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I. Purpose of the Assessment

Public entities that operate fixed route transportation services for the general public are required by the U.S. Department of Transportation (DOT) regulations implementing the Americans with Disabilities Act of 1990 (ADA) to provide ADA Complementary Paratransit service for persons who, because of their disability, are unable to use the fixed route system.  These regulations 

(49 CFR Parts 27, 37, and 38) include six service criteria, which must be met by ADA Complementary Paratransit service programs.  Section 37.135(d) of the regulations requires that ADA Complementary Paratransit services meet these criteria by January 26, 1997.

The Federal Transit Administration (FTA) is responsible for ensuring compliance with the ADA and the DOT regulations.  As part of its compliance efforts, FTA, through its Office of Civil Rights, conducts periodic assessments of fixed route transit and ADA Complementary Paratransit services operated by grantees.

The purpose of the assessment is to assist the transit agency and FTA in assessing whether capacity constraints exist in ADA Complementary Paratransit services.  The compliance assessment examines service standards and policies related to issues of capacity constraints such as telephone hold times, trip denials, on-time performance, on-board travel time, and any other trip-limiting factors.  The assessment considers whether there are patterns or practices of a significant number of trip denials; missed trips; early or late pickups or arrivals after desired arrival (or appointment) times; long trips; or long telephone hold times as defined by established standards (or typical practices if standards do not exist).  The examination of patterns or practices includes looking not just at service statistics, but also at basic service records and operating documents, and observing service to determine whether records and documents appear to reflect true levels of service delivery.  Input also is gathered from local disability organizations and customers.  Guidance is provided that will assist the transit service provider in ensuring that service can be effectively monitored by transit agencies for capacity constraints.

FTA conducted an on-site assessment of ADA Complementary Paratransit service provided for the Los Angeles County Metropolitan Transportation Authority (MTA) of Los Angeles, California, from January 27 to 31, 2003.  Planners Collaborative, Inc., located in Boston, Massachusetts conducted the compliance assessment for the FTA Office of Civil Rights.  

The assessment focused on compliance of MTA’s ADA Complementary Paratransit 

service, with one specific regulatory service criterion: the “capacity constraints” criterion.  Section 37.131(f) of the DOT ADA regulations requires that ADA Complementary Paratransit services be operated without capacity constraints. 

This report summarizes the observations and findings of the on-site assessment of MTA’s ADA Complementary Paratransit service, Access Paratransit, which is provided for MTA by Access Services, Inc (ASI).  First, the report describes key features of the Access Paratransit Program.  The report then provides a description of the approach and methodology used to conduct the assessment.  There is a summary of observations and findings related to each element of the capacity constraint criteria.  The major findings of the assessment are summarized in Section IV of this report.  Please note that findings do not necessarily denote deficiencies, but are statements of observations made at the time of the compliance review.  Recommendations for addressing some of the findings are also provided.

MTA received a draft copy of the report for review and response.  A copy of the correspondence received from MTA documenting the agency’s response to the draft report is included as Attachment A.

Overview of the Assessment

This assessment focused on compliance with the ADA Complementary Paratransit capacity constraints requirements of the DOT ADA regulations.  These regulations identify several possible types of capacity constraints.  These include “wait-listing” trips, having caps on the number of trips provided, or recurring patterns or practices that result in a substantial numbers of trip denials, significantly untimely pickups, or excessively long trips.  Capacity constraints also include other operating policies or practices that tend to significantly limit the amount of service to persons who are ADA Complementary Paratransit eligible.

To assess each of these potential types of capacity constraints, the assessment focused on observations and findings regarding:

· Trip denials and “wait-listing” of trips

· On-time performance

· Travel times

The assessment team also made observations and findings related to three other sets of policies and practices that could affect access to ADA Complementary Paratransit service:

· ADA Complementary Paratransit service eligibility process

· Telephone capacity

· Service area and service times

ADA Complementary Paratransit eligibility determinations were assessed to ensure that the system use was not impacted by inappropriate denials of eligibility for the service or unreasonable delays in the eligibility process.  Telephone capacity was assessed because access to reservations and customer service staff is critical to using any ADA Complementary Paratransit service.

Pre-assessment

The assessment first involved the collection and review of key service information prior to the on-site visit.  This information included:

· A brief description of the administrative structure of the ADA Complementary Paratransit service

· Access Services Policy Manual

· Copies of the contracts between ASI and the paratransit service providers

· Access Paratransit Rider’s Guide (Attachment B)

· MTA and ASI’s Web Sites (Attachment C)

· Summary of service standards

· Summary of telephone call-handling standards

· Sample driver manifests

· Budget data for fiscal years 2000, 2001, and 2002

· Map of MTA fixed route bus service

The assessment team also requested that additional information be available during the site visit.  This information included:

· Completed applications, both accepted and denied, for ADA Complementary Paratransit service

· Copies of completed driver manifests for recent months

· Service data from selected sample days and months, including the number of trips requested, scheduled, canceled, no-shows, missed trips, trips provided, and trip durations

· Written customer complaints

In addition to the review of data and direct observations, the assessment team conducted telephone interviews with six individuals who either use the ASI service or work with ASI users.  The assessment team also reviewed four complaints relating to ADA complementary paratransit service on file with FTA.

On-site Assessment

The on-site assessment began with an opening conference, held at 9:00 AM on Monday, January 27, at the Los Angeles County Metropolitan Transportation Authority’s administrative offices at 
One Gateway Plaza in Los Angeles.  The following MTA, ASI, FTA and Planners Collaborative staff attended the conference:



Rich Rogers



MTA 



Jim McLaughlin


MTA



Ellen Blackman


MTA



Steve Henley



MTA



Lynda Bylsee



MTA



Shelly Lyons Verrinder

ASI 



Lance Millar



ASI 



Marlon Perry



ASI



Arun Prem




ASI



Jacqueline Horak


ASI



Ray Tellis




Federal Transit Administration



Ervin Poka




Federal Transit Administration 



Alexander Smith


Federal Transit Administration



Don Kidston



Planners Collaborative 



Brian Barber



Planners Collaborative



David Chia



Planners Collaborative


Terry Regan



Planners Collaborative

Don Kidston, David Chia, and Brian Barber and Terry Regan of Planners Collaborative comprised the assessment team.  Roberta Wolgast of the Office of Civil Rights participated in the opening conference via telephone.

Ms. Wolgast opened the meeting by emphasizing that the purpose of the ADA compliance assessments is to help transit properties provide effective ADA Complementary Paratransit service.

She also thanked MTA staff for their cooperation in the conduct of the assessment.  

Ms. Wolgast explained that:

· Preliminary findings and an opportunity to respond would be provided at a closing meeting on Friday.

· A report would be drafted and provided to MTA for review and comment before being finalized as a public document.  The final report would be available via the Freedom of Information Act.

Mr. Kidston described the schedule for the on-site assessment and the subsequent report.  A copy of the assessment schedule appears in Attachment D.

Following the Opening Conference, the team members reviewed MTA policies, procedures and budget process with MTA managers.  The team then toured ASI offices at 

633 West 5th Street in Los Angeles and reviewed ASI policies, procedures and budget process with ASI managers.  In the afternoon the team reviewed service parameters including service hours, area, and fares and initiated review of the eligibility process.

On Tuesday, January 28, team members visited the facilities of two service providers: United Paratransit and Global Paratransit, Inc.  At each site assessors toured the facility, interviewed managers, schedulers and drivers regarding procedures and observed call taking and dispatch.  

On Wednesday, January 29, team members visited MV Transportation’s facility, and 

San Gabriel Transit.  As with the day before the assessors toured the facility, interviewed managers, schedulers and drivers regarding procedures, and observed call taking and dispatch.

On Thursday, January 30, assessors visited the offices of ASI and reviewed and analyzed data and records on consumer complaints; eligibility; trip reservations; trip disposition including trip denials, missed trips, late pickups and long trips; and the availability of resources including staffing, equipment and finances.

