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February 27, 2025 
 
 
The Honorable Tommy Waters, Chair   

and Members  
Honolulu City Council  
530 South King Street, Room 202  
Honolulu, Hawai`i 96813  
 
Dear Chair Waters and Councilmembers:  
 
Attached is a copy of our audit report, Audit of the Skyline Operations. This audit was self-initiated 
pursuant to the authority of the Office of the City Auditor as provided by Section 3-502.1(c) in the Revised 
Charter of Honolulu.  
 
The objectives of this audit were to: 
 

1. Determine the effectiveness of the Department of Transportation Services’ (DTS) efforts to 
promote and increase Skyline ridership; 
 

2. Evaluate DTS’s efforts to identify and implement improvements related to the reliability of 
multimodal transportation; 

 
3. Assess the sustainability of Skyline’s operations; and 

 
4. Make recommendations, as appropriate. 

Background 
 
Skyline is an automated fixed-guideway rail system that runs along O`ahu’s south shore, connecting East 
Kapolei and Hālawa and is planned to extend to the Civic Center near downtown Honolulu. The 
Department of Transportation Services (DTS) is responsible for the oversight of the system’s operations 
and maintenance. The Director of Rapid Transit, who reports to the DTS Director, is responsible for the 
operations and maintenance of all public transit, which includes Skyline. 
 
Currently, only Segment 1 of Skyline is in operation. Operations began on June 30, 2023, and Segments 
2 and 3 are scheduled to open for passenger service in 2025 and 2031, respectively. DTS has contracted 
with Hitachi Rail Honolulu JV for Skyline’s operations and maintenance. To ride Skyline, the use of an 
active HOLO card is required for entry and exit at all stations. Currently, Skyline has 20 trains in its 
inventory with 5 trains running in daily operations.  
 
Audit Results 
 
We found that despite a favorable reliability rate of 99.2 percent, ridership on the Skyline rail system has 
fallen short of expectations, with a 77 percent decline from its opening in July 2023 to December 2023. 
This decline is attributed to several factors, including limited service area coverage, inadequate operating 
hours, and insufficient integration with other transportation modes. Additionally, public transportation  
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commuters face disproportionately longer travel times compared to solo drivers, diminishing Skyline’s 
appeal as a commuting option. Lastly, marketing efforts, including social media campaigns, have been 
less effective compared to peer transit systems, resulting in missed opportunities for collaboration with  
local events and businesses. Despite generally positive rider feedback on the overall experience, 
concerns persist regarding limited payment options, insufficient station amenities, and the need for 
extended operating hours. These challenges highlight the need for strategic changes to improve ridership 
and enhance the system’s overall performance. 
 
We also found that Skyline stations provide accessible rail cars that meet design standards; however, 
the surrounding areas present safety and usability concerns that undermine the accessibility goals of the 
Americans with Disabilities Act (ADA) and local pedestrian access guidelines. Furthermore, DTS is 
responsible for the multimodal movement of people and goods on roadways which includes riders getting 
to and from surrounding areas including bus stops, pickup areas, and crosswalks. Observations 
conducted at Skyline stations revealed a variety of hazards, including trip hazards, poor sanitation, and 
insufficient infrastructure for individuals with disabilities. These issues not only pose safety risks but also 
increase potential liabilities for the city. To ensure equitable and safe transit access, the department 
should address the gaps in compliance and infrastructure surrounding these stations. 
 
Lastly, we found that in its effort to create a multimodal system with Skyline, DTS did not include multi-
language information when changes were made to existing bus routes that were used by people with 
Limited English Proficiency (LEP). As the agency overseeing Honolulu’s multimodal transit system, DTS 
is obligated to ensure equitable access for LEP individuals. Despite this mandate, Skyline lags behind 
TheBus and TheHandi-Van in providing comprehensive multi-language resources. Barriers to riding 
Skyline increased as a result of not having multi-language resources and people with LEP may have 
difficulty using Skyline. Because other transit agencies such as TheBus and TheHandi-Van feature multi-
language tools, Skyline should also include multi-language resources for people with LEP.  
 
The audit report makes ten recommendations to DTS to improve current Skyline operations. 
 
DTS provided general comments in response to the findings and recommendations. DTS will review and 
take into consideration all recommendations in the report and strive towards implementation and 
improvement of Skyline operations. 
 
We would like to express our sincere appreciation for the cooperation and assistance provided to us by 
the Department of Transportation Services. We are available to meet with you and your staff to discuss 
this report and to provide more information. If you have any questions, please call me at 768-3134.   
 
Sincerely, 
 
 
 
Troy Shimasaki 
Acting City Auditor 
 
c: Rick Blangiardi, Mayor  
     Michael D. Formby, Managing Director   
     Krishna Jayaram, Deputy Managing Director   
     J. Roger Morton, Director, Director, Department of Transportation Services 
    Andrew Kawano, Director, Department of Budget and Fiscal Services 
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Chapter 1 
Introduction

The audit was self-initiated pursuant to the authority of the Office 
of the City Auditor (OCA) as provided by Section 3-502(c) in the 
Revised Charter of Honolulu. The city auditor determined that 
this audit was warranted as the first operation segment of Skyline 
was placed into service by the Department of Transportation 
Services (DTS) on June 30, 2023. Audit fieldwork was conducted 
from January through December 2024, except that we examined 
operational data for the first six-months of rail service which 
included the period June 30, 2023 to December 31, 2023.

DTS facilitates the movement of people and goods in the City and 
County of Honolulu through planning, engineering, operations 
and maintenance for multimodal services, transportation 
technology, and initiatives such as Complete Streets 
Comprehensive multimodal planning integrates Skyline, TheBus, 
and TheHandi-Van with shared mobility, bicycle, and pedestrian 
facilities, allowing for various mobility options for city residents. 
This system is supported by traffic management facilities, traffic 
signal operations and maintenance, thoughtfully implemented 
public parking policies, and forward-thinking planning and 
engineering programs.

Department of 
Transportation 
Services 
Background

Exhibit 1.1 
Organization Chart – Department of Transportation Services

Source: Department of Budget and Fiscal Services (BFS)
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Administration – oversees and coordinates the activities of DTS 
and provides administrative service support such as managing 
staff, preparing budgets, and fiscal management. It is responsible 
for operation and maintenance for multimodal transportation, 
concession agreement management, and exploring new business 
partnerships as needed.

Transportation Performance and Development – manages 
business processes at the department level, oversees change 
management, and monitors key performance indicators. Provides 
transportation planning and coordinates federal funding 
resources. Supports O‘ahu’s data-driven regional multimodal 
transportation plans, which guide the city’s selection of 
transportation improvement projects.

Transportation Mobility – manages the city’s public transit 
system. Duties include establishing operations and maintenance 
policies for fixed-route and paratransit services, reviewing 
existing routes and making necessary adjustments, securing new 
revenue and service vehicles and equipment, and monitoring 
transit facilities’ development and maintenance. Additionally, 
the division supervises the contractor responsible for conducting 
assessments to determine eligibility for paratransit services. The 
American with Disabilities Act of 1990 requires this assessment. 

Transportation Engineering – oversees two key areas related 
to the city’s roads and streets: (1) Ensures the safe and efficient 
operations of the city’s roads and streets, which include the 
movement of people and goods through public or private vehicles, 
bicycles, or walking. (2) Manages, promotes, and implements, 
through the Capital Improvement Program, various traffic 
improvement, safety, and bikeway programs, collaborating 
with consultants, community organizations, contractors, and 
government officials.

Transportation Technology - responsible for managing, 
operating, developing, and implementing the city’s traffic signal 
systems operations, traffic camera coverage, traveler information 
program, Intelligent Transportation Systems projects and transit 
applications, and permits related to street use.

Transportation Rail – oversees Skyline’s operations and 
maintenance. The division consist of two branches:

1.	 Rail Operations & Maintenance Branch – responsible for 
overseeing contracted operations and maintenance of the 
Operations Control Center, train and station operations.
The branch also maintains rolling stock, track and 
structure, track electrification, and telecommunications.
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	 2.	 Rail Facilities Management & Maintenance 		
		  Branch – tasked with managing and maintaining       
                          rail facilities and equipment. The branch also    
                          provides oversight of station elevators and 
                          escalators and is responsible for maintaining rail 
                          stations, parking facilities, transit centers, and the 
                          guideway system.  

