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Executive Summary 
Mission:  To provide safe, efficient, specialized public transit that enables 
residents with disabilities to travel without barriers and maintain 
independence through an accessible and integrated transit network.  

Services We Provide 

• Providing door-to-door specialized public transit that enables residents 
with disabilities to travel without barriers and maintain independence. 

Interesting Facts About this Service 

• TransHelp is projected to provide 820,000+ door-to-door trips in 2025 
to more than 20,000 registered users living with disabilities. 

• TransHelp will be celebrating 45 years of delivering specialized transit 
service to Peel residents in 2026. 

• Passenger satisfaction ratings have consistently remained over 85%. 
• TransHelp operates seven days a week from 6 am to 1 am, including 

holidays. 
• Brampton Civic and Credit Valley Hospitals are TransHelp’s top 2 

destinations.  

Highlights of the Business Plan 

• Major component of TransHelp’s $35.8 million Operating budget is 
cost of delivering 857,000 trips. 

• Major component of TransHelp’s $3.8 million Capital budget is 
maintaining our assets in a state of good repair. 

•  As TransHelp prepares to meet the needs of the future, the Business 
Plan provides information on: 

• Updating the Accessible Transportation Master Plan to reflect 
current ridership, aging population forecasts and growth. 

• Planning for the implementation of PRESTO to support transit 
integration. 

• Ensuring the TransHelp program continues to meet the needs of 
residents in an efficient and financially sustainable manner. 

Table 1. Budget Summary 

 2026 2027 2028 2029 

Operating Net Investment (in $ thousands) 35,791 37,183 38,551 39,977 

Capital Net Investment (in $ thousands) 3,839 6,164 1,529 1,414 

Full Time Equivalents 131.2 132.2 132.2 134.2 
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Core Services 

Vision, Mission, Goals of Service and Service 
Delivery Model 

Vision 
To empower all Peel residents with disabilities by providing accessible, 
reliable, and compassionate door-to-door transit services that enhance 
independence, inclusion, and quality of life in our community.  

Mission 
To provide safe and efficient, specialized public transit that enables residents 
with disabilities to travel without barriers and maintain independence through 
an accessible and integrated transit network.  

Goals of Service 
1. Operate an accessible transportation network that is safe, efficient, 

accessible and reliable. 
2. Maintain a high standard of on-time performance, minimizing wait 

times and ensuring passengers reach their destinations safely and 
promptly. 

3. Regularly seek and incorporate feedback from passengers and 
advisory committees to improve service quality and responsiveness.  

4. Maintain assets in a state of good repair, meeting Council approved 
levels of service. 

Service Delivery Model 

 

TransHelp

Passenger support services

Operations and maintenance

Performance and accountability
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Service Levels and Trends 

Service Levels 

TransHelp Services 

TransHelp provides residents with disabilities the opportunity to travel 
without barriers and maintain independence. There are three key areas that 
enable service delivery: 

• Operations and maintenance. Manages the procurement and 
maintenance of the TransHelp fleet and oversees safe and efficient trip 
delivery. 

• Passenger support services. Manages passenger intake, program 
eligibility, service complaints, scheduling, and fare administration. 

• Performance and accountability. Supports strategic planning, project 
management, and identifies opportunities for improvements using 
performance measurement and reporting. 

Trends 

TransHelp Ridership 

TransHelp ridership declined during the pandemic but has since fully 
recovered and surpassed pre-pandemic levels. In 2024, ridership reached 
725,000+ trips, while in 2025 we are anticipating surpassing 831,000 trips, 
which is an increase of 16%. Passenger trips will continue to increase due to 
Peel’s growing and aging population and are anticipated to surpass 900,000 
trips by 2027.  

More than 30%, or 265,000 trips, are for medical reasons, making Brampton 
Civic and Credit Valley Hospitals TransHelp’s top two destinations. Accessible 
transportation is an important service in supporting the health of Peel 
residents living with disabilities.  
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Performance Measures and Results 
Peel Region is committed to delivering high quality services. Performance 
measures are used to help assess how well we are achieving our goals and 
where we need to improve. 