On Friday, January 31, a team member visited Orthopædic Hospital to review eligibility procedures.  The team members also completed their on-site analysis and prepared for the afternoon exit conference.  During the exit conference, the assessment team presented preliminary findings, and discussed these findings and recommendations with MTA and ASI staff.  In attendance were:



Rich Rogers



MTA 



Jim McLaughlin


MTA



Ellen Blackman


MTA



Scott Greene



MTA



Steve Henley



MTA



Alan K. Terakawa


L.A. County Counsel



Shelly Verrinder


ASI



Lance Millar



ASI 



Marlon Perry



ASI



Arun Prem




ASI



Jacqueline Horak


ASI



Ray Tellis




Federal Transit Administration



Alexander Smith


Federal Transit Administration 



Don Kidston



Planners Collaborative 



Brian Barber



Planners Collaborative



David Chia



Planners Collaborative



Terry Regan



Planners Collaborative

Cheryl Hershey of the Office of Civil Rights participated in the exit conference via telephone.

The assessment team reviewed initial findings in the areas of:

· Customer complaints

· Service area, days and hours

· Eligibility certification process

· Telephone access

· Trip reservations and scheduling

· Operations and dispatch

· On-time performance
· Trip duration
· Resources
Ms. Hershey emphasized that FTA was available to provide additional technical assistance to MTA.

Background

Los Angeles is the center of an urbanized area that has a population of 11,402,946 and an area of 1,966 square miles.

The Los Angeles County Metropolitan Transportation Authority (MTA) was formed in 1993 by the merger of the Southern California Rapid Transit District, the county’s bus and light rail transit operator, and the Los Angeles County Transportation Commission, which planned and administered transit service.  As a result of the merger MTA is responsible for design, construction and operation of public transportation in Los Angeles County, serving a population of 9.8 million (2000 US Census) in a service area of 1,423 square miles.  MTA also is responsible for planning and programming of funds for construction of transportation facilities and operation of services in Los Angeles including:

· Bus and rail transit services operated directly by MTA or by other service providers and 

· Highway construction and traffic management.

The MTA system serves 1.2 million daily passengers with two heavy rail lines, two light rail lines and 161 fixed bus routes.  MTA also contracts for the operation of 24 additional bus routes. The entire MTA vehicle fleet is wheelchair accessible and over 75% of the fleet is powered by compressed natural gas.  MTA also has 52 rail stations and 27 park and ride lots.  

The adult base cash fare for MTA service is $1.35.  Fifty cents is added for each zone of travel on express buses and there is a 25-cent charge for a transfer.  MTA offers a discount cash fare of 45 cents to people with disabilities, senior citizens and Medicare cardholders.  Discounted zone fares are 25 cents and transfers are 10 cents.

A Board of Directors with 13 voting members and one non-voting member govern MTA.  The Board of Directors is constituted as follows:

· One non-voting member appointed by the governor

· Five members of the Los Angeles County Board of Supervisors

· The Mayor of the City of Los Angeles

· Two public members and one member of the City Council of the City of Los Angeles appointed by the Mayor

· Four members, each of who shall be a mayor or member of a city council, appointed by the Los Angeles County City Selection Committee

Access Services Inc. (ASI) provides paratransit service to people who are eligible for ADA Complementary Paratransit service within the MTA service area.  On August 9, 2002, MTA, as the agency responsible for administering the half percent Proposition C transportation sales tax, entered into an annual agreement with ASI to provide funding for ASI for the fiscal year 2003.  The funding was for the purpose of providing “ADA mandated complementary paratransit service on behalf of its member agencies.”  MTA is not identified in ASI documents as a member agency.  The agreement provided up to $58,601,051 to ASI for services for FY 2002 and 2003.  This amount was to be reduced by up to $45,809,352 in Section 5310 funds anticipated to be granted to ASI by FTA and adjusted based upon audited costs.

MTA appears to work closely with ASI to provide for delivery of ADA Complementary Paratransit service in the ASI service area, which includes the MTA service area.  However, MTA appears to have no formal control over the services provided by ASI and ASI appears to have no formal obligation to provide ADA Complementary Paratransit services on behalf of MTA.  MTA is not a voting member of ASI’s Board of Directors, and agreements between MTA and ASI do not specifically address ADA paratransit service as a complement to MTA’s fixed route service.  The DOT ADA regulations at 

49 CFR§37.121(a) require that, “each public entity operating a fixed route system shall provide paratransit or other special service to individuals with disabilities that is comparable to the level of service provided to individuals without disabilities who use the fixed route system.”  It appears that MTA does not have direct organizational or contractual control over ADA Complementary Paratransit services sufficient to assure compliance with 49 CFR §37.121 (a).

Description of the ADA Complementary Paratransit Service

Access Services, Inc. (ASI) is responsible for the delivery of ADA Complementary Paratransit service in Los Angeles County.  In 1994, 42 public fixed-route transit operators established ASI.  The 42 operators include 16 that receive state and regional funds; the remaining operators receive regional funds raised through a sales tax.  Many of the operators provide local dial-a-ride services.  MTA is not a member agency.  

A seven-member board of directors governs ASI.  The Board consists of appointees of:

· The Los Angeles County Local Public Transit Operators

· The County of Los Angeles

· The City Selection Committee, Corridor Transportation’s Representative

· The Los Angeles County Independent Living Centers Collaboration

· The Los Angeles County Municipal Public Transit Operators

· The City of Los Angeles Mayor’s Office

· The Los Angeles Commission on Disability

Also serving on the board as ex-officio members are:

· MTA

· The Access Services Advisory Committee

ASI sources of funding are FTA Section 5310(a)(1) and 5310(a)(2) grants, local Proposition C sales tax, passenger fares and other associated sources.

ASI manages the overall delivery of service through contracts with service providers.  ASI also operates a Customer Service Center and an Operations Monitoring Center.  In addition to serving ADA Complementary Paratransit riders in the MTA service area, ASI provides ADA Complementary Paratransit service to portions of San Bernardino, Orange and Ventura Counties.   ASI manages contracts for service, in four service regions, Northern, Eastern, West/Central and Southern.  The MTA service area falls within ASI’s Eastern, West/Central and Southern service areas and does not include the Northern service area.   ASI provides two types of service.  “Ready” service is demand response service for trips to be made within 24 hours.  “Steady” service is for subscription or standing ride trips.  The service contractors accept trip reservation requests, schedule, and dispatch and deliver service.  Service contracts are as follows:

Northern Region: 
Ready  

MV Transportation 

Eastern Region
Steady & Ready
San Gabriel Transit

West/Central Region
Steady


Diversified Paratransit 

Ready


United Paratransit

Southern Region
Steady


MV Transportation




Ready


Global Paratransit


North County

Steady & Ready
Antelope Valley Transit Authority




Steady & Ready
Santa Clarita Transit
The MTA service area is contained within the Northern, Eastern, West/Central and Southern Regions, and does not include service to the North County area.  Accordingly, ASI services in these four areas were the focus of this assessment.

ASI provides curb-to-curb service to eligible riders in all of urbanized Los Angeles County and an area up to three-quarters of a mile from fixed bus routes outside of Los Angeles County within the ASI service area.  This area includes portions of San Bernardino, Orange and Ventura Counties.

According to the Access Paratransit Rider’s Guide (Attachment B), service operates from 

5:00 AM to 1:00 AM throughout the service area.  In areas where fixed route service operates 

24 hours a day, Access Paratransit operates 24 hours a day.  The Rider’s Guide indicates that fares are $1.80 for trips of less than 20 miles and $2.70 for trips of 20 miles or longer.

The Access Paratransit Rider’s Guide further describes the ASI program, including service policies, and rider responsibilities.