Exhibit 1.2 
Staffing and Expenditures – Department of Transportation 
Services

Staffing

Expenditures

Source: Budget and Fiscal Services

Skyline is an automated fixed-guideway rail system that runs 
along O`ahu’s south shore, connecting East Kapolei and Hālawa 
and is planned to extend to the Civic Center near downtown 
Honolulu. The Honolulu Authority for Rapid Transportation 
(HART), a semi-autonomous city agency, oversees the planning, 
design, and construction of the system.1 DTS is responsible for the 

1	  https://honolulutransit.org/about/

Skyline Background

Source: Budget and Fiscal Services

Source: Budget and Fiscal Services
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oversight of the system’s operations and maintenance. The 
Director of Rapid Transit, who reports to the DTS Director, is 
responsible for the operations and maintenance of all public 
transit, which includes Skyline. On June 9, 2023, HART transferred 
10.75 miles of guideway, 9 stations, the 43-acre Rail Operations 
Center and Maintenance Storage Facility, and 12 four-car trains to 
DTS.2 Operations are currently planned to be conducted in three 
segments:

	 Segment 1 – East Kapolei to Aloha Stadium

	 Segment 2 – Joint Base Pearl Harbor-Hickam to Middle 	 	
	 Street Transit Center

	 Segment 3 – Kalihi to Civic Center

Currently, only Segment 1 of Skyline is in operation. Operations 
began on June 30, 2023, with hours from 5:00 a.m. to 7:00 p.m. on 
weekdays and 8:00 a.m. to 7:00 p.m. on weekends. Segment 2 and 
3 are scheduled to open for passenger service in 2025 and 2031, 
respectively.3 DTS has contracted with Hitachi Rail Honolulu JV 
for Skyline’s operations and maintenance. 

To ride Skyline, the use of an active HOLO card is required for 
entry and exit at all stations. Adult HOLO cards are available for 
purchase at kiosks located at the stations and various retail stores 
throughout O`ahu such as (but not limited to) Times Supermarket 
and 7-Eleven. To obtain discounted HOLO cards for qualified 
disability, Medicare, and youth cards, riders must visit the Transit 
Pass Office at Middle Street. Senior and youth cards can also be 
purchased at several satellite city halls.4 

As part of the city’s intermodal public transportation system, 
riders can use HOLO cards seamlessly between Skyline, 
TheHandi-Van and TheBus. A single ride on Skyline is the same 
price a ride on TheBus ($3.00) and fare capping is in effect. With 
fare capping, riders will not spend more than the cost of a day 
pass.5 The city has contracted with Ulu HI-Tech to manage the 
HOLO card program. 

2	  https://honolulutransit.org/about/the-project/
3	  https://www8.honolulu.gov/dts/skyline/home/
4	  https://www.HOLOcard.net/where-to-buy-a-card/
5	  https://www8.honolulu.gov/dts/skyline/home/
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Exhibit 1.3 
Skyline Rail Yard

Currently, Skyline has 20 trains in its inventory with 5 trains 
running in daily operations. The photo below is an aerial view of 
the rail yard with 11 trains.

Source: Department of Transportation Services
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Hitachi Rail Honolulu JV Background

Hitachi Rail Honolulu JV (Hitachi) is the contractor responsible for 
Skyline’s day-to-day operations and maintenance (O&M). Along 
with running the trains, operation duties include the following:

•	 Providing O&M in accordance to HART approved plans 
developed by Hitachi

•	 Creating maintenance manuals and training plans

•	 System assurance monitoring

•	 Passenger services

•	 Asset management

•	 Readiness tests

•	 Providing DTS with monthly System Assurance 
Monitoring Reports and summaries of customer 
complaints and responses

•	 Staffing

Additionally, Hitachi is responsible for cleaning and janitorial 
services at station facilities, parking facilities, and vehicles (trains, 
support vehicles, and other commercial road-based vehicles). The 
city is responsible for providing training to Hitachi regarding 
proper cleaning and operation of ticket vending machines (TVM) 
and fare gates.

There are two intermediate O&M periods within the contract 
term:

•	 Interim Opening 1 commenced on June 30, 2023 between 
Kualaka‘i East Kapolei Station and Hālawa Aloha Stadium 
Station.6

•	 Intermediate O&M period 2 commences when the segment 
between East Kapolei and Middle Street Transit Center 
is in operation (planned for Quarter 4 or by the end of 
Calendar Year 2025).

6	 For official purposes with the Federal Transit Administration, the system 
opened on June 30, 2023. July 1, 2023, was the second day of service.
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The contract between the city and Hitachi is a firm fixed-price 
contract and is valued at $1,721,014,611 (per Amendment 8).
There are no current plans to transfer Skyline operations and 
maintenance from Hitachi to DTS because of the specialized 
skillset needed and Skyline’s technical operations. 

Background of Ulu HI-Tech

Ulu HI-Tech, Inc. (Ulu HI-Tech) manages the operation and 
maintenance of the HOLO electronic fare payment system. Ulu 
HI-Tech’s scope of services consists of six primary tasks:

•	 Program administration

•	 Back-office system software and website operations and 
maintenance

•	 Agency test facility management and hardware 
maintenance

•	 HOLO call center services and field operations 
coordination

•	 Change management and project controls

•	 Field equipment operations and maintenance

The five-year contract between the city and Ulu HI-Tech, which 
began in July 2020, is valued at $22,105,791 and has a base term 
of sixty months. After this initial period, the city has the option to 
award additional sixty month extensions. 
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In FY 2024, the cost per capita of Skyline was nearly $86.7 In 
July 2023, the cost per rider was nearly $47. The cost per rider 
increased to nearly $83 in December 2023. The chart below shows 
the cost per rider from July to December 2023. 

7	  Cost per capita $85.97 = FY 2024 Budget Appropriation for Rail Transit 
$85,063,012 / Honolulu County 2023 population 989,408 (Sources: Department 
of Transportation Services & US Census Bureau)

Exhibit 1.4 
Skyline Operations Organization Chart

Source: Department of Transportation Services
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Exhibit 1.5 
Skyline Cost per Rider from July to December 2023

Source: Department of Transportation Services
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Audit Objectives, Scope, and Methodology

The objectives of this audit were to:

	 1.   Determine the effectiveness of DTS’s efforts to promote 	 	
	 and increase Skyline ridership;

	 2.	 Evaluate DTS’s efforts to identity and implement 	            
             improvements related to the reliability of multimodal    
             transportation;

	 3.	 Assess the sustainability of Skyline’s operations; and

	 4.	 Make recommendations, as appropriate

For this audit, we conducted the following:

•	 Reviewed and analyzed organization charts for DTS 
and Skyline operations

•	 Reviewed Skyline policies and procedures

•	 Reviewed Skyline contracts

•	 Reviewed surveys given to Skyline users via DTS

•	 Interviewed DTS and contract staff involved with 
operations

•	 Reviewed and analyzed performance metrics including 
ridership data and scheduling

•	 Reviewed applicable laws, regulations, and policies

•	 Conducted surveys of 100 Skyline customers

•	 Conducted travel time analysis of 67 trips using 
Skyline, TheBus, and personal vehicles 

•	 Reviewed past audits including FTA and state audits

•	 Conducted on-site visits and observation of Skyline 
stations

•	 Evaluated the accessibility of digital tools and 
information systems used by Skyline

•	 Reviewed Skyline plans for succession
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•	 Identified best practices from other jurisdictions

•	 Evaluated public outreach efforts and engagement

•	 Identified the inventory of Skyline train cars

•	 Audit fieldwork was conducted from January through 
December 2024, except that we examined operational 
data for the first six-months of rail service which 
included the period June 30, 2023 to December 31, 2023

We were unable to conduct a thorough analysis of Skyline’s long-
term sustainability because of the short operating review period of 
six months and because only one of three operational segments of 
Skyline’s operation is complete.

This performance audit was performed in accordance with 
generally accepted government auditing standards (GAGAS). 
GAGAS requires that auditors plan and perform the audit to 
obtain sufficient and appropriate evidence to provide a reasonable 
basis for findings and conclusions based on audit objectives. 
We believe that the evidence obtained in this audit provides a 
reasonable basis for our findings and conclusions based on our 
audit objectives.
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Chapter 2 
Despite Reliable Operations, The Department 
of Transportation Services is Not Currently 
Maximizing Opportunities to Incentivize Rail 
Ridership Leading to Extended Commuter Times, 
Limited Payment Options, Insufficient Station 
Amenities, and the Need For Extended Operation 
Hours

In the first six months of operation, Skyline achieved a 99.2 percent 
reliability rate. Despite this favorable rate, ridership on the Skyline 
rail system has fallen significantly short of expectations, with a 
77% decline from its opening in July 2023 to December 2023.  1This 
decline is attributed to several factors, including limited service 
area coverage, inadequate operating hours, and insufficient 
integration with other transportation modes. Additionally, public 
transportation commuters face disproportionately longer travel 
times compared to solo drivers, diminishing Skyline’s appeal as 
a commuting option. Lastly, marketing efforts, including social 
media campaigns, have been less effective compared to peer 
transit systems, resulting in missed opportunities for collaboration 
with local events and businesses. Despite generally positive rider 
feedback on the overall experience, concerns persist regarding 
limited payment options, insufficient station amenities, and the 
need for extended operating hours. These challenges highlight the 
need for strategic changes to improve ridership and enhance the 
system’s overall performance. 

In its first six months of operation (July 2023 to December 
2023), Skyline achieved a 99.2 operational performance rating.  
According to the city’s contract with its operations contractor, 
Hitachi, the operational goal is a reliability rate of 99.5 percent.  
Although falling just short of this performance benchmark, the 
contractor is incentivized to maintain high operational standards.  
As a result, Skyline riders experienced on-time, reliable 
operations.