TransHelp Customer Satisfaction 
The annual Passenger Satisfaction Survey provides passengers with an 
opportunity to rate their experience and satisfaction with TransHelp service. 
The survey measures key drivers of satisfaction including customer service, 
vehicle cleanliness and safety. 

TransHelp’s 2024 survey resulted in 85% of passengers being satisfied with 
the overall TransHelp experience. The data collected is used to make 
improvements to the passenger experience and make informed decisions 
about service delivery. TransHelp is committed to maintaining the passenger 
experience and ensuring safety and well-being is prioritized through strategic 
and operational decisions. 

On-Time Performance 
On-time performance (“OTP”) is the lifeblood of any reliable transit system—
especially for a service like TransHelp, where passengers depend on precise 
timing to access work, medical appointments, or essential errands. Research 
shows that most transit agencies aim for around 90% adherence of schedules 
to maintain rider trust. TransHelp not only met but surpassed this benchmark 
with an impressive 93% OTP score for 2024. 

Trip Accommodation  
TransHelp accommodates 100% of all trip requests received. This 
performance is notable across the specialized transit industry, as specialized 
agencies have an average of 1 to 3% unaccommodating rating due to 
capacity limitation. Achieving full accommodation demonstrates the 
effectiveness of service planning for both today and future population growth 
while, ensuring equitable access for all passengers. 
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Awards and Achievements 

Achievements 
Enhancing the TransHelp Experience 

Fare and service integration is a shared goal of the province, municipal transit 
systems and Metrolinx. In partnership with the Toronto Transit Commission 
and GO Transit, TransHelp launched the One Fare Program in Peel, in May 
2024. The introduction of this program is part of TransHelp’s modernization 
strategy, which allows passengers to transfer for free when booking trips that 
connect to and from Humber College, Kipling Station, or GO Transit stations. 
The coordination of fares makes cross-boundary travel and transfers easier 
and more affordable to TransHelp passengers. TransHelp saw a service 
increase of approximately 1,700 trips from January to May 2025 due to the 
OneFare program. 

DriverMate 

In 2024, TransHelp upgraded its buses with the latest Automatic Vehicle 
Locator (“AVL”) technology from Trapeze. Additionally, staff equipped 
TransHelp vendor fleet with the same technology, in order to enhance the 
self-service capabilities, fleet visibility, and on-time performance 
management. Having a full in-vehicle AVL system improved TransHelp’s 
service delivery by allowing staff to quickly locate vehicles, providing real-
time manifest synchronization, and increasing the passenger trip experience.  

Due to this initiative, TransHelp staff was invited to speak at the 2024 Trapeze 
ThinkTransit conference. TransHelp was the first organization to launch the 
new version of DriverMate. Our expertise was shared during a panel 
presentation discussing the implementation strategy, project lessons learned, 
and areas of success for existing and new clients. 

TransHelp Operator Recruitment Strategy 

In 2025, TransHelp staff revamped operator recruitment to streamline the 
application process. Staff initially consulted with other transit agencies to 
learn about their best recruitment practices. Staff partnered with other 
regional stakeholders, like Human Resources and Communications, to devise 
and implement new strategies to boost our recruitment efforts. The updated 
recruitment campaign and the streamlined application process gathered over 
2,000 applicants within three months, which is 10 times greater than our 
previous job postings. 
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The 2026—2029 Business Plan Outlook 

Planning for the Future 

Climate Change 
TransHelp has been working closely with Public Works' Fleet and Facilities, 
the Office of Climate Change, and Energy Management to support progress 
on the Green Fleet Strategy and address the Region's Climate Emergency. 
TransHelp buses account for more than 10% of regional fleet emissions. Staff 
continue to explore the viability to procure and pilot an electric accessibility 
bus. Studies have been done to strategize fleet electrification once 
commercially viable vehicles are available. 

Service Delivery — TransHelp 
TransHelp continues to provide vital services to individuals who face mobility 
challenges within Peel. With a growing and aging population and the need to 
support seniors at home, a wraparound service like TransHelp will only 
continue to grow. There has been a 25% increase in applications per month 
in 2025 and the number of registered users has increased by 15% in 2025. 