ASI determines eligibility of prospective ADA Complementary Paratransit applicants through a contractor:

Orthopædic Hospital

2400 South Flower Street

Los Angeles, CA

ASI’s Access Paratransit eligibility certification process is described in a mail brochure entitled Maximizing Your Mobility, which is included as Attachment E.  The brochure includes a copy of the Access paratransit application.

Each of ASI’s service providers takes requests for trip reservations.  The Rider’s Guide includes 800 numbers for customers to call to make trip requests for their area.  Callers can telephone to request trips seven days a week from 45 minutes to 24 hours before the requested trip time.  

During the assessment team’s visit to Los Angeles, ASI was updating its Paratransit Plan.  In February 2003 the ASI Board of Directors adopted the Access Services FY 2003/2004 Paratransit Plan (Attachment F).  Changes proposed in the plan are scheduled to become effective on July 1, 2003.  Among the more significant changes contained in the plan are revised procedures to schedule next day service and encourage more subscription or steady trips. 
Policies and Service Standards Related to Capacity Issues

ASI has an Access Services Policy Manual, which details procedures for:

· Trip Reservations and Scheduling

· Dispatch

· Driver Operations

ASI provided the assessment team with a copy of its Policy Manual, which was current as of January 31, 2003.

ASI has established service standards for telephone access, trip denials, on-time performance, and travel time.  The service standards are described below.

· Telephone Access.  ASI has set a standard of two minutes for the initial pickup and four minutes for total talk time.  Ready contractors will be penalized when 26% or more of calls are answered in more than three minutes.  Steady providers are required to meet the standard of four minutes total talk time.

· Trip Denials:  ASI has set a zero tolerance for trip denials.  No trips are to be scheduled outside of the +/- one-hour window.

· On-Time Performance.  A trip is considered on time if the driver arrives at the destination within twenty minutes after the scheduled pickup time.  ASI’s goal is for providers to have an on-time percentage of 92%.

· Travel Time.  ASI endeavors to deliver passengers to their destination in a timely manner that does not exceed two times the amount of time a comparable trip would take via fixed route transit.  It has no specific travel time standard expressed as a percentage of trips delivered within a certain amount of time.

ASI has no policy for missed trips.

Consumer Comments
The assessment team gathered information about the concerns of riders who use Access Paratransit through three sources:  written complaints to FTA; telephone interviews with riders or professionals who work with riders; and written and telephone complaints to ASI.  The purpose of this review was to identify areas and issues within the scope of the assessment that are of concern to consumers.

Summary of Complaints filed with FTA on Access Paratransit Services

At the time of the assessment, FTA had four active complaints concerning Los Angeles’s Access Paratransit service.  The date of complaint ranges from January 16, 2002 to August 28, 2002.   One complaint was that the transfer station at the Newhall Metro Center Station in Santa Clarita was a major inconvenience and resulted in service that is not comparable to fixed route service.  Two customers complained about late pickups and failure of vehicles to show up.  In addition, one of those customers cited long trips and scheduling errors.  One customer complaint was from a companion who was refused permission to use the service because of alleged abusive behavior towards a driver.

Complaints Collected by Assessment Team

The assessment team interviewed six Access Paratransit riders or rider representatives regarding service issues.  Of the six people interviewed:

· Two indicated that it takes more than 30 days to be determined eligible for service

· Three cited long hold times when making trip requests

· Two of those interviewed raised issue with negotiating pickup times

· Four cited late pickups and one complained that drivers won’t wait for dialysis patients

· Two cited long trips and a third identified the Santa Clarita transfer as a problem and indicated that drivers sometimes get lost

Summary of Complaints Filed with Access Services

ASI received 14,885 complaints in 2002, an average of 1,240 per month.  When normalized by the number of passengers, complaints for the ready services are about four times the level of steady services complaints.
Table III.1 Summary of Complaint Volumes in 2002

	
	Steady Service
	Ready Service
	Both Services
	All

	Passengers
	270,244
	1,601,448
	
	1,871,692

	Complaints
	249
	6,806
	7,830
	14,885

	Complaints per 1,000 Passengers
	0.92
	4.25
	
	8.0


ASI defines an extensive set of complaint categories.  According to ASI records for the last six months of 2002, 48% of all complaints were for late pickups.  These are defined as pickups later than the 20-minute window allowed in the service standards.  Driver conduct accounted for 17% of complaints, and 16% concerned reservations.  

ASI Complaint Procedures

All complaints collected by ASI are logged into a database.  For complaints that concern pickups that are late by up to 30 minutes beyond the 20-minute window, ASI responds to them with a postcard verifying the complaint.  A random sample of about 25% is chosen to receive a telephone call to see if there is a pattern of late pickups for the individual.  If a pattern can be determined, a corrective action plan is developed.  These plans are prepared by Complainant Investigation Representatives working in conjunction with the Operations Monitoring Center staff to review trip history records of riders experiencing repeated service problems.

All other complainants are contacted within 24 to 48 hours to discuss the situation in more detail so that a thorough investigation can be undertaken.  If the complainant cannot be reached after two phone calls, a postcard is sent asking them to call and schedule a convenient time for complaint follow-up.  Corrective action plans are prepared for riders needing them (for those experiencing a repeated pattern of poor service).  A summary of disposition of complaints during 2002 appears in Attachment G.

Summary of Findings

This section of the report summarizes the findings drawn from the assessment.  Please note that findings do not necessarily denote deficiencies, but are statements of observations made at the time of the compliance review.  The bases for these findings are addressed in the following sections of this report.  The findings should be used as the basis for any corrective actions proposed by MTA.  Recommendations are also included in the report for the consideration of MTA in developing corrective actions.

A. Findings Regarding Service Parameters 

1. MTA does not appear to have direct control over the provision of ADA Complementary Paratransit service comparable to the fixed route service that it provides through contract with ASI.

2. Based upon a review of MTA fixed route services, ASI’s schematic ADA Complementary service area, and a limited review of ASI’s GIS service area map, it appears that ASI provides ADA Complementary Paratransit service to an area three quarters of a mile or more from all of MTA’s fixed route services in compliance with the DOT ADA regulations.

3. ASI Access Paratransit service appears to be provided during all hours that MTA operates fixed route services.  With the exception of the area served by 3 MTA bus routes in Orange County, ADA Complementary Paratransit service is provided 24 hours a day, seven days a week in the MTA fixed route service area.
4. The Access Paratransit Rider’s Guide indicates that service hours are 5:00 AM to 1:00 AM and indicates that service may be provided 24 hours a day in areas where a bus operates late.  This could cause a customer to incorrectly believe that service is not available between the hours of 1:00 AM and 5:00 AM in his/her service area and thereby limit use of the service.
5. Access Paratransit’s fares of $1.80 for trips of less than 20 miles and $2.70 for trips of 20 miles or longer are more than double MTA’s night-time (9:00 PM to 5:00 AM) fare of 75 cents.  The DOT ADA regulations at 49 CFR §37.131(c) limit fares to no more than twice the full fare for a trip of similar length at a similar time of day on the fixed route system.  Access Paratransit’s fares are equal or less than MTA’s fixed route fares at all other times of day.

6. The fare schedule for Access Services that appears on the ASI Web Site and service provider contracts is incorrect.

B. Findings Regarding ADA Complementary Paratransit Eligibility

1. In general, the eligibility determination process used by ASI on behalf of MTA does not seem to unduly deny service to eligible individuals.  The individuals who conduct the 
in-person assessments are trained and appear to be well qualified for their responsibilities.  ASI has good documentation of its procedures and of its decisions.

2. The appeals process used by ASI on behalf of MTA seems reasonable.  ASI makes use of experts in various fields to conduct second assessments of applicants.  However, a majority of individuals who follow through on their appeals are granted an increase in their level of eligibility.  This implies that there may be an inconsistency in the eligibility criteria used by the initial evaluators and the appeals specialists.