The city’s five-year contract with Hitachi Corporation to 
operate Segment 1 of the Skyline system runs from December 

1	  Includes four-day fare free opening period where 62,789 passengers rode 
Skyline

Skyline Achieved 
a 99.2 Percent 
Operational 
Reliability Rating
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31, 2020 through December 19, 2025.  The contract is valued at 
$323,124,844.  In addition to rail operations, the contractor is 
also responsible for cleaning and janitorial service, parking, and 
support vehicle services. 

One of the favorable features of the city’s contract with Hitachi is 
that the contractor is penalized for poor performance. According 
to contract terms, the contractor is allowed one event per month 
that causes a delay of 10 minutes or more.  The contractor incurs 
a $200,000 penalty for exceeding more than one 10+ minute delay 
occurrence per month. This contract provision incentivizes the 
contractor to maintain reliable operations. 

From July 2023 through December 2023, the contractor achieved 
an average of 99.2 monthly average daily system service 
availability percentage rating. For each month, there was an 
average of 9.8 days where the contractor did not meet the 99.5 
percentage benchmark. As shown in Exhibit 2.1, while the 
contractor did not meet the performance benchmark for each of 
the first six months of service, Skyline operated effectively and 
efficiently in terms of system availability for three of the first six 
months of operation. 

Exhibit 2.1 
Skyline Average Daily System Service Availability (July 2023 - 
December 2023)2

 

Source: Department of Transportation Services & OCA Analysis

2	  Includes four-day fare free opening period where 62,789 passengers rode 
Skyline
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DTS’s goal for Skyline was to accommodate 8,000 riders per day 
after a full year of service. According to ridership statistics, the 
highest number of daily riders in December 2023 was 3,637, less 
than half of that goal. Since its opening in July 2023, ridership has 
decreased 77 percent from 151,633 monthly rides to 85,460 rides in 
December 2023. 

The chart below shows the monthly ridership from July to 
December 2023. See Appendix A for more detailed ridership data.

Exhibit 2.2 
Skyline Monthly Ridership from July 2023 to December 2023

Source: Department of Transportation Services

Rail Ridership Has 
Decreased By 77 
Percent From July 
2023 to December 
2023, Significantly 
Short of DTS’s 
Expectations



Chapter 2: Despite Reliable Operations, The Department of Transportation Services is Not Currently Maximizing Opportunities to 
Incentivize Rail Ridership Leading to Extended Commuter Times, Limited Payment Options, Insufficient Statio Amenities, and the Need 
for Extended Operation Hours   

20

For our analysis, OCA staff conducted 58 one-way trips to 
select destinations comparing car-only, bus-only, and bus/rail 
combination trip times. Our travel time analysis shows that drive, 
bus, and rail-bus commute times varied as shown below:

•	 Morning Peak Hours (average)

	o Keone`ae Station (UH West O`ahu) to Sinclair Circle (to 
UH Mānoa): 68.3 minutes to 87.1 minutes

	o Kapolei Hale to Fasi Municipal Building: 57.7 minutes 
to 76.1 minutes

•	 Afternoon Peak Hours (average)

	o Sinclair Circle to Keone`ae Station (UH Mānoa to UH 
West O`ahu): 50.3 minutes to 79.0 minutes

	o Fasi Municipal Building to Kapolei Hale: 50.3 minutes 
to 84.5 minutes 

The infographics below shows the average travel times for each 
route during the morning and afternoon.

At its Current Service 
Level, Skyline’s 
Multimodal Commute 
Times are Slightly 
Slower than Driving 
and Comparable 
to Thebus During 
Morning Peak Hours. 
In the Afternoon, 
Skyline is Faster 
than Thebus for UH 
Mānoa to UH West 
O‘ahu Commuters, 
but Remains 
Significantly Slower 
than Driving.
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Exhibit 2.3 
Average Travel Time-Keone`ae UH West O`ahu Station to the University of Hawai‘i 
(UH) Mānoa Sinclair Circle during Peak Morning and Afternoon Hours

Source: Office of the Cit Auditor
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For each route, driving was the fastest option based on average 
commute times. For all of the routes in our analysis with the 
exception of the commute from UH Mānoa to UH West O`ahu, 
TheBus averaged faster than TheBus and Skyline combination. 
Riding TheBus and Skyline averaged faster than TheBus for 
peak afternoon commute from UH Mānoa to UH West O`ahu. 
Our analysis from this scenario confirms the data from the 
Census Bureau that there is a clear trend that individuals driving 
experience significantly shorter travel times compared to those 
using public transportation including Skyline. While TheBus-
Skyline provides a viable option for commuting, it tends to result 
in overall longer travel times, especially for those with commutes 
over 60 minutes, giving less of an incentive to use Skyline for 
commute and DTS’s goal to increase ridership.  

Source: Office of the Cit Auditor

Exhibit 2.4 
Average Travel Time- Kapolei Hale to Fasi Municipal Building during Peak Morning and 
Afternoon Hours
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For commuters, the added time and complexity of multimodal 
travel reduce the incentive to choose public transportation, 
highlighting the need for service improvements that prioritize 
speed, efficiency, and convenience. Without these changes, Skyline 
may struggle to attract riders and achieve its ridership goals.

We compared Skyline’s operations with eight other rail transit 
systems using 10 key attributes.  We found that no system 
implemented all ten attributes.  The two systems that incorporated 
7 key features were New York MTA and Washington DC metro.  
Comparatively, Honolulu’s Skyline system incorporated 4 key 
attributes. Exhibit 2.5 below details operational features from 
various rail transit systems.  

How Skyline’s operations 
compare with other transit 
jurisdictions
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Exhibit 2.5 
National Comparison of Rail Transit System Features

Source: Department of Transportation and other jurisdiction websites
*Under current operations, Skyline does not have access to key destinations. It is limited to UH West O‘ahu, Leeward Community College, and Aloha Stadium. Key 
destinations include the airport, Waikiki, UH Mānoa, and downtown Honolulu.



Chapter 2: Despite Reliable Operations, the Department of Transportation Services is Not Currently Maximizing Opportunities to 
Incentivize Rail Ridership Leading to Extended Commuter Times, Limited Payment Options, Insufficient Statio Amenities, and the Need 

for Extended Operation Hours   

25

In addition, we found that:

•	 Every jurisdiction, including Skyline, has urban and 
suburban connectivity and dedicated tracks. Every 
jurisdiction, including Skyline, has multimodal 
integration and safety features. 

•	 Every jurisdiction features frequent service and real 
time tracking. 

•	 Eight out of the nine jurisdictions offers payment via 
phone; Skyline does not offer this as a payment option. 

•	 All the other jurisdictions potentially provides access 
to key destinations

•	 Seattle’s Link Light Rail offers a rewards program to its 
riders that was a mobile app launched by the county 
metro system for visitors and residents to use and earn 
points

The comparative analysis highlights that while Skyline shares 
several foundational features with other jurisdictions, such 
as safety, frequent service, urban and suburban connectivity, 
dedicated tracks, real time tracking, and multimodal integration, 
it lags in adopting innovative practices that enhance rider 
convenience and engagement. The absence of mobile payment 
options and other advanced features, such as rewards 
programs and wayfinding apps, places Skyline at a competitive 
disadvantage. Implementing these modern amenities could 
improve the rider experience, increase convenience, and help 
Skyline better align with industry best practices, ultimately 
supporting efforts to boost ridership and public satisfaction.

HOLO Card inventory is at risk of running out, highlighting 
the operational inefficiencies of relying solely on physical cards. 
While HOLO Cards generated substantial revenue, their physical 
nature presents barriers to spontaneous ridership, particularly for 
tourists and casual users who lack the time or awareness to obtain 
a card in advance. 

During our audit period, we interviewed DTS management, 
reviewed HOLO Card monthly reports and found that HOLO 
Card supply was at risk of running out despite low ridership 

Holo Card 
Inventory is At-
Risk of Running 
Out Despite Low 
Ridership; Other 
Payment Options 
Could Increase 
Convenience and 
Revenue
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performance.3 In July 2023, Ulu, HI-Tech (UHT), the HOLO Card 
service manager, converted 120,000 blank cards to adult cards to 
avoid a lapse in inventory until the next bulk order was scheduled 
to arrive. From August to November 2023, the conversion was in 
process. According to UHT’s Program Review Monthly Report 
for July 2023, the anticipated burn rate of HOLO Cards predicted 
that DTS would run out of cards in October 2023. The risk was 
due to a global chip shortage and the extended city procurement 
process. In November 2023, Ulu Hi-Tech processed 300,000 Adult 
HOLO cards to add to the physical card inventory and were in 
discussions with DTS to prioritize Open Payments. Through 
the Program Review Monthly Reports, UHT has given updates 
regarding the inventory levels for Adult, Youth, and Blank cards 
and the average card usage rates. The numbers for the Adult 
HOLO cards for October 2023 through December 2023 are as 
follows:

Exhibit 2.6 
Adult HOLO Card Inventory from October 2023 to December 
2023

As of May 2024, DTS is pursuing a master agreement for sourcing 
their next bulk order while simultaneously moving forward 
with several smaller purchases to ensure sufficient HOLO card 
inventory. In the master agreement, DTS is looking to procure 
cards from multiple vendors. However, barriers to expanding 
HOLO card procurement to multiple vendors include a six month 
system onboarding timeframe and the system being limited to 
only allowing on-boarding for one vendor at a time.