To ensure the program continues to meet the needs of residents in an 
efficient and financially responsible manner, TransHelp will complete a 
Specialized Transit Master Plan that reviews, in detail, the existing operations 
of the service, forecasts rider needs, outlines the importance of safety and 
integrates with the Region’s 20-year Strategic Plan and Multi-Year 
Accessibility Plan. Initiatives such as upgrading scheduling software, the 
implementation of an automated and self-serve payment system and the 
electrification of the fleet will advance TransHelp’s service modernization 
journey. 

Relocation to Mavis Road Facility 
The Mavis Road facility has remained inactive due to reduced ridership 
during the pandemic. With the increase in applicants and ridership, 
TransHelp is planning to merge all operations into a single facility increasing 
efficiency and back-office support. The Mavis Road facility is undergoing 
renovations to accommodate the program’s growing needs with the 
transition expected by November 2025. 
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Finding Efficiencies 

Continuous Improvement 
The objective of Peel’s Continuous Improvement Program is to optimize 
service delivery and maximize value for tax dollars spent. Continuous 
improvement initiatives result in better client experience, cost savings or cost 
avoidance, and/or improved employee engagement. 

Highlights include: 

• Trapeze customer discovery program. This program improves 
scheduling practices by investigating more Trapeze features. This 
program improves the timeliness of scheduling passenger trips and 
creates more efficiencies. 

• Travel restriction/exclusion feature. This feature in Trapeze will 
notify TransHelp schedulers of passengers’ exclusions and special 
considerations while creating trips. By enabling this feature, it 
decreases the need for manual checks and utilizes automated 
scheduling, while maintaining a focus on passenger well-being. 

• Trip optimization. By leveraging our data insights, TransHelp has 
been able to uncover opportunities within our trip data to improve 
overall efficiency. In 2025, we implemented an optimization strategy 
that involved shifting some longer rides to TransHelp buses in lieu of 
our vendor vehicles, resulting in monthly savings of approximately 
$100,000. TransHelp continues to monitor analytics closely, using the 
data to inform both operational adjustments and strategic decision-
making. 

• TransHelp DriverMate. In 2025, the in-vehicle AVL interface was 
updated to modify trip identifiers for pick-up time in order to improve 
service delivery. This new design reduces early or late arrivals, 
improves communication with passengers, boosts on-time 
performance, and helps with decision making during multi-pickup 
situations.  

• TransHelp Master Plan update. In 2025, staff will initiate the Request 
for Proposal (“RFP”) process to engage a consultant who will lead the 
update of the Accessible Transportation Master Plan. This 
comprehensive update will include revised ridership and financial 
models to support growth management over the next five years, 
improvements to the service delivery model, and strengthened 
partnerships with key stakeholders, including municipal staff and 
TransHelp passengers. The process will involve extensive consultation 
with key stakeholders, including passengers, community partners, and 
staff from local municipalities, to ensure the updated plan reflects 
diverse perspectives and priorities. 
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Transforming Our Business with Technology 
Technology plays a critical role in the delivery of efficiencies for TransHelp. 
Through updating existing technology systems and bringing new systems 
online, TransHelp will focus on increasing efficiencies for internal business 
processes and improve service delivery for our residents. 

TransHelp Technology Roadmap 
TransHelp, in collaboration with the Digital and Information Services team, 
has developed a five-year technology roadmap that focuses on improving 
and modernizing service delivery and providing a better user experience. Key 
initiatives include: 

• Interactive Voice Response (“IVR”) system upgrade. Upgrading the 
existing IVR System to a newer version. This follows the state of good 
repair initiative and enhances overall user experiences. 

• Trapeze cloud migration. Investigating the possibility of moving on-
premise Trapeze to a cloud-based solution. This follows the state of 
good repair initiative and enhances overall user experiences. 

• Customer development program. Partnering with Trapeze to support 
their new and improved applications using input from TransHelp 
customers. TransHelp has an opportunity to influence how their 
modules work in the upgraded version. 

• Mobile app. Investigating a mobile app to enhance the user 
experience and improve operational efficiency for TransHelp and 
passengers. To serve specific needs of TransHelp passengers ranging 
from trip details (book/cancel/check), payment options, real time 
tracking and communication channels.  

• PRESTO. PRESTO integration is an opportunity for TransHelp to utilize 
its fare payment and collection system and increase fare and service 
integration with local transit partners. 

  