3. ASI defines its eligibility determination process such that the application is not considered complete until the in-person assessment has taken place.  By this definition, since August 2001, ASI has made all eligibility determinations within 21 days.  A sample of completed applications yielded an average of 14 days to make a determination.  While meeting the 21-day timeline for making determinations, the time period between the initial call and the scheduling of the Transit Evaluation appears to be increasing. 

4. ASI’s “Policies and Procedures Manual” discusses the need to grant presumptive eligibility if ASI does not make a determination within 21 days.  However, the eligibility information provided to applicants does not mention presumptive eligibility. 

5. ASI has a suspension policy for riders in which three documented valid no-shows in 90 days could result in a 90-day suspension.  In practice, ASI has not enforced this policy.  Nevertheless, this may be an overly restrictive interpretation of the DOT ADA regulations.  Appendix D of 49 CFR Part 37 indicates that suspensions of eligibility for no-shows are intended to prevent a “pattern or practice of ‘no-shows.’”  It is further noted, “a pattern or practice involves intentional, repeated or regular actions, not isolated, accidental or singular incidents.”          

C. Findings Regarding Telephone Capacity & Trip Reservations

1. Telephone access appears to limit customers’ ability to make trip requests.  Hold times exceed 5 minutes for more than 14% of all calls to make trip reservation requests.  With the exception of ASI operations monitoring, all of the call centers experienced average hold times that exceeded ASI’s standard for eight or more consecutive hours.  There appears to be a pattern of longer hold times in late afternoon.

2. During the last six months of 2002, between 9.3% and 16.6% of calls were abandoned per month at different call centers.  Overall, customers abandoned more than 10% of calls during this period.

3. Staffing appears to be inadequate at a number of the carriers’ call centers during some periods of the day.

4. Approximately 95% of 237 observed trip requests were for a single one-way trip, which probably contributes to higher call volumes than would occur if customers scheduled multiple round trips during one call.

5. ASI counts trip offers more than one hour from the requested pick-up time within 24 hours before the requested pick-up time as service denials.  Also ASI defines trip offers more than 1 hour and 45 minutes from the requested time for same day “next available service” as denials.  This policy is not in accordance with the DOT ADA regulations.  The regulations require acceptance of trip requests on the day before the service day, including requests made during the entity’s office hours even if more than 24 hours from the time of the requested trip.  Accordingly, when ASI refuses to accept requests for such trips, it is denying ADA service.  

6. Because the DOT ADA regulations do not require same day service, failure to honor a request for a “next available” same day trip (will-call) is not a denial in accordance with the regulations.   

7. Six of the 237 trip requests observed were denied because the requested trip time was more than 24 hours away.

8. When riders requested a ride time to make an appointment, the agencies were observed to be consistently scheduling rides early enough for the rider to make the appointment. 

9. Call-takers seem to effectively affirm the 20-minute pickup window, thereby minimizing potential customer confusion on pickup times. 

10. The ASI Policy Manual appears to provide very comprehensive procedures for call taking.  Use of the ASI Manual and associated scripts by call-takers appear to minimize the potential for miscommunication in scheduling trip requests.

D. Findings Regarding Scheduling of Trip Requests

1. The scheduling software does not currently permit recording and tracking of requests for trips that are denied or refused by the customer.

2. The taxi-based DDS system appears to encourage late trip requests and single passenger runs.

3. When requested pickup times are not available, the procedure of offering two times to the customer, one before and one after the requested need appears to be responsive to customers needs for early or late departures depending on whether or not the customer is going to or returning from an appointment.

E.1. Findings Regarding Operations

1. In general, operational policies, practices and procedures seem to be consistently understood and employed by the call-takers, routers, dispatchers and drivers who work for the contract carriers of ASI.

2. Several drivers from one carrier appeared unclear as to the definition of the pickup window used by ASI.

3. The clock setting in the DDS system used by one provider was more than 4 minutes late.  

E.2 Findings Regarding On-Time Performance

1. Based upon the assessment teams review of Access Paratransit Ready service providers experienced 34 to 37 missed trips on December 3, 2002.  The missed trips represent 0.6 % of 6,043 scheduled trips for Ready service in the four southern service areas.

2. There do not appear to be a substantial number of significantly late Access Paratransit trips in the MTA service area.  ASI reported fewer than 0.1% trips as later than 45 minutes after the pickup window (65 minutes after the pickup time).  A review by the assessment team for December 3, 2002, similarly identified 4 of 6,043 trips as exceeding 45 minutes late.  A sample of 62 completed trips during the assessment identified two trips in excess of 
45 minutes late and none more than an hour late.

3. ASI’s reported on-time performance for Ready carriers for December 2002 ranged from 90.6% to 92.5%.  This is consistent with the results of the assessment team review of on-time performance for December 3, which resulted in on-time performance of 90.7%.  

E.3 Findings Regarding Trip Length

1. Based on a sample of 69 trips of one hour or longer, approximately 13% of the sampled ADA Complementary Paratransit service trips had travel times that exceeded the estimated travel times of comparable fixed route trips by at least 20 minutes longer than the estimated time for a comparable trip on fixed route service.  These sampled trips represent an estimated 1.4% of all trips provided by Access Paratransit.  1.4% of trips for the sample week are 450 trips or an average of 64 trips per day.  

2. ASI’s standard of twice the travel time for long trips may understate the number of significantly long trips.

F. Findings Regarding Resources

1. The budget process for ADA Complementary Paratransit service generally does not appear to restrict service levels.

2. The number of assigned call-takers appears to be insufficient to provide access to customers for reservations with minimal hold times.  The long hold times at certain periods of the day indicates the need to re-allocate call-takers to those peak periods.

3. Vehicle fleet, and router and dispatcher staffing appears to be adequate to serve the existing ridership.

4. Projections of demand for passenger trips do not consider the small, unserved demand reflected by the number of denials and missed trips.  The amount of such unserved demand appears to be so small as to not appear to substantially affect projections.  However, were the number of denials and missed trips to increase significantly, excluding them from consideration in projecting demand could understate projected passenger trips.

5. The relatively low volume of trips per population may indicate the potential for significant growth in demand for passenger trips.

6. According to a number of drivers, the sliding doors on the Chevrolet vans appear to malfunction.

Service Parameters
Provision of ADA Complementary Paratransit Service

The DOT ADA regulations at 49 CFR §37.121(a) requires that “each public entity operating a fixed route system shall provide paratransit or other special service to individuals with disabilities that is comparable to the level of service provided to individuals without disabilities who use the fixed route system.”

In accordance with the regulations, MTA has an obligation to provide ADA Complementary Paratransit service comparable to the service of its fixed route system.  As discussed in the background section of this report, ASI provides service to ADA Complementary Paratransit eligible individuals within the MTA fixed route service area.  MTA appears to work closely with ASI in provision of that service through financial support and participation as an ex-officio member on ASI’s Board of Directors.  However, MTA does not appear to have organizational or contractual control over the services provided by ASI, nor does ASI appear to have any organizational or contractual responsibility to MTA to provide MTA Complementary Paratransit Services.  MTA managers indicated that they were aware of this weakness in their control over MTA Complementary Paratransit Services provide by ASI and indicated that they are considering strengthening and clarifying ASI’s responsibilities to MTA for provision of these services.  MTA managers indicated that they are considering becoming a voting member of ASI’s Board of Director’s and/or clarifying ASI’s obligations to provide ADA Complementary Paratransit service on behalf of MTA in contracts or formal agreements between the two parties.

ADA Complementary Paratransit Service Area

The DOT ADA regulations as 49 CFR §37.131(a) states in part that, “the entity (MTA) shall provide complementary paratransit service to origins and destinations within corridors with a width of three-fourths of a mile on each side of each fixed route.”

MTA operates fixed route bus and rail service within Los Angeles County.  MTA also operates the following fixed route bus service outside of Los Angeles County.