From July to December 2023, the number of HOLO Card taps 
varied and revenue ranged from $2.3 million at its lowest in 
November to $6.9 million at its highest in August. The charts 
below show HOLO Card usage and revenue from July to 
December 2023.

3	 HOLO Cards are used throughout the City’s multimodal network, including 
TheBus and Handi-Van. 

Source: Department of Transportation Services
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Exhibit 2.7 
HOLO Card Taps from July to December 20234

4	  Taps are the sum of HOLO taps only. Taps do not include customers paying 
cash on the bus (no tap). Tap count includes transfers

Exhibit 2.8 
HOLO Card Revenue from July to December 2023

Source: Department of Transportation Services

Source: Department of Transportation Services



Chapter 2: Despite Reliable Operations, The Department of Transportation Services is Not Currently Maximizing Opportunities to 
Incentivize Rail Ridership Leading to Extended Commuter Times, Limited Payment Options, Insufficient Statio Amenities, and the Need 
for Extended Operation Hours   

28

Best and common practice from other rail transit agencies across 
the nation offers riders options to pay via mobile phone, either 
through an app or electronic wallet. Transit systems nationwide 
demonstrate the benefits of adopting mobile payment options, 
which simplify fare collection, reduce operational costs, and 
improve accessibility. For instance, systems like New York’s MTA 
has seen increased ridership and revenue after implementing such 
solutions. If Skyline adopted mobile payments, it could unlock 
new revenue streams by removing barriers for infrequent riders 
and improving the overall user experience. While many other 
rails systems around the country offer mobile payment options, 
Honolulu’s Skyline does not offer this option; payment is by 
physical payment and use of a HOLO card only. DTS should offer 
other methods including payments via mobile phone or HOLO 
card app. While TheBus and TheHandi-Van accepts HOLO cards 
and cash as payments, we note that Skyline only accepts HOLO 
cards as payment. The inventory of HOLO cards depleting would 
have a far greater impact on Skyline and puts this operation 
at higher risk. Offering these options would not only reduce 
the need for a physical HOLO card and decreasing the risk of 
inventory running out as forecasted, but it would likely save the 
city money by reducing production and manufacturing costs of 
the physical cards. By addressing these gaps, DTS can capitalize 
on missed revenue opportunities, attract more riders, and ensure 
the system sustainability.

Between July 2023 to December 2023, the Department of 
Transportation Services promoted eight community events by 
encouraging attendees to use Skyline instead of driving directly to 
the event. In some instances, Skyline extended operational hours 
to accommodate the event. We found, however, that Skyline did 
not partner or promote ridership for an additional five events. 
As a result, the city missed opportunities to increase ridership 
and up to $28,131 in additional revenue.5 Table 2.9 below shows 
community and station events promoted by DTS through news 
release on its website or Facebook from July 2023 to December 
2023. Some events extended hours for Skyline operations.

5	  Estimated additional revenue calculation: 50 percent of actual event attendees 
x Regular HOLO card fare

More Collaboration 
is Needed with 
Venues and Events 
to Coordinate and 
Promote Skyline 
Ridership
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We found one event that promoted Skyline, but DTS did not 
mention or promote it on their website or social media. We 
also found five events held at Aloha Stadium between July and 
December 2023 where DTS did not promote or extend Skyline 
hours. As a result, DTS missed opportunities to increase ridership 
and revenues. Table 2.10 below lists these events.

Exhibit 2.9 
Community and Station Events Promoted by DTS through News Release or Facebook from 
July to December 2023

Source: Department of Transportation Website and Facebook
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Exhibit 2.10 
Aloha Stadium Events that DTS did not promote Skyline

Source: Aloha Stadium Facebook and TMR Events 
*Mentions Skyline, but DTS did not mention on website or social media

Two of the events were sold out and one event was a two day 
concert. DTS could have promoted carpooling and riding Skyline 
for those who were driving out from the leeward areas. By not 
coordinating and using the event as an opportunity to promote 
ridership, the city lost out on at least $3,714 of revenue per 
night or a total of at least $7,428. Additionally, we projected that 
revenues could have been as much as $28,131 per night or $14,016 
per night if even 50 percent of the concert attendees were to use 
Skyline as transportation for the evening.  While the amount of 
revenue may be a small amount for the city, DTS could have used 
this as an effort to show citizens the benefits of riding Skyline 
for future events and also as an incentive to use Skyline as a 
daily means of transportation as Skyline expands into its future 
segments. 

Despite having a marketing strategy plan for increasing ridership, 
ridership from July to December 2023 decreased by 77 percent. 
Efforts to increase ridership were not as effective as planned. 
On a month to month basis, ridership decreased for each month 
except for October where ridership increased by 4 percent. The 
following table shows the percent increase and decrease from July 
to December 2023. 
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Exhibit 2.11 
Skyline Monthly Ridership from July to December 2023 and 
Percent Increase/Decrease

Source: Department of Transportation Services

From June 2023 to July 2024, DTS spent $177,856 for multi-media 
services and media purchases.  However, viewership ranked low 
compared with other jurisdictions. According to a Transportation 
Research Board report, effective social media is critical to
increasing ridership. As a result, DTS’ efforts are falling short in its 
social media potential to increase ridership.

A 2012 study done by the Transportation Research Board included 
a survey of transportation agencies across the United States. The 
study reviewed social media in the context of agency websites/
blogs, Facebook, X (formerly known as Twitter), YouTube, and 
LinkedIn. According to the study, 82 percent of respondents say 
increase in ridership is an important or very important social 
media goal and 89 percent reported that social media was slightly 
effective, effective, and very effective at increasing ridership. 

As a part of their marketing strategy, DTS has engaged in a 
marketing campaign to promote an audience-driven marketing 
strategy to increase ridership on the multi-modal system. DTS 
spent $177,856 in media purchases from July to December 
2023. Of the $177,856 spent, $126,435 was procured through its 
subcontractor for service management, Ulu HI-Tech. The plan 
included video campaigns, targeted videos, targeted emails, 
YouTube videos, and radio time. The table below shows the 
scheduled air dates of these media purchases and costs.

Social Media 
Presence Lags 
Behind Other 
Transportation 
Agencies Across 
the Nation
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Exhibit 2.12 
Skyline Media Expenses, June 2023 to July 2024

Source: Department of Transportation Services

We evaluated Skyline’s media on YouTube and found that 
viewership ranked fairly low in comparison with videos made by 
the public on Skyline. Viewership also ranked low in comparison 
with other jurisdictions who utilize YouTube for marketing and 
educational purposes. The following screenshots were taken from 
Skyline’s most viewed video.

Type and Who Procured Scheduled Air 
Dates Cost 

Skyline Grand Opening-
DTS Procured 6/18/23-7/4/23 $51,421  

Happy HOLO-days – Ulu HI-
Tech procured 12/4/23-1/21/24 $6,020  

Skyline Rail Media 
Production – Ulu HI-Tech 
procured 

1/1/24-7/31/24 $120,415  

  Total $177,856  
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The following screenshots were taken from the New York City 
Subway’s (MTA) most viewed video and Portland’s TriMet most 
viewed video on YouTube.

Exhibit 2.13 
Skyline’s Most Viewed YouTube Video

Source: Department of Transportation Services YouTube
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Exhibit 2.14 
MTA and TriMet’s Most Viewed YouTube Videos

Source: New York City’s MTA and Portland’s TriMet YouTube Channels
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Exhibit 2.15 
National Comparison of Rail Transit Social Media Presence

 

Facebook YouTube Instagram TikTok X LinkedIn

x x x x x

182K Followers
50,100 

Subscribers
129K followers

56.9K 
followers

1.3M 
followers

746.4K likes

x x x x x

63K Followers
29,400 

Subscribers
42.5K 

followers
5,462 

followers
292.8K 

followers

63.9K likes

x x x x x

43K Followers
6,990 

Subscribers
23.8K 

followers
33.3K 

followers
331.9K 

followers

1.4m likes

x x x x x

33K Followers
9,520 

Subscribers
49.9K 

followers
12.7k 

followers
306.2K 

followers

261.9k likes

x x x x x

105K Followers
26,700 

Subscribers
135K followers 11k followers

145.1K 
followers

347.8k likes

x x x x x

25K Followers
5,940 

Subscribers
33.7K 

followers
18.7k 

followers
357.8K 

followers

163.8k likes

x x x x

36K Followers
4,840 

Subscribers
21.4K 

followers
90.9K 

followers

x x x x

60K Followers
6,420 

Subscribers
25.5K 

followers
64.7K 

followers

x x x

2,400 Followers
349 

Subscribers
2.2K followers

Skyline Honolulu x None x

Seattle Link Light Rail – Rapidly expanding 
system connecting various neighborhoods 
and suburbs.

None x

Portland MAX Light Rail – A key transit 
option connecting downtown Portland with 
the suburbs.

