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TransLink

“We are the first transit 
agency in Canada to be 
fully wired for LTE and 

wireless.”

TRANSLINK: CELEBRATING TWO 
DECADES OF CUSTOMER SERVICE 

 TRANSLINK MANAGES BUSES, 
rapid transit, commuter rail, SeaBus, the 
major road network (approximately 600 
km) and five bridges in Metro Vancou-
ver, and is Metro Vancouver’s regional 
transportation authority. TransLink is 
responsible for regional transit, cycling 
and commuting options as well as Intel-
ligent Transportation System programs 

and services are delivered through our 
operating companies. 

 TransLink is the first North Ameri-
can transportation authority to be re-
sponsible for the planning, financing 
and managing of all public transit in 
addition to major regional roads and 
bridges. The organization is “commit-
ted to creating a transportation system 
for a sustainable region. Each aspect of 
our organization is committed to envi-
ronmentally responsible solutions by 

helping people make smarter transpor-
tation choices. Our environmental and 
emissions policies were developed to 
address the influence we have on the 
region-wide transportation system.” 
TransLink provides an exceptional cus-
tomer experience throughout its entire 
system, and boasts a service that’s “ef-
ficient, safe, reliable and comfortable.”  

 According to the Canada Census, 
transit ridership in Metro Vancouver has 
grown from 14% to 20% in the last 20 
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TransLink

AES is an award-winning consulting firm providing electrical, lighting and technology 
design services for the built environment since 2001. Our focus is simple, we are

DESIGNING A BETTER TOMORROW.

Supporting TransLink in the growth 
of our world-class transit system

years – and TransLink has responded 
by improving infrastructure and opera-
tional efficiency. Along with increased 
ridership, TransLink has been manag-
ing four Expo Line SkyTrain Station up-
grade projects that made significant 
progress in 2017, supporting the local 
economy and improving operational 
capacity. 

 CIO had the opportunity to talk to 
the TransLink team about changes to 
its operations, technological advance-
ments, and improved rider experience, 

and it is clear: TransLink is a leader in 
Canadian transportation with the tran-
sit rider in mind. 

 What milestones were achieved 
by TransLink in 2017 with regards to 
overall strategy and operations?

 TransLink experienced significant 
ridership growth in 2017: more than 400 
million boardings in 2017 (and we an-
ticipate >6% increase when EOY num-
bers are finalized), this is more than our 
385 million in 2016. We also saw transit 

service increases: +17% SkyTrain (all 3 
lines), +7% SeaBus (15-minute service 
every day to 9 p.m.), +5% HandyDART 
trips, and +5% bus, which is 210,000 
new service hours since April 2017, the 
largest single increase since the 2010 
Winter Olympics. 

 How did TransLink improve or 
change practices in customer services 
in order to better service riders/com-
muters/travelers?

 First , we increased use of social me-

“We want people to think 
big as we prepare for 

growth, and put ideas on 
the table for discussion.”

http://www.aesengr.com
http://buzzer.translink.ca/2017/12/year-in-review-an-update-on-the-expo-line-skytrain-station-upgrades/
http://buzzer.translink.ca/2017/12/year-in-review-an-update-on-the-expo-line-skytrain-station-upgrades/
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TransLink

“TransLink’s transit 
service area is 1800 

square kilometres, the 
largest in Canada.”

At Binnie, we’re proud of our 10-year relationship 
with TransLink providing consulting project 
management on projects such as the Skytrain 
Wayfinding Improvements, which help transit users 
better navigate their system.

604.420.1721 | binnie.com

Helping you find your way.

www.cysca.ca  1-844-585-6396

SYSTEM ENGINEERING, SOFTWARE DEVELOPMENT AND ELECTRONIC PRODUCT DESIGN

Let us reduce the risk; Get Cysca Technologies involved!

dia channels and now have 167k Twitter 
followers and 30k Facebook likes. We 
launched and improved transit alerts 
to give customers up-to-the-minute in-
formation about everything from bus, 
train and SeaBus to station access and 
paratransit and now have 25k+ active 
subscribers and also 1.2 million page 
views to our Transit Alert webpage. We 
also started our Custom Transit Service 
Delivery, a comprehensive review of 
how TransLink delivers paratransit ser-
vices, which included consultation with 

stakeholders, and resulted in 19 rec-
ommendations (which were approved 
unanimously by the TransLink Board 
of Directors). Finally, we improved LTE 
and wireless connectivity:  We are the 
first transit agency in Canada to be fully 
wired for LTE and wireless service in all 
tunnels on the rapid transit system.