Ventura County

Local Fixed Route
Route 161 – Westlake Village/Agoura Hills/Calabasas/Woodland Hills/Canoga Park  

Express Service
Route 434 – Malibu/Santa Monica/Patsaouras Transit Plaza/Union Station Express 

Orange County

Local Fixed Route 

Route 130 – Artesia Boulevard

Express Service
Route 460 – Disneyland/Fullerton/Knott’s Berry Farm/Norwalk/ LA Express


Route 471 – Puente Hills Mall/Whitwood Center via Colima Road/Brea Mall

Route 490 – CSU Fullerton/Brea mall/Lanterman Development Center/Cal Poly Pomona/Walnut/Covina/Baldwin Park/ Romona Blvd./LA Express

Requirements for ADA Complementary Paratransit do not apply to commuter bus in accordance with 49 CFR §37.121(c).  The regulations describe commuter bus as fixed route bus service as characterized by service predominantly in one direction during peak periods, limited stops, use of multi-ride tickets, and routes of extended length, usually between the central business district and outlying suburbs.  All or portions of some of the MTA Express Service Routes may be commuter bus routes as defined by the regulations and not subject to the requirements for ADA Complementary Paratransit service.

The ASI service area as defined in the Policy Manual includes portions of Los Angeles County within 3/4-miles of fixed route rail or bus service.  ASI also provides service in Orange County to the area within 3/4-miles of MTA bus routes 130, 460, and 490 during the hours of 

5:00 AM to 1:00 AM.  ASI also provides services to transfer points for nearby ADA Complementary Paratransit services in Orange, San Bernardino and Ventura Counties.  The service area is subject to change with MTA fixed route bus service changes.

The printed map that Access Services has available to define the boundaries of the ASI ADA Complementary service area is a schematic map and does not clearly define the boundaries of the ASI service area.  The assessment team reviewed the area of MTA fixed route services, including the Express bus services route beyond Los Angeles County, as described above.  The Schematic map, which appears in the Rider’s Guide, includes Los Angeles County with the exception of uninhabitable pockets, and some areas beyond the county limits. It appears that the ASI service area as defined by the schematic map includes all areas within 3/4-miles of all MTA fixed route bus and rail services.

ASI also maintains detailed maps of the service area in its scheduling and dispatching system in Geographic Information System (GIS) format.  Call-takers use the GIS map to determine whether requested trips are within the service area.  An assessor reviewed three cases where MTA routes extended to the limits of the ASI service area.  One of these cases was service to Orange County near Disneyland (MTA Route 460).   In all three of the cases examined the ADA Complementary Paratransit service area boundary was more than 3/4-mile from the fixed-route bus line, in compliance with the requirements of the DOT ADA regulations.

Days and Hours of Service

The DOT ADA regulations require that ADA Complementary Paratransit service be available during the same hours and days as fixed route service (49 CFR §37.131(e)).

The Access Services Rider’s Guide indicates that ADA Complementary Paratransit service is provided from 5:00 AM to 1:00 AM and indicates that service may be provided 24 hours a day in areas where a bus operates late.  ASI’s Web Site indicates that Access Services is provided 

24 hours a day, 7 days a week throughout most of the service area.  MTA managers also indicated that service is provided 24 hours a day, 7 days per week.  In confirmation, the contracts for each of the Ready service providers in the Eastern Region, West/Central and Southern Regions require operation of service 24 hours a day 7 days a week.

ASI indicated that it also provides service in Orange County to the area within 3/4-miles of MTA bus routes 130, 460, and 490 during the hours of 5:00 AM to 1:00 AM.

Fares
The DOT ADA regulations limit fares for ADA Complementary Paratransit service to twice the full fare for a fixed route passenger for a comparable trip (49 CFR §37.131(c)).

The base fare for MTA fixed route bus service is $1.35 with a 25-cent charge for transfers and a 50-cent additional charge for each additional zone on express buses.  MTA offers free trips on its fixed route services to customers who have an Access Paratransit ID card.

The Access Services Rider’s Guide indicates that there are two zone fares:

· 0-19.9 miles
$1.80

· 20 miles plus
$2.70

Customers must pay with exact fare using cash, MTA bus tokens or Access Paratransit Coupons.  The Policy Manual also requires customers to pay with the exact fare.   Customers may purchase 90-cent coupons in $18 booklets by mail, if they so choose.

ASI’s Web Site, ASI’s Policy Manual and its contracts with service providers describe a distance based fare structure, with six fares for ADA Complementary Paratransit service ranging from $1.50 to $4.00, in 50-cent increments.  Fares to MTA rail stations are capped at $2.50 and fares to and from Antelope Valley and Santa Clarita are $6.70 and $5.70 respectively.  The MTA manager indicated that the Policy Manual and Web Site were in error, and that the 

two-zone fare system described in the Rider’s Guide is correct.  ASI staff provided the assessors with a revised Policy Manual with a corrected fare schedule during the assessment.

The MTA fare schedule taken from the MTA Web Site is presented in Table IV.1.  As can be seen, the Access Services fare of  $1.80 for a trip made between the hours of 9:00 PM and 5:00 AM is more than double the comparable fixed route fare of 75 cents.  Otherwise, Access Service fares are equal to, or less than, twice the regular fixed route fares.

While not part of the assessment of MTA services, the assessment team observed that a fare of 25 cents was charged for some Los Angeles City bus service.  ASI’s $1.35 base fare for ADA Complementary Paratransit service for LA City, which is independent of MTA, is more than double the fare for these LA City bus routes and thereby does not comply with the DOT ADA regulations at 49 CFR §37.131(c).

Table IV.1 – Fixed Route Fares

	Service
	Regular Fare
	Reduced Fare for Seniors and People with Disabilities

	Local Service
	$1.35
	$0.45

	Transfer 
	$0.25
	$0.10

	Night Service (9:00 PM to 5:00 AM)
	$0.75
	$0.45

	Express Zone 1
	$1.85
	$0.70

	Express Zone 2
	$2.35
	$0.95

	Express Zone 3
	$2.85
	$1.20

	Express Zone 4
	$3.35
	$1.45


Findings

1. MTA does not appear to have direct control over the provision of ADA Complementary Paratransit service comparable to the fixed route service that it provides through contract with ASI.

2. Based upon a review of MTA fixed route services, ASI’s schematic ADA Complementary service area, and a limited review of ASI’s GIS service area map, it appears that ASI provides ADA Complementary Paratransit service to an area three quarters of a mile or more from all of MTA’s fixed route services in compliance with the DOT ADA regulations.

3. ASI Access Paratransit service appears to be provided during all hours that MTA operates fixed route services.  With the exception of the area served by 3 MTA bus routes in Orange County, ADA Complementary Paratransit service is provided 24 hours a day, seven days a week in the MTA fixed route service area.
4. The Access Paratransit Rider’s Guide indicates that service hours are 5:00 AM to 1:00 AM and indicates that service may be provided 24 hours a day in areas where a bus operates late.  This could cause a customer to incorrectly believe that service is not available between the hours of 1:00 AM and 5:00 AM in his/her service area and thereby limit use of the service.
5. Access Paratransit’s fares of $1.80 for trips of less than 20 miles and $2.70 for trips of 20 miles or longer are more than double MTA’s night-time (9:00 PM to 5:00 AM) fare of 75 cents.  The DOT ADA regulations at 49 CFR §37.131(c) limit fares to no more than twice the full fare for a trip of similar length at a similar time of day on the fixed route system.  Access Paratransit’s fares are equal or less than MTA’s fixed route fares at all other times of day.
6. The fare schedule for Access Services that appears on the ASI Web Site and service provider contracts is incorrect.
Recommendations