None x

Washington Metro – Serves the D.C. 
metropolitan area, including suburban 
Maryland and Virginia.

x

Los Angeles Metro Rail – A growing light 
rail network that serves LA’s vast urban 
area.

x

Boston’s MBTA – Known for its commuter 
rail and subway services in Greater Boston.

x

New York City Subway (MTA) – One of the 
largest and most extensive subway systems 
in the world.

x

Chicago ‘L’ (CTA) – Famous for its elevated 
train lines and vast reach in the city.

x

San Francisco BART – Links urban San 
Francisco to the East Bay and the airport.

x

Source: Social media accounts from various jurisdictions
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In comparison to other jurisdictions, DTS’s social media presence 
is notably smaller, with fewer followers and significantly lower 
engagement levels. This limited digital reach hinders its ability 
to effectively promote Skyline, connect with potential riders, and 
build a strong community of regular users. To address this, DTS 
should prioritize expanding its social media efforts to increase 
ridership by focusing on its core demographic—working-age 
commuters who primarily use public transportation for daily 
travel.

Additionally, DTS should adapt its social media strategy to reach 
untapped demographics, including younger users, students, and 
tourists. This can be achieved through targeted campaigns on 
platforms like TikTok and Instagram, which appeal to younger 
audiences, as well as partnerships with local businesses and 
influencers to broaden engagement. Developing content that 
highlights Skyline’s convenience, safety, and cost-effectiveness, 
along with leveraging user-generated content, can foster trust 
and interest. By enhancing its digital presence and tailoring 
strategies to diverse audiences, DTS can maximize the impact of 
its marketing efforts and drive higher ridership rates.

We surveyed 100 Skyline riders from June 2024 to October 2024 
regarding their experience with riding Skyline.6 This is a summary 
of the results:

•	 Of the 100 riders, 84 riders rated their ride experience 
as excellent or good

•	 34 riders reported riding skyline a few times a week, 
while 15 riders reported that they ride skyline daily. 25 
riders reported that they ride Skyline once a month. 

•	 89 riders rated the timeliness of skyline as good or 
excellent, while 1 rider rated it fair and 9 riders were 
neutral. 

•	 Commuting to work (37 riders) was the largest primary 
reason for riding Skyline among survey respondents. 
Other purposes include leisure (27 riders), school 
(20 riders), shopping (12 riders), and healthcare 
appointments (1 rider).

•	 100 riders agreed that they feel safe riding Skyline

•	 Of the 100 survey respondents, 28 were aware of 
Skyline’s proposed system end point. 72 riders 
reported they did not know. 

6	  Surveys made available online via QR code or in person at stations. While 
translation options were available, all respondents were able to communicate in 
English.

84 Percent of 
Riders Rated 
Skyline Favorably, 
But Would Like 
to See Operating 
Hours Extended 
and Improvements 
Made
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The following infographic below shows highlighted survey 
results.

Of the 100 riders, 41 riders provided comments and suggestions 
for improving the Skyline experience. The top 3 suggestions are:

1.	 Extended hours (14 riders) – Suggests that some customers 
may work and come home later than current operating 
hours. This can also provide an alternative for travelling to 
large public events that end later at night. Attendees would 
not have to worry about having to find limited parking.

Exhibit 2.16 
Skyline Survey Results

Source: Office of the Cit Auditor Analysis
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2.	 Better station security (8 riders) – Although stations are 
equipped with numerous cameras, there is usually only 
one employee at each station.

3.	 Concessions/vending machines at stations (6 riders) – 
Current Skyline rules prohibit food and drink in train 
cars but concession stands can provide a small business 
opportunity for vendors.

Other noteworthy suggestions were having alternative payment 
methods (4 riders) and shuttle services for students (ex: partnering 
with UH and other schools to have shuttles at the Hālawa Station) 
(3 riders). 

A complete list of survey responses can be found in Appendix B.

DTS should:

1.	 Offer service amenities similar to other jurisdictions and 
best practices to increase ridership and public satisfaction.

2.	 Collaborate with events that can utilize Skyline and the 
city’s multimodal system, and coordinate with those 
already promoting Skyline to enhance public awareness 
through shared communication channels.

3.	 Offer other methods of payment including payments 
via mobile phone or HOLO card app to address gaps in 
supply and demand of physical cards and increase rider 
experience.

4.	 Expand social media efforts to target core and untapped 
demographics through tailored campaigns across various 
platforms to increase engagement.

5.	 Conduct regular surveys to understand community needs, 
improve service equity, and demonstrate the value of 
public input.

Recommendations



Chapter 3: Accessibility and Safety Concerns Surrounding Skyline Stations 

39

Chapter 3
Accessibility and Safety Concerns Surrounding 
Skyline Stations	

Skyline stations provide accessible rail cars that meet design 
standards; however, the surrounding areas present significant 
safety and usability concerns that undermine the accessibility 
goals of the Americans with Disabilities Act (ADA) and local 
pedestrian access guidelines. Furthermore, DTS is responsible 
for the multimodal movement of people and goods on roadways 
which includes riders getting to and from surrounding areas 
including bus stops, pickup areas, and crosswalks. Observations 
conducted at Skyline stations revealed a variety of hazards, 
including trip hazards, poor sanitation, and insufficient 
infrastructure for individuals with disabilities. These issues not 
only pose safety risks but also increase potential liabilities for the 
city. To ensure equitable and safe transit access, the department 
should address the gaps in compliance and infrastructure 
surrounding these stations.

The areas surrounding Skyline stations exhibit several physical 
and sanitary hazards that endanger pedestrians and undermine 
accessibility. Trip hazards such as potholes, broken pipes, and 
uneven walkways were observed at five of the nine stations 
evaluated. These obstructions could potentially violate ADA 
standards, which mandate smooth, firm, and stable surfaces for 
individuals with mobility impairments. In addition to structural 
issues, sanitation concerns were also prevalent. 

Skyline stations are required to be accessible to and usable by 
persons with disabilities. Federal and state laws require the rail 
stations to comply with the Americans with Disabilities Act 
Accessibility Guidelines (ADAAG).

The Americans with Disabilities Act (ADA) of 1990 (P.L. 101-
336) prohibits discrimination against qualified individuals with 
disabilities in transportation services offered by public entities 
under Title II of the ADA and private entities under Title III of 
the ADA. This prohibition applies regardless of whether an entity 
receives Federal funding and it extends to “fixed-route” and 
“demand-responsive” transportation service. The ADA sets forth 
general requirements for transportation providers.

Accessibility 
Challenges Around 
Skyline Stations
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The ADA sets requirements for accessible public transportation 
systems and surrounding areas, which include clear, unobstructed 
walkways and smooth surfaces. These standards are aimed at 
ensuring accessibility for all, including people with mobility 
impairments.

The ADA mandates that sidewalks and other public paths must 
be accessible to individuals with disabilities, including those 
using wheelchairs, walkers, or other mobility devices. A pothole 
or protruding pipe can create obstacles, making it difficult or 
even dangerous for people with mobility impairments to navigate 
the sidewalk. This could be considered a violation of ADA 
requirements for accessible public spaces. The ADA Standards 
for Accessible Design require that sidewalks must have a smooth, 
firm, and stable surface. Uneven or hazardous surfaces (as shown 
below), like potholes or protruding objects, fail to meet these 
standards and would likely be deemed non-compliant.
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Exhibit 3.1 
Types of Hazardous Surfaces

Sources: Office of the Cit Auditor and ADA Guidelines
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Honolulu rail stations are required to be accessible to and usable 
by persons with disabilities by the ADAAG. 

The table below evaluates each station’s compliance with ADA 
guidelines.

Exhibit 3.2 
ADA Guideline Checklist for Skyline Stations

Source: ADA and Office of the Cit Auditor
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A detailed table can be found in Appendix C. Although we 
found that areas immediately surrounding the rail stations are 
problematic, the Skyline stations generally complied with ADA 
guidelines. According to DTS management, toilet rooms are 
available for use if a rider asks the station attendant. However, 
while conducting fieldwork at three stations, we asked the 
attendant for access to the toilet room but was told that it was not 
available. Furthermore, one attendant at a station stated that no 
restrooms were available for use at any of the Skyline stations. As 
a result, we were unable to evaluate ADA accessibility for toilet 
rooms at each station. 

In addition, Skyline stations were designed with the following 
ADA accommodations:

•	 Concourse level that provides convenient access to 
boarding platforms and allows safe crossing over the 
streets below 

•	 Braille signage with tactile raised letters in large-print

•	 Audio announcements

•	 Texture changes and tactile platform edges at gate 
openings 

•	 Directional and informational signage

•	 Universal symbols and signs with text labels
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Source: Office of the Cit Auditor

Exhibit 3.3
ADA Signage and Accommodations at Skyline Stations and Railcars
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We found that 5 of 9 rail stations we reviewed featured trip 
hazards and potholes or graffiti.  State guidelines on pedestrian 
access to transit stations and other federal agencies state that 
facilities should be free from such barriers. DTS has not addressed 
mitigating these barriers and has not sufficiently engaged the 
disabled community to identify public barriers. As a result, public 
safety is diminished and the city’s liability risk is increased.

In addition to ADA requirements, the State of Hawai‘i’s guidelines 
on Pedestrian Access to Transit provides a summary of current 
best practices and design guidelines related to enhancing 
pedestrian access to transit. As a best practice, facilities within 
the right-of-way, such as sidewalks and pedestrian push 
buttons, should comply with the proposed Public Rights-of-Way 
Guidelines (PROWAG).