 Internally, what is the TransLink 
corporate culture and how is that culti-
vated?

 We have a customer first mantra 

that comes from the top. CEO Kev-
in Desmond’s mandate, as set by the 
TransLink Board of Directors, includes 
four items which include “Improve the 
customer experience,” something that 
is embedded in all we do.

 What are the key growth strate-
gies for TransLink in 2018 (as per your 
business plan) and what milestones do 
you expect to reach?

 This year we are advancing three 
megaprojects which include the Broad-

http://www.binnie.com
http://www.cysca.ca
https://www.translink.ca/Schedules-and-Maps/Alerts.aspx
https://www.translink.ca/Plans-and-Projects/Custom-Transit-Service-Review.aspx
https://www.translink.ca/Plans-and-Projects/Rapid-Transit-Projects.aspx
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®

Partnering for Success
Helping TransLink improve the rider experience

way Extension (SkyTrain) and the Sur-
rey Light rail projects, and the Pattullo 
Bridge replacement.

 Do you have any key messages 
for the public around the importance 
of TransLink and the future of public 
transit?

 TransLink is working towards cre-
ating a more livable region. Survey re-
sults show that 92% of Metro Vancou-
ver residents believe TransLink is VERY 
or SOMEWHAT IMPORTANT to the 

quality of life and livability of the Metro 
Vancouver region. 

 Not to mention, TransLink’s transit 
service area is 1800 square kilometres, 
the largest in Canada, and this region 
(Metro Vancouver) is expected to grow 
by 1.2 million over the next 30 years. 
In 2018 we are starting consultation on 
our 30-year plan, and we want people 
to think big as we prepare for growth, 
and put ideas on the table for discus-
sion.

TransLink

financial
advice

François Beaudry
B.Sc., A.V.C., Pl. Fin.

Mutual Fund Representative
Financial Security Advisor

Assante Financial Management Ltd.

Gaétan Deschatelets
B.A.A., A.V.C, Pl. Fin.

Mutual Fund Representative
Financial Security Advisor

Assante Financial Management Ltd.

At Assante Wealth 
Management, we 

understand that your 
financial situation is 

unique. From investment, 
tax and estate planning to 
your retirement, Assante 

provides complete 
financial advice. 

Contact us today, 
and be well-advised.

15 Gamelin Blvd.  |  Office 500  |  Gatineau (Québec) J8Y 6N5  |  T : (819) 771-2196 

http://www.kernaghan.com
https://www.translink.ca/Plans-and-Projects/Rapid-Transit-Projects.aspx
https://www.translink.ca/Plans-and-Projects/Rapid-Transit-Projects.aspx
https://www.google.ca/url?sa=t&rct=j&q=&esrc=s&source=web&cd=1&cad=rja&uact=8&ved=0ahUKEwjtg6a61-LYAhVNwmMKHcqOB2YQFggpMAA&url=https%3A%2F%2Fwww.translink.ca%2FPlans-and-Projects%2FRoads-Bridges-and-Goods-Movement-Projects%2FPattullo-Bridge%2FPattullo-Bridge-Replacement.aspx&usg=AOvVaw2ExzwhF8oAbXVWpd7HzUD3
https://www.google.ca/url?sa=t&rct=j&q=&esrc=s&source=web&cd=1&cad=rja&uact=8&ved=0ahUKEwjtg6a61-LYAhVNwmMKHcqOB2YQFggpMAA&url=https%3A%2F%2Fwww.translink.ca%2FPlans-and-Projects%2FRoads-Bridges-and-Goods-Movement-Projects%2FPattullo-Bridge%2FPattullo-Bridge-Replacement.aspx&usg=AOvVaw2ExzwhF8oAbXVWpd7HzUD3
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