1. MTA should assume direct control over ADA Complementary service to assure provision of service that is comparable to its fixed route services.  This may be accomplished by revising agreements and contracts with ASI and/or becoming a full member of ASI’s Board of Directors, as proposed by MTA managers.  
2. The Access Paratransit Rider’s Guide should be revised to make it clear to customers that Access Paratransit service is provided 24 hours a day, seven days a week with the exception of service in the areas of those routes that operate from 5:00 AM to 1:00 AM.
3. MTA and ASI should review and revise fixed route and Access Paratransit night time fare schedules so that Access Paratransit’s do not exceed twice the full fare for fixed route service for that time of day.
4. MTA and ASI should take steps to correct the fare schedule as it appears on the ASI Web Site and in service provider contracts.
5. MTA should inform ASI and the City of Los Angeles that the $1.35 base fare for the ADA Complementary Paratransit service is more than double the 25 cents charged by the City of Los Angeles for some of its bus service, and suggest that they take appropriate corrective action.
Observations Regarding ADA Complementary Paratransit Eligibility

The purpose of the assessment team’s review of the eligibility process was to identify any policies, procedures, or practices that prevent individuals with disabilities from gaining timely access to ADA Complementary Paratransit service.  Assessment team members:

· Interviewed consumers regarding issues about the eligibility process

· Interviewed the ASI eligibility administrator and the program administrator for eligibility determinations at Orthopædic Hospital

· Collected and reviewed materials used in the certification process

· Reviewed a sample of 62 completed applications and their respective eligibility determinations

· Reviewed recent statistics related to eligibility processing and determinations

Consumer Comments

The assessment team gathered information about the concerns of riders who use the Access Paratransit service through three sources: telephone interviews with riders or professionals who work with riders; written complaints to FTA; and written and telephone complaints to ASI.

Of six Access Paratransit riders or rider representatives interviewed regarding service issues, two indicated that it takes more than 30 days to be determined eligible for service.  Additionally, one of the customer complaints on file with the FTA was from a companion who was refused permission to use the service because of alleged abusive behavior towards a driver.  Consumer’s also commented that ASI does not track complaints related to eligibility.  
Eligibility Determination Procedures and Practices

At the time of the on-site assessment, ASI had approximately 54,000 individuals certified for ADA Complementary Paratransit service.  Riders who use wheelchairs comprised 29% of the total, and ambulatory riders comprised 71%.  The number of individuals applying for service had been increasing over a three-year period: from 15,273 new determinations (not including recertifications) in 2000 to 20,706 determinations in 2001.  For the first six months of 2003, ASI had made 11,923 determinations.  Also, the percent of applicants granted some level of eligibility had been increasing, from 80.5% for the fiscal year 2000 to 90.4% for the period 

July 1 to December 31, 2002. 

ASI staff oversees the eligibility determination process on the behalf of MTA.  ASI has contracted with Orthopædic Hospital to perform many of the activities, including in-person assessments of all individuals who apply for ADA Complementary Paratransit service eligibility.  ASI reimburses Orthopædic Hospital a fixed amount for each application that it reviews and processes.

Orthopædic Hospital has developed a specialty in conducting eligibility assessments for ADA Complementary Paratransit service.  It performs this activity for a number of transit systems in California.  All of the staff who perform the assessments for ASI have, at minimum:  an academic degree in a related health field; a California license in their respective field; two years of experience working with persons with disabilities; and specialized ADA training from Orthopædic Hospital in areas such as orientation and mobility, physical therapy, and mental disabilities.

Application Process.  Individuals may request an application for ADA Complementary Paratransit service from ASI, which will mail the one-page form, along with three pages of general information about paratransit and accessible fixed route service in Los Angeles (Attachment E).  The form is also available from the ASI web site (www.asila.org).  The form requests identification data (e.g., name, address, telephone, emergency contact) plus basic information concerning the applicant’s disability (“What is your disability”) and the type of mobility aid used.  The applicant then calls ASI to schedule an in-person assessment.  The applicant does not mail the completed form to ASI, but brings it to the in-person assessment.   If the applicant requests, ASI provides a free round trip to one of six certification sites.  Orthopædic Hospital also has two mobile units for assessments, primarily for use in North County.  Orthopædic Hospital also arranges to have an evaluator go to a site ( such as a senior center ( if there are 10 or more applicants.  At the time of the assessment, the time between an applicant’s call and the appointment date generally ranged from 10 to 15 days.

The in-person assessment begins with an 11-minute video that presents information on both ASI services and fixed route service in Los Angeles County.  The administrator for eligibility determinations at Orthopædic Hospital said that some applicants are not aware of the accessibility features of fixed route vehicles.  This video helps some people discover that they may be able to use fixed route service.  After the video, an evaluator meets with the applicant to gather information needed to make the determination.  The evaluator asks questions about 

the applicant’s travel skills and travel patterns, and observes the applicant perform basic tasks (e.g., move from a sitting to standing position, read signs, handle coins). The evaluator may also bring the applicant outside to:

· Walk up to a quarter-mile

· Climb steps

· Go up and down curbs

· Cross the street in live traffic

Depending on the need for field tests, the in-person assessment may take 40 to 50 minutes.

An applicant states whether he/she needs a PCA during the in-person assessment.  The applicant does not have to specify an individual who will be the PCA.  Once determined eligible for service, the rider can decide on a trip-by-trip basis whether to travel with a PCA.

Attachment H presents the “Transit Evaluation Forms” used by the evaluator to record the assessment information.  At the end of the in-person assessment, the evaluator tells the applicant that a determination will be made within 21 days.  The evaluator submits the completed forms, which includes the recommendation for eligibility, to Orthopædic Hospital.  According to the administrator, his staff discusses about 30 to 40 percent of the initial determinations made by the evaluators in the field.  Currently, there are four primary categories of eligibility determination:

· Unconditional: no limitation on use of ASI service

· Trip-by-trip: eligible for ASI service for specified sets of origins and destinations, but not for any other trips

· Temporary: eligibility for a period of time that may range from three to 18 months

· Not eligible

For the unconditional and trip-by-trip eligibility categories, eligibility is good for three years.  Individuals in these categories receive a letter 45 days ahead of the end of the term.  Each month, ASI selects one-third of these individuals to undergo the complete certification process; the other two-thirds of the individuals for recertification need only to complete a short form that asks if the individual has had any changes to his/her condition that might affect the use of ADA Complementary Paratransit service.  According to ASI’s eligibility administrator, about 35 percent of the recertification letters do not receive a response.  He speculates that the non-respondents are a combination of people who have moved out of the service area; people whose condition has worsened so that they no longer travel; and deceased individuals.  

ASI has special policies for eligibility for children under five years old.  According to ASI’s “Policies and Procedures Manual,” children “will be evaluated according to their ability to use accessible, fixed route transit with the assistance of an adult.”  Comparable to fixed route policy, ASI requires all children under five to be accompanied by an adult.  The accompanying adult acts as the child’s personal care attendant (PCA).  Any adult may act as the PCA.  

ASI also has a special eligibility category, “Emergency Need Eligibility.”  As stated in the “Policies and Procedures Manual,” “emergency eligibility is for those occasional circumstances, which are genuine, verifiable emergencies that may be aided by immediate service available for a short time only.”  Eligibility under this category lasts for a maximum of 21 days.  Examples of situations that may be eligible for emergency eligibility include:

· An individual who must immediately start treatment or therapy for a life threatening condition

· An individual whose mobility device is temporarily out of order

· An individual undergoing a medical treatment that results in a temporary disability

All applicants who are determined eligible for ADA Complementary Paratransit service at some level receive a photo ID card.  This ID card lists the rider’s eligibility status, the expiration date for eligibility, and whether the rider may ride with a PCA.