During observations, human feces were documented near a 
bus stop at one station, creating serious public health risks. 
Furthermore, graffiti was observed at three stations, contributing 
to an environment that feels unsafe and uninviting for users.

We conducted walkthroughs of all nine Skyline stations currently 
in operation. During our walkthroughs, we evaluated the 
surrounding areas (100 yards around the perimeter) of each 
station for trip hazards, graffiti, and vagrancy. We took photos to 
document potential violations and took note of any other issues 
we encountered. Exhibit 3.4 below summarizes our observations.

Walking Hazards, 
Graffiti, and 
other Barriers 
Compromise 
Safety and Rider 
Experience
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At 5 of the 9 stations, we observed walkway hazards. The 
following table of photos documents these observations. 

Exhibit 3.4 
Skyline Station Surrounding Area Assessment

Source: Office of the Cit Auditor

 

 

 

 

 

  Kualaka`i Keone'ae  Honouliuli Hō`ae`ae Pouhala Hālaulani Waiawa Kalauao Hālawa 

Are walkways 
surrounding rail 

station even, free 
from trip hazards 

and potholes? 

Yes Yes Yes No No Yes No No No 

Are there vagrants 
or homeless 
individuals 

surrounding rail 
station? 

No No No No No No No No No 

Is there graffiti 
surrounding the rail 

station? 
No No No Yes No No No Yes Yes 
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Exhibit 3.5 
OCA Observation of Surrounding Areas of Skyline Stations: Walkway Hazards

Source: Office of the Cit Auditor
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We did not observe any vagrancy or homelessness surrounding 
the stations on the day of our observation. However, we did 
observe human feces near one of the bus stops connected to the 
Skyline station.

Exhibit 3.6 
Feces Near Bus Stop and Skyline Station

Human Feces on sidewalk under station (Hō’ae’ae, West Loch)
Source: Office of the Cit Auditor

Because safety is a top priority for Skyline, the department should 
address these hazards. The failure to address sidewalk hazards 
including potholes, broken pipes, and unsanitary conditions could 
have consequences for the city including legal liability, fines and 
penalties, and insurance claims. These hazards could violate a 
combination of ADA regulations, pedestrian safety codes, and 
right-of-way maintenance standards, all of which are aimed at 
ensuring the safety, accessibility, and usability of public spaces 
for everyone. To avoid any potential risks to the city should make 
improvements to areas around the stations and bus stops.

According to DTS, the department is only responsible for 
design, maintenance, and amenities for Skyline rail stations. 
Responsibility for areas surrounding the rail stations are under 
other city and state jurisdictions. While we acknowledge 
DTS’ direct responsibility over rail stations, nevertheless, the 
department touts its multi-modal transportation system that 
requires riders to seamlessly, and safely, transfer between rail 
stations, bus stops, paratransit locations, and parking structures.
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A critical factor contributing to these deficiencies is the lack 
of ongoing input from the disability and mobility-impaired 
community. While stakeholders were consulted during Skyline’s 
planning phase, advocacy groups have not been engaged for over 
two years. This absence of participation has limited opportunities 
to identify and address accessibility barriers during the post-
design and construction phases. Without consistent stakeholder 
input, the city risks overlooking key considerations that would 
ensure the usability and safety of the station environments.

We interviewed representatives from two disability advocacy 
groups in Honolulu, Citizens for a Fair ADA Ride (CFADAR) and 
the Hawai’i Disability Rights Center, and found that the city did 
not include their participation or input for over two years. One 
group has not been able to participate or give input on behalf 
of the disability community since 2020. The other group has not 
been able to participate or give input since the planning phase of 
Skyline. Input from the disabled mobility-impaired community 
is important to ensure that public transportation is accessible, 
safe, and equitable for all users. It not only helps to identify and 
eliminate barriers, enhances safety, fosters inclusivity, and ensures 
compliance with legal standards, it also created an opportunity to 
include innovation and build trust with a key user group. Skyline 
should uphold a standard to provide transportation services that 
benefits everyone, regardless of their abilities.  

While the station interiors include essential ADA features—such 
as tactile Braille signage, audio announcements, and tactile 
platform edges—these accommodations are not extended to 
the surrounding areas. Sidewalks and pathways leading to the 
stations are often hazardous and non-compliant with ADA 
guidelines, creating accessibility gaps. This disparity between the 
accessible station design and unsafe surrounding infrastructure 
creates obstacles for users, particularly individuals with mobility 
impairments.

We interviewed disability advocacy groups to identify any 
risk areas of accessibility using Skyline. One of the groups we 
interviewed, CFADAR, partnered with a mobility travel group 
who took a group of visually impaired individuals to ride 
Skyline. The group experienced difficulties navigating around the 
Waiawa Station and documented their experience. The group also 
identified suggested improvements for the issues encountered, as 
shown and stated below:

Lack of stakeholder 
engagement

Disparities between station 
design and surrounding 
areas

As Constructed, 
the Pearl Highland 
Waiawa Station 
Poses Pedestrian 
Risks
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Exhibit 3.7 
Photos and Description of Issue Areas around Waiawa Pearl Highlands Station
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Source: Sensory Travel
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On August 2, 2023, the O‘ahu Metropolitan Planning Organization 
Citizens Advisory Committee passed and adopted a resolution 
urging the Honolulu Authority for Rapid Transportation, 
the State Department of Transportation, and the City and 
County of Honolulu Department of Transportation Services 
to prioritize and expedite the installation of comprehensive 
pedestrian infrastructure at the Waiawa Pearl Highlands station 
at Kamehameha Highway, including a fully protected pedestrian 
crossing, in an effort to:

•	 Prevent pedestrian fatalities and serious injuries 

•	 Address community concerns for the safety of all, 
including the blind and/or disabled 

•	 Encourage use of public transit by addressing the 
needs of pedestrians frequenting the rail station 

During our own observation, we observed the following at the 
Pearl Highland Waiawa Station.

As of March 2024, the city was awarded $19 million to build the 
Pearl Highland Waiawa Station Pedestrian Bridge. The project was 
not listed in Honolulu’s Capital Improvement Program Budget 
for FY 2025. The city should urgently complete the bridge and 
walkway improvements to ensure that Skyline riders at the station 
are safe and to decrease the risks of any pedestrian accidents 
occurring around the station involving Skyline riders who are 
going to and from surrounding areas.

Exhibit 3.8 
OCA Observation of Waiawa Pearl Highlands Station

Source: Office of the Cit Auditor
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According to DTS, regular work performed by DTS includes 
cleaning and clearing of paths, vegetation, and landscape, and 
fixing and improving paths including stairways, walkways, and 
ramps. While Skyline stations generally include design features to 
accommodate individuals with disabilities, the surrounding areas 
fall short of providing safe and accessible transit environments. 
We encourage DTS to ameliorate their routine work and 
coordinate with the necessary agencies to ensure the safe 
multimodal movement of people throughout their multimodal 
network. Addressing these challenges requires a combination of 
infrastructure improvements, consistent stakeholder engagement, 
and adherence to compliance standards. Proactive measures will 
enhance the safety, equity, and usability of the Skyline system, 
fulfilling the city’s commitment to accessible public transit for all. 
 
 

DTS should:

1.	 Prioritize repairs to sidewalks, potholes, and pipes, 
and implement regular maintenance to address 
hazards and ensure ADA compliance.

2.	 Reestablish regular consultations with disability 
advocacy groups to ensure improvements meet 
mobility needs and enhance transit safety.

3.	 Periodically evaluate station surroundings for ADA 
and Hawai‘i accessibility guidelines, using metrics 
to identify and address issues.

4.	 Expedite construction of the Pearl Highland 
Waiawa Station pedestrian bridge to eliminate 
critical accessibility barriers.

Recommendations
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Chapter 4 
The Lack of Multi-Language Signage and 
Information at Skyline Stations and on Trains 
Creates Significant Barriers for Individuals with 
Limited English Proficiency (LEP), Limiting their 
Access to Honolulu’s Multimodal Public Transit 
System 

In its efforts to create a multimodal system with Skyline, DTS 
did not include multi-language information when changes 
were made to existing bus routes that were used by people with 
Limited English Proficiency (LEP). Barriers to riding Skyline 
increased as a result of not having multi-language resources 
and people with LEP may have difficulty using Skyline. Because 
other transit agencies such as TheBus and TheHandi-Van feature 
multi-language tools, Skyline should also include multi-language 
resources for people with LEP.

Title VI of the Civil Rights Act of 1964 prohibits discrimination 
based on national origin, including limited English proficiency, 
in any federally funded program. As the agency overseeing 
Honolulu’s multimodal transit system, DTS is obligated to ensure 
equitable access for LEP individuals. Despite this mandate, 
Skyline lags behind TheBus and TheHandi-Van in providing 
comprehensive multi-language resources.

DTS is responsible for moving people through its multimodal 
transportation system. TheBus, TheHandi-Van and Skyline are 
part of Honolulu’s public transit system. DTS’ goal is to provide 
greater safety for all modes of transportation and increased 
quality of life for its residents.

DTS’ Multimodal 
Efforts to 
Incorporate Skyline 
in Phase 1 Did 
Not Prioritize LEP 
Needs
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On July 1, 2023, DTS implemented its Bus Rail Integration Plan 
(BRIP). For the first phase of the BRIP, bus routes were changed 
to improve the frequency and availability of service with slight 
changes to the route alignment. New bus routes were added 
to provide direct connections to Skyline. In addition, no Peak 
Express bus routes were affected in preparation for passenger 
service. 

The biggest change was Route A, which terminated at Pearlridge 
rather than extending into Waipahu. Also, the route no longer 
served the Middle Street Intermodal Center and King Street. This 
shorter route created a direct, high-speed and high-frequency 
(every 10 minutes during peak hours/15 minutes during off-
peak hours) connection between Skyline, downtown Honolulu, 
and the University of Hawai`i at Mānoa. Riders traveling from 
Waipahu would now take Skyline, then transfer for free to Route 
A at the Aloha Stadium Station. Riders destined for Middle Street 
Intermodal Center and King Street would take Route 1L starting 
at Aloha Stadium.1

1	  A complete list of TheBus changes as a result of the Bus Rail Integration Plan 
can be found in Appendix D.

Exhibit 
4.1 2023 Bus-Skyline Network Phase 1: East Kapolei to Aloha Stadium

Source: Department of Transportation Services
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The purpose of the BRIP was to encourage riders to use multi-
modal transportation. However, there is insufficient multi-
language information for Skyline riders. Based on survey results 
and census data, the majority of non-English speaking residents 
using TheBus reside in the areas affected the most by BRIP 
changes to bus routes. For example, for the Route A modifications, 
TheBus no longer serves the following areas:

• Waipahu – Alternatives: Skyline, Route 40, 42, 43

• Pearl City – Alternatives: Skyline, Route 40, 42, 51

Without	multi-language	information	available	on	and	for	Skyline,	
those	affected	by	these	changes	who	are	LEP	might	be	more	likely	
to ride the alternate bus routes instead of Skyline because of the 
language barrier.

We	evaluated	all	nine	rail	stations	currently	in	operation	and	
found	insufficient	multi-language	information	options.	The	
city’s	Bus	Rail	Integration	Plan	(BRIP)	encourages	the	public	to	
use	multi-modal	transportation.	Skyline’s	implementation	of	
multi-language	information	and	communication	falls	short	in	
comparison	to	its	multi-modal	partners	TheBus	and	TheHandi-
Van.	As	a	result,	the	department	is	not	sufficiently	complying	with	
its	BRIP	requirements	and	reduces	accessibility	to	riders	that	have	
limited	English	proficiency.

Federal	Executive	Order	13166	requires	transportation	agencies	to	
examine	the	services	they	provide,	identify	any	need	for	services	
to	those	with	Limited	English	Proficiency	(LEP)	and	develop	and	
implement	a	system	to	provide	those	services	so	LEP	persons	can	
have	meaningful	access.	A	LEP	person	is	defined	as	a	person	for	
whom	English	is	not	their	primary language and who have a 
limited ability to read, write, speak,	or	understand	English.	It	
includes	people	who	reported	to	the	U.S,	Census	that	they	speak	
English	less	than	very	well,	not	well,	or	not	at	all.	Hawai`i	Revised	
Statutes	Section	321-C-2	defines	LEP	person	as	“an	individual	
who,	on	account	of	national	origin,	does	not	speak	English	as	the	
person’s	primary	language	and	who	self	identifies	as	having	a	
limited	ability	to	read,	write,	speak,	or	understand	the	English	
language.”	

Based	on	the	U.S.	Census	Bureau	demographics	of	non-English	
speaking	residents	in	the	geographical	areas	that	the	first	phase	
of	Skyline	covers,	41.7	percent	(35,226)	of	residents	in	the	‘Ewa	
Census	County	Division	and	52.6	percent	(66,974)	of	residents	in	
the	Honolulu	Census	County	Division	speak	English	less	than	
very well. 

DTS lacks consistency 
in multi-language 
accessibility for Skyline in 
comparison with TheBus 
and TheHandi-Van. 
Multi-language Skyline 
information is limited to 
holo card machines.



Chapter 4:: The Lack of Multi-Language Signage and Information at Skyline Stations and on Trains Creates Significant Barriers for
Individuals with Limited English Proficiency (Lep), Limiting Their Access to Honolulu’s Multi-Modal Public Transit System. 

58

In 2018, DTS conducted TheBus Demographic and Fare Media 
Ridership Survey of 1,200 TheBus riders. The survey reported the 
following information: 

•	 155 of the 1,200 (15%) surveyed riders started their trip 
in Region 9 - Mililani, ‘Ewa Beach, Waipahu

•	 167 of the 1,200 ended their trip in Region 5 -Mānoa

•	 273 of the 1,200 ended their trip in Region 6 - 
Downtown

•	 96 of the 1,200 ended their trip in Region 7  Kalihi 

•	 353 of the 1,200 (33%) reported they spoke another 
language 

•	 102 of the 1,200 (19%) riders surveyed reported that 
they did not speak English well.

In its updated 2022 Limited English Proficient Plan, DTS affirmed 
its commitment to providing meaningful access to all patrons and 
users of Honolulu’s public transit system who are LEP. In this 
plan, DTS highlights the resources available for LEP outreach, as 
well as the costs associated with that outreach. According to the 
plan, DTS’ annual operating budget included funding for:

	
•	 Phone interpretation services: Professional phone 

interpretation services

•	 Translation services: Professional translation services 

•	 Printing: Vital documents in identified languages
 

•	 Signage: In identified languages as applicable and 
necessary

•	 Advertisement: Notices in identified language 
publications as applicable and necessary

•	 Consultants: Professional services contracted as 
applicable and necessary to meet LEP requirements



Chapter 4: The Lack of Multi-Language Signage and Information at Skyline Stations and on Trains Creates Significant Barriers for
Individuals with Limited English Proficiency (Lep), Limiting Their Access to Honolulu’s Multi-Modal Public Transit System. 

59

•	 Other available resources:

o	 Phone interpretation services: In-house staff, 
other government & non-profit agencies.

o	 Partnering with other state, county, and non-
profit agencies to provide transit information 
to the LEP community (i.e. State Office of 
Language Access).

o	 Translation services: In-house staff, other 
government & non-profit agencies.

The screenshot below is from DTS’ Transportation Mobility 
Division which offers multi-language information and 
documentation for TheBus and TheHandi-van. It does not include 
Skyline.

Exhibit 4.2 
DTS Language Assisted Services

Source: Department of Transportation website
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We evaluated Skyline for their multi-language information and 
found that while the HOLO Card machines located outside of 
stations feature various language options including English, 
`Ōlelo Hawai`i, Tagalog, Japanese, Ilokano, Samoan, Chinese, and 
Korean, those language options are not found in other key areas of 
Skyline’s operations:

•	 Brochures are only in English

•	 Signage within stations are only in English with `Ōlelo 
Hawai`i place names  

•	 Audio in railcar is in English and `Ōlelo Hawai`i only

•	 Skylines website does not offer information in any 
other languages nor does it have a Title VI statement 
2(TheBus , TheHandi-van, and HOLO offers different 
languages)

2	  Title VI of the Civil Rights Act of 1964 protects people from discrimination 
based on race, color, and national origin in programs and activities receiving 
federal financial assistance. The Federal Transit Administration works to ensure 
nondiscriminatory transportation in support of our mission to enhance the social 
and economic quality of life for all Americans. FTA’s revised circular provides 
guidance to grantees on how to comply with Title VI regulations, as well as to 
ensure grantees provide meaningful language access to persons who have 
limited English proficienc . 
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The photos below confirm our observations.

Exhibit 4.3 
OCA Observations: Skyline signage and HOLO Card Languages
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Source: Office of the Cit Auditor and Department of Transportation Services
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While vending machines and the HOLO card website offer multi-
language options, all other Skyline signage and information is 
limited to English and `Ōlelo Hawai`i. Riders who do not use 
English as their first language may have difficulty navigating 
Skyline. Also, those who are LEP residents may hesitate to use 
Skyline because of the lack of multi-language information. 

We reviewed other transit agencies from across the United States 
and found that all of the agencies we reviewed offered multi-
language resources for their riders. These resources ranged from 
multi-language signage, multi-language website translations, and 
a call center that offers multi-language assistance.

Transit Agencies 
Offer Multi-
Language 
Resources for 
People with Limited 
English Proficiency
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Exhibit 4.4 
Examples of Multi-language at Other Jurisdictions

Source: Various transit websites
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DTS should review these tools from the other agencies and extend 
its existing multi-language resources from TheBus and TheHandi-
van to Skyline, especially as service expands to other segments. 

DTS should:

1.	 Develop and implement a system that provides 
meaningful access to persons that have Limited English 
Proficiency on Skyline including, but not limited to:

•	 Multi-language signage at stations and on trains

•	 Multi-language accessibility on Skyline’s webpages

•	 Multi-language resources for Skyline and intermodal 
connectivity with TheBus and TheHandi-van

Recommendations
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Chapter 5 
Conclusion and Recommendations

In	the	first	six	months	of	operation,	Skyline	achieved	a	99.2	percent	
reliability rate. Despite this achievement, ridership has fallen short 
of	expectations.	Several	factors,	including	limited	service	area	
coverage,	inadequate	operating	hours,	and	insufficient	integration	
with	other	transportation	modes,	attributed	to	a	77	percent	decline	
in ridership from July 2023 to December 2023. Solo drivers have 
disproportionally shorter travel times than public transportation 
commuters.	In	our	review	of	peer	transit	systems,	Skyline’s	social	
media	campaigns	have	been	less	effective.	As	a	result,	Skyline	
missed opportunities for collaboration with local events and 
businesses.	In	our	survey	of	100	Skyline	riders, we found that 	
although	the	system received positive overall feedback, concerns 
regarding the need	for	extended	operating	hours,	limited	payment	
options,	and	insufficient	station	amenities	persists.	As	the	system	
expands	and	more stations are brought online, these challenges 
highlight the need for strategic changes to improve ridership and 
enhance the system’s	overall	performance.	

While	Skyline	stations	meet	and	exceed	ADA	guidelines	and	
requirements,	surrounding	areas	present	significant	concerns	
for	safety	and	usability.	We	observed	a	variety	of	impediments	
including	trip	hazards,	poor	sanitation,	and	insufficient	
infrastructure	for	disabled	individuals.	The	department’s	
responsibilities are not limited to compliance on railcars and in 
stations, but also include the seamless multimodal movement 
of people and goods of surrounding areas including bus stops, 
pickup	areas,	and	crosswalks.	The	hazards	we	identified	in	this	
report pose safety risks and increase potential liabilities for the 
city. Addressing the gaps in compliance and infrastructure is 
crucial to ensure equitable and safe transit access.

Title	VI	of	the	Civil	Rights	Act	of	1964	prohibits	discrimination	
based	on	national	origin,	including	limited	English	proficiency,	
in any federally funded program. The department is obligated 
to ensure equitable access for all individuals, but falls short in 
providing	comprehensive	multi-language	resources.	Unlike	
TheBus	and	TheHandi-van,	DTS	did	not	include	multi-language	
information	on	Skyline	when	changes	were	made	to	existing	
bus	routes,	which	were	used	significantly	by	limited	English	
proficiency	individuals.	As	a	result	of	not	having	multi-language	
information and resources, barriers to riding Skyline increased 
and	those	individuals	may	have	difficulty	utilizing	Skyline.

Conclusion
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DTS should:

1. Offer service amenities similar to other jurisdictions and
best practices to increase ridership and public satisfaction.

2. Collaborate with events that can utilize Skyline and the
city’s multimodal system, and coordinate with those
already promoting Skyline to enhance public awareness
through shared communication channels.

3. Offer other methods of payment including payments
via mobile phone or HOLO card app to address gaps in
supply and demand of physical cards and increase rider
experience.

4. Expand social media efforts to target core and untapped
demographics through tailored campaigns across various
platforms to increase engagement.

5. Conduct regular surveys to understand community needs,
improve service equity, and demonstrate the value of
public input.

6. Develop and implement a system that meaningful access
to persons that have Limited English Proficiency on
Skyline including but not limited to:

• Multi-language signage at stations and on trains

• Multi-language accessibility on Skyline’s webpages

• Multi-language resources for Skyline and intermodal
connectivity with TheBus and TheHandi-van

7. Prioritize repairs to sidewalks, potholes, and pipes, and
implement regular maintenance to address hazards and
ensure ADA compliance.

8. Reestablish regular consultations with disability advocacy
groups to ensure improvements meet mobility needs and
enhance transit safety.

9. Periodically evaluate station surroundings for ADA and
Hawai’i accessibility guidelines, using metrics to identify
and address issues.

10. Expedite construction of the Pearl Highland Waiawa
Station pedestrian bridge to eliminate critical accessibility
barriers.

Recommendations
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The	Department	of	Transportation	(DTS)	provided	a	written	
response	to	a	draft	of	this	audit	report.	In	their	letter,	DTS	
provided	general	comments	in	response	to	the	findings	and	
recommendations.	We	are	including the	following	response	to	two	
of	the	department’s	comments.

The department disagrees with our methodology that includes 
ridership	from	its	four	fare-free	days	in	July	2023	when	calculating	
ridership,	stating	that	it	is	fundamentally	different	and	cannot	be	
meaningfully compared with ridership from December 2023. The 
department does not consider the 77 percent ridership decrease 
as	a	credible	metric.	We	acknowledge	the	four	fare-free	days	
and notate it in the report accordingly. However, we maintain 
the	inclusion	of	the	four-fare	free	days	in	our	ridership	review	
is appropriate because our audit period was from July 2023 to 
December	2023	and	withholding	the	four	fare-free	days	from	
our review would not provide a complete and accurate picture. 
Furthermore,	we	acknowledge	that	the	fare-free	days	were	
effective	in	increasing	community	interest	and	ridership,	measures	
that we recommend the department continue to pursue in order to 
meet its operational goals.

The department disagrees that the site conditions depicted 
in	the	audit’s	accessibility	finding	are	under	DTS	control	or	
management.	The	department	explains	that	they	do	not	have	
control over all the surrounding areas around Skyline stations, 
but	to	the	extent	possible	they	strive	to	comply,	meet,	and	exceed	
ADA	standards	and	guidelines.	While	we	understand	that	
surrounding area jurisdiction may be in question, we stand by 
our	finding	as	DTS	is	responsible	for	the	multimodal	movement	
of	people	and	goods	on	roadways	which	includes	riders	getting	
to and from key access areas including bus stops, pickup areas, 
and crosswalks. The department should coordinate with other 
agencies, including the State, to ensure that Skyline and its 
stations, including surrounding areas, are fully accessible for all 
riders.

We	also	made	technical,	non-substantive	amendments	to	the	
report for purposes of accuracy, clarity, and style. A copy of 
management’s	full	response	can	be	found	on	page	72.

Management 
Response
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Troy Shimasaki, Acting City Auditor 
February 21, 2025 
Page 3 

6. Social Media
DTS acknowledges our social media presence is smaller than peers documented in this
report on page 33. We will strive to increase social media following with promoted
content, creative media, and thoughtful and insightful posts. We note that we are a
Department of Transportation Services, as part of a City administration. Our rail peers
operate their social media as a focused platform specifically for the mode of rail. DTS
Will investigate the impact of having alternate social media accounts for our
transportation modes. Additionally, all of the metropolitan areas are more populated and
have older, well-established rail services as their follower base. We anticipate growing
our social media presence to a comparable level following our first six months of Skyline
operations.

7. Accessibility
DTS provides clarification that we do not have site control over all the "surrounding
areas" around Skyline stations, but, to the extent possible, strive to comply, meet, and
exceed ADA standards and guidelines on and around all of our transit services. On
page 39 in Exhibit 3.1, Types of Hazardous Surfaces, DTS notes that the labels on the
photos do not, for the most part, depict actual hazards. There are no "rocky surfaces,"
"protruding pipes/poles," or "potholes" in the pictures as labeled. The "uneven surface"
indicated is also not part of the walking path, which appears to be broad, smooth, and
accessible. On page 45, in Exhibit 3.5, OCA Observation of Surrounding Areas of
Skyline Stations: Walkway Hazards, none of the site conditions depicted are under DTS
control or management. Many are on State rights-of-way; additionally, the "Uneven
cracked sidewalk" is erroneously attributed to Kalauao Pearl ridge Station instead of the
Halawa Aloha Stadium Station.

8. Recommendations
DTS will review all recommendations provided in this report from the Office of the City
Auditor and strive towards implementation and improvement of our Skyline operations.

DTS appreciates and respects the City Auditor's collaborative approach throughout 
this audit process. Mahala nui for providing your insights and this opportunity to respond to this 
Report. If you have any questions, please do not hesitate to call me at (808) 768-8303. 

APPROVED: 

Very t;jY yours,

t,.16v!A. 
J. Roger Morton
Director Designate

/ Michael D. Formby, Managing Director Designate 
Office of the Managing Director 
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1	  Includes four-day fare free opening period where 62,789 passengers rode 
Skyline
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Source: Department of Transportation Services



Appendix B 
Skyline Rider Survey Responses

79



80

Appendix B: Skyline Rider Survey Responses



 Appendix B: Skyline Rider Survey Responses

61
81



82

Appendix B: Skyline Rider Survey Responses



 Appendix B: Skyline Rider Survey Responses

63Source: Office of the Cit Auditor 83



84

Appendix B: Skyline Rider Survey Responses

This page intentionally left blank.



Appendix C 
ADA Guideline Checklist

85



86

Appendix C: ADA Guideline Checklist



Appendix C: ADA Guideline Checklist

61
87



88

Appendix C: ADA Guideline Checklist



Appendix C: ADA Guideline Checklist

6389



90

Appendix C: ADA Guideline Checklist



Appendix C: ADA Guideline Checklist

65

Source: Office of the Cit Auditor
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Source: Department of Transportation Servicves Website
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