niagara Falls, 
the Operations Control Center and Transit Police Headquarters.  This 
department provides building maintenance and janitorial services to 
present a clean, comfortable and safe environment for NFTA employees 
and the traveling public.  This unit also monitors and performs services 
for the tenants of various facilities. 

5.0 CUSTOMER CARE 

The Customer Care department is responsible for providing the public 
with quality bus and rail information.  This is achieved through the 
operation of a customized automated telephone information system 
(IVR) along with an automated trip planner (ATIS) that is accessible to 

the public via the NFTA website.  The Customer Care department 
processes nearly 47,994 calls annually.  Currently, the automated trip 
planner is utilized by agents and customers in planning more than 
12,586 trips per month, and the automated system provided information 
to riders over 151,032 times in 2022/23.  Along with being responsible 
for resolving customer complaints and providing trip information, the 
department also administers the Emergency Ride Home Program. 
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KEY PERFORMANCE INDICATORS 

  

 FYE 23 
Actual 

FYE 24 
Goal 

FYE 24 
Current 
Estimate 

FYE 25 
Goal 

Financial 

Total Passengers 14.55MM 15.00M 15.40MM 16.00MM 

Passenger Fares $24.41MM $25.0MM $24.80MM $24.80MM 

Farebox Recovery 

Fixed 19.20% 17.00% 16.50% 16.50% 

Paratransit 5.60% 6.00% 5.00% 5.00% 

Rail 10.20% 9.00% 9.00% 9.00% 

Cost per Revenue Hour 

Fixed $168.35 $185.49 $185.31 $185.31 

Paratransit $102.67 $115.57 $112.07 $112.07 

Rail $422.17 $422.11 $457.71 $457.71 

Rail Fare Evasion  0.36% 1.00% 1.09% 1.09% 

Customer Service 

Complaints 
Received Per 

100K Boardings 
2.60 2.90 2.90 2.90 

Commendations 
Received Per 

100K Boardings 
0.81 1.00 1.00 1.00 

 

 

 

 

 

 FYE 23 
Actual 

FYE 24 
Goal 

FYE 24 
Current 
Estimate 

FYE 25 
Goal 

Productivity 

Attendance Rate      93.6% 93.0% 93.5% 93.5% 

Big Bus Miles 
Between Service 

Interruptions 

9,166 8,900 10,000 9,500 

Small Bus Miles 
Between Service 

Interruptions 

110,446 78,000 46,000 50,000 

Hybrid Bus Miles 
Between Service 

Interruptions 

8,424 7,000 9,500 7,500 

On-Time 
  Performance 

82.6% 82.0% 83.0% 83.0% 

Safety 

 CY 22 
Actual 

CY 23 
Goal 

CY 23 
Current 
Estimate 

CY 23 
Goal 

Recordable  
  Injury Rate 

4.0 5.9 5.5 5.9 

Cases with Days 

  Away Rate 

3.0 3.9 3.9 3.9 

Days Away Rate 156.5 244.1 150.0 244.1 
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KEY POINTS 

 Bailey Avenue Bus Rapid Transit 

 Continue rail station improvements including elevator and escalator 
upgrades. 

 Enhance customer amenities with Real Time Information Next Bus, 
Interactive Voice Response, and Bus Shelters. 

 Advance service and station expansion design/construction and 
funding opportunities involving both DL&W and Amherst-Buffalo 
Corridor. 

 Fare Collection System Replacement Completion 

 Pursue funding for Electric Bus Charging Station Construction and 
Fleet Procurement 

 Citizens Advisory Committee (CAC) ongoing 

 Continue working with COB cars on Main St. project 

 Continue Bus Stop Balancing 

 

PROGRAM AND SERVICE OBJECTIVES 

 Maintain on-time performance and reduce service interruption. 

 Workforce retention and hiring initiatives 

 Customer safety and security campaign 

 Reduce number of recordable accidents and cases with days away. 

 Increase employee attendance rate. 

 Continue to maximize efficiency of paratransit service. 

 Increase MTC & NFITC revenue opportunities with advertising and 
vendor upgrades 

 Continue to improve productivity and cost effectiveness of Metro 
services 
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ENGINEERING, PROPERTY, AND FACILITIES 

DESCRIPTION 

The Department is responsible for the management and administration 
of the Engineering, Property, and Facilities Branch.  The Branch 
includes the Design, Construction, Property, and Facilities 
Management & Maintenance.  The department interacts with other 
support service branches to ensure consistency with the goals and 
objectives of the NFTA Business Centers. 

The Engineering Department consists of the Design and Construction 
Departments.  They provide for the implementation of capital projects 
designated by the Business Centers. 

In addition, the Engineering Branch has responsibility for the 
following departments: 
Facilities Maintenance Department (FMD):  This department provides 
maintenance and repair services for NFTA facilities consistent with 
the goals and objectives of the Business Centers.  The scope of 
maintenance and repair responsibility includes: plumbing, painting, 
electrical, HVAC, etc. authority wide.  The FMD is also responsible 
for the maintenance of approximately 284 bus shelters. 
Property:  This department provides property management, real estate, 
and land planning and development services for the NFTA. 
Facilities:  This department provides management and maintenance 
services for various NFTA facilities -  transportation Centers, 1404 
Main Street, OCC, 485 Cayuga, and 247 Cayuga. 

 

 

 

 

 

 

PROGRAM AND SERVICE OBJECTIVES 

• Provide cost effective project management including 
engineering design, design support, construction monitoring, 
and inspection. 

• Manage the Property Department, including property leases, 
real estate services, and land planning. 

• Manage the Facilities Maintenance Department (FMD) to 
provide maintenance and repair services to NFTA facilities 
consistent with the goals and objectives of the Business 
Centers. 

• Manage the Facilities Department services for the 
transportation centers and various other NFTA facilities to 
provide functional, safe, and clean facilities.  

• Manage the Rail-Facilities Department services for the LRRT 
mall and underground stations to provide functional, safe, and 
clean stations. 

• Implement the NFIA Airport Improvement Program projects. 
 

• Implement the BNIA Airport Improvement Program projects. 
 
• Implement Metro and LRRT Capital Program. 
 
• Implement Property Capital Program. 

 
• Support the NFTA’s 10-year strategic plan.   
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