Appeals Process.  All applicants who receive an eligibility determination other than “unconditional” receive a copy of the appeals process with their determination letter (see Attachment I).  An applicant who wants to appeal the initial determination can complete this form and return it to ASI within 60 days; ASI also accepts any written request for an appeal.  Depending on the nature of an applicant’s disability, ASI assigns the review of the appeal to a specialist with the appropriate expertise.  ASI has called on specialists in orientation and mobility, physical therapy, vision, clinical psychology, mental health, and others with appropriate medical knowledge.  The specialist schedules an appointment directly with the applicant making the appeal.  According to ASI’s eligibility administrator, during 2002 and early 2003, the average elapsed time from ASI’s receiving an appeal request to the applicant’s appointment with the specialist was 18 days.

The specialist handling the appeal receives from ASI the applicant’s file with the all previous data and opinions.  The specialist conducts his/her own functional assessment of the applicant.  The applicant may have an advocate accompany him/her to help during the appointment with the specialist.  The applicant can also submit written material that was not part of the initial assessment.  Based on this new set of observations and review of data, the specialist makes a recommendation to change or uphold the initial eligibility determination.  ASI’s policies require that the specialist submit a recommendation (to Orthopædic Hospital) within 22 days of the appointment.  ASI staff reads all appeals determinations by the specialists.

Since FY00, ASI has been receiving about 1,000 appeals per year.  Table V.1 presents the disposition of these eligibility appeals.  The figures in the table indicate that a majority of completed appeals result in an increase in the eligibility level of the applicant, e.g., from not eligible to trip-by-trip, or from trip-by-trip to unconditional.

Table V.1 ( Determination of Eligibility Appeals

	
	FY00
	FY01
	FY02
	FY03

(6 months)

	Appeals Files Closed
	910
	1018
	979
	479

	Appeals Withdrawn Before Decision
	134
	259
	269
	132

	Initial Decision Upheld (no change)
	134
	141
	138
	92

	Increase in Eligibility Level
	507
	616
	569
	253

	% with Increase in Eligibility Level (excludes withdrawn) 
	65.3
	81.2
	80.1
	70.9

	Decrease in Eligibility Level
	1
	0
	0
	0

	Other Changes (usually different specifications for trip-by-trip)
	134
	2
	1
	2


Suspension Policy.  ASI has a suspension policy for riders who have an excessive number of 
no-shows.  The Rider’s Guide (page 15) states, “If you have 3 documented valid no-shows in 90 days, you may be suspended for up to 90 days.”  In practice, ASI has not enforced this policy.  According to staff, the process to conclusively document “valid no-shows” is very labor intensive, and has consequently not been a priority for ASI.  Nevertheless, this may be an overly restrictive interpretation of the DOT ADA regulations.  Appendix D of 49 CFR Part 37 indicates that suspensions of eligibility for no-shows are intended to prevent a “pattern or practice of 
‘no-shows.’”  It is further noted, “a pattern or practice involves intentional, repeated or regular actions, not isolated, accidental or singular incidents.” 

Observations

The assessment team reviewed a sample of 62 completed applications for ADA Complementary Paratransit service.  The purposes of the reviews were to:

· Assess the timeliness of ASI’s eligibility determinations

· Assess the reasonableness of these determinations

Processing Time.  The assessment team looked at applications submitted during 2002.  To analyze the timeliness of making determinations, the team analyzed three sets of dates for each application:

· Date that applicant called to make an appointment for the in-person assessment

· Date of in-person assessment

· Date that ASI mailed determination letter

Table V.2 provides a summary of this analysis.

Table V.2 ( Processing Time for Sample of Eligibility Applications

	
	Average
	Maximum

(single applicant)

	
	(Elapsed Days)

	Call for Appointment 

to In-person Assessment (A)
	13.6
	22

	In-person Assessment 

to Mail Out of Determination (B)
	14.3
	18

	(A) plus (B)
	27.9
	37


ASI has defined its eligibility determination process such that the application is not considered complete until the in-person assessment has taken place.  The application packet clearly states that applicants are to bring their “Information Sheet” with them to the “in-person Transit Evaluation” and that they will be notified in writing within 21 days of completing the Transit Evaluation.   Therefore, the 21 days that ASI has to make a determination before having to grant presumptive eligibility (set forth in 49 CFR 37.125(c)) is accounted for in Row (B) of the table above.  In the assessment team’s sample, ASI processed all applications in 18 or fewer days.

However, applicants may look at the call to make an appointment as the start of the eligibility determination process (A plus B) and thus may have a different perception of the timeliness of ASI’s process.  The assessment team’s analysis found that, for the sample’s 20 most recent applications (initiated between October 31, 2002 and January 6, 2003), the average elapsed days from the call to the in-person assessment was 15.2 days (for the earlier 42 applications, the average was 12.7 days).  For these 20 applications, nine of them had an elapsed time from call to mail out (A plus B) of at least 32 days.  Because both Orthopædic Hospital and the applicant must agree to the appointment date, the elapsed days between the call for an appointment and the in-person assessment (A) is not fully under the control of ASI or Orthopædic Hospital.     

ASI’s eligibility administrator noted that in July 2001, ASI had 23 applications that took more than 21 days to make a determination.  He attributed the delay in processing to some mistakes by a former eligibility contractor.  For those 23 applicants, ASI granted presumptive eligibility.  He said that since August 2001, ASI has processed all applications within 21 days.

ASI’s “Policies and Procedures Manual” discusses the need to grant presumptive eligibility if ASI does not make a determination within 21 days.  However, the eligibility information provided to applicants did not mention presumptive eligibility.

Determinations Outcomes.  Of the 62-sample of applications that the assessment team reviewed, ASI granted unconditional eligibility to 39; granted temporary eligibility (one year) to 4; trip-by-trip eligibility to 2; and denied eligibility to 17.  The assessment reviewed the letters of the 23 individuals who did not receive unconditional eligibility.  For 20 of the 23, the determinations appeared reasonable.  Of the other three:

· One was a determination of “Not Eligible”

· Two were determinations of “Trip-by-Trip”

The notification letter for this “Not Eligible” applicant included the following:

During the transit evaluation you indicated that you were unable to use the public buses because you are getting chemotherapy and taking 2 buses takes an hour and a half to get there and back.  Certification Analyst responded you were observed to sit, stand and walk independently in spite of chemotherapy.  You did not demonstrate cognitive, physical or visual functional limitations that prevent you from using public transit.

If ASI has been consistent in strictly limiting eligibility to individuals who are unable to use fixed route transit, this determination of “Not Eligible” could be viewed as reasonable.  Otherwise, this determination seems rather severe for an applicant undergoing chemotherapy.

Findings

1. In general, the eligibility determination process used by ASI on behalf of MTA does not seem to unduly deny service to eligible individuals.  The individuals who conduct the 
in-person assessments are trained and appear to be well qualified for their responsibilities.  ASI has good documentation of its procedures and of its decisions.

2. The appeals process used by ASI on behalf of MTA seems reasonable.  ASI makes use of experts in various fields to conduct second assessments of applicants.  However, a majority of individuals who follow through on their appeals are granted an increase in their level of eligibility.  This implies that there may be an inconsistency in the eligibility criteria used by the initial evaluators and the appeals specialists.

3. ASI defines its eligibility determination process such that the application is not considered complete until the in-person assessment has taken place.  By this definition, since August 2001, ASI has made all eligibility determinations within 21 days.  A sample of completed applications yielded an average of 14 days to make a determination.  While meeting the 21-day timeline for making determinations, the time period between the initial call and the scheduling of the Transit Evaluation appears to be increasing. 

4. ASI’s “Policies and Procedures Manual” discusses the need to grant presumptive eligibility if ASI does not make a determination within 21 days.  However, the eligibility information provided to applicants does not mention presumptive eligibility.  

5. ASI has a suspension policy for riders in which three documented valid no-shows in 90 days could result in a 90-day suspension.  In practice, ASI has not enforced this policy.  Nevertheless, this may be an overly restrictive interpretation of the DOT ADA regulations.  Appendix D of 49 CFR Part 37 indicates that suspensions of eligibility for no-shows are intended to prevent a “pattern or practice of ‘no-shows.’”  It is further noted, “a pattern or practice involves intentional, repeated or regular actions, not isolated, accidental or singular incidents.”        

Recommendations

1. MTA and ASI should review the criteria and processes used by the eligibility evaluators and the appeals specialists to ensure proper and consistent eligibility determinations.

2. MTA and ASI should closely monitor the time required to schedule on-site Transit Evaluations and maintain sufficient capacity for the evaluations so that they are scheduled in a timely fashion. 

3. ASI should include its policy for presumptive eligibility in its public documents concerning service eligibility, including its web site.   

4. MTA and ASI should consider revising ASI’s suspension policy for excessive no-shows so that, when enforced, the policy does not unduly penalize riders.

Observations Regarding Telephone Capacity and Trip Reservations

The purpose of the assessment team’s review of the telephone system and trip reservation process was to determine whether riders who use Access Paratransit in the MTA service area can effectively reach call-takers and schedule their trips.  Information reviewed and observations made on telephone service and capacity and reservations included:

· Consumer interviews, review of complaints filed with FTA, and review of complaints filed with ASI

· Review of ASI’s policies and procedures for taking trip reservations for ADA Complementary Paratransit service

· Call management data provided by ASI

· Direct observations of call taking practices at four service providers in the MTA service area

Consumer Comments

Three of six consumers interviewed cited long hold times when making trip requests. Two of those interviewed also raised issue with negotiating pickup times.  Sixteen percent of complaints on file with ASI during 2002 were about reservations.  

Telephone and Reservations Policies and Procedures
ASI has set standards for responding to incoming telephone calls of two minutes for the initial pickup and four minutes for total talk time, both as averaged over one hour.  Ready contractors will be penalized when 26% or more of calls are answered in more than three minutes.  Steady providers are required to meet the standard of four minutes total talk time.

ASI provides for both “Steady” and “Ready” reservations for customers. A Steady reservation is a subscription service for customers who travel to and from the same locations on a consistent basis. The Ready service is available to any eligible rider. 

To place a Ready Access trip request, riders call the “Ready Access” phone number for their service area.  Telephone numbers are provided for each of the four service regions in the Access Paratransit Rider’s Guide.  Toll free numbers are provided for each region.  In addition, toll free 800 numbers are provided for TDD calls, countywide reservations, customer service and operations monitoring.  Customers are instructed to direct calls for late pickups and other service issues to ASI 800 numbers.  A toll free telephone number also is provided for scheduling “Steady Access” trips.  Calls for trip reservations to the toll free numbers when Steady Access phone centers are closed are automatically rerouted to ready Access call centers based on the telephone number and location of the caller.  Each Ready service provider accepts reservations up to 24 hours in advance of the trip request.  According to ASI staff, telephone reservation lines for Steady providers operate between 6:00 AM and 10:00 PM.  ASI staff estimates that 15 to 20% of the calls it receives originate from cell phones and pay phones.  Because of this high volume, ASI instituted the use of 800 numbers.  In addition to trip reservations call centers operated by the service providers; ASI operates call centers for Customer Services and Operations Monitoring.  

Customers are limited to requesting four one-way trips per phone call.  They are instructed in the Rider’s Guide to tell call-takers if they have to be at a destination by a particular time, and are encouraged to let the call-taker schedule the pickup time to ensure the customer meets their appointment.

If a caller is traveling between two service areas, they are to call the provider that serves the trip origin for each leg of the trip to schedule their ride.  An exception to the requirement to use two carriers for trips between service areas is if the trip end is within 5-minute travel time of the originating service area.  In that case, one carrier can serve both legs of the round trip.  

There is a telephone and computer terminal at each reservation and dispatch station.  Each provider maintains a regular schedule for staff by shift.  ASI has a contract with a telephone translation service for languages other than English.  Additionally, each service provider has numerous bilingual call-takers (English and Spanish).

ASI allows reservations for next day ready service requests from 24 hours in advance up to 

45 minutes before the requested pickup time.  Customers may change their scheduled trips with 45 minutes notice to the service contractor without penalty.  If a customer does not cancel a trip at least 45 minutes before the scheduled pickup time, the customer is considered a no-show and is advised that they are subject to service suspension for repeated no-shows.  

The allowable window for reservations is one hour before and after the requested pickup time, for a two-hour window.  An exception is for “next available” same-day requests (will-call trips), where the goal is to schedule a trip no more than 1:45 minutes after the time of the request.  All trips are scheduled with a 20-minute arrival window.  The window begins at the pickup time negotiated with the customer and extends 20 minutes beyond that time (0/+20).

Procedures to be employed by call-takers in taking telephone calls are outlined in ASI’s Policy Manual. Call-takers have a standard script they use in taking calls and entering data into the reservations database.  The script covers the following items:

· Name of call-taker with the opening greeting

· Request for rider identification number

· Confirmation of rider’s name and address

· Request for pickup day and time and destination

· Referral to list of closed-out (unavailable) pickup times

· Negotiation of alternative pickup time if the first requested time is closed-out

· Request for any special needs, e.g., wheelchair, cane, or riding companion

· Request for a “call-out” (an automated phone call to tell the rider the driver is almost there)

· Request for any special information about the destination to better inform the driver

· Summary of the pickup time with a reminder about the 20-minute window allowance

According to the ASI Policy Manual, call-takers are also required to obtain telephone numbers at all pickup locations from customers.  At the end of the call, call-takers are to inform customers of the fare for the trip as identified by the scheduling software.

As stated in the Rider’s Guide, ASI’s goal is to have a 0% denial rate. ASI and the transit contractors consider a denial as any trip offered more than one hour from the requested pickup time within 24 hours and within 1 hour 45 minutes of the requested time for a same-day “next available” request. 

ASI does not consider a failure to schedule requests for next day service made more than 24 hours before the requested pickup time as a denial of service.  The DOT ADA regulations at 

49 CFR §37.131(b) state that, “the entity shall schedule and provide paratransit eligible person at any requested time on a particular day in response to a request for service made the previous day.”  The discussion accompanying the regulations indicates that the intent of this requirement is to permit a customer to call at any time during the office hours of the entity and make a reservation for a trip at any time on the following service day.  The regulations do not require the service provider to accept trip requests on the service day.  The regulations do require acceptance of trip requests on the day before the service day, including requests made during the entity’s office hours even if more than 24 hours from the time of the requested trip.  Accordingly, when ASI refuses to accept trip requests made during office hours for trips to be made more than 24 hours from the time of the request it is denying service.  

MTA and ASI managers indicated that they are in the process of revising their reservations procedures to accept all requests for service on the following day.  The revised procedure is included in the Access Services FY 2003/2004 Paratransit Plan (Attachment F) adopted by the ASI Board of Directors in February 2003, and are scheduled to become effective on July 1, 2003.  
If call requests do not result in a scheduled trip, the call request is not entered into the scheduling software.  As a result there is no way of tracking trip refusals, denials or negotiated trip offers using data from the scheduling software.  Carriers maintain manual “Trip Negotiation Logs” and compile summaries of denials from the logs.  Also, each carrier makes audio recordings of all incoming calls and ASI monitors trip denials by sampling voice recordings each month.  ASI samples 120 calls for each Ready service provider to estimate the number of trips denied.  ASI indicated that available software limits their ability to capture this information.  The DDS software, used by the service providers to schedule and monitor trip requests, was designed for taxi operations and does not have this capability.  ASI indicated that a paratransit software system that it explored is incompatible with mobile data terminals (MDTs) used by ASI operators and another is limited to use with fewer than about 20 MDTs.

Observations of Access Paratransit Telephone Services Practices 

Data provided by ASI for November and December of 2002 show average call lengths (time actually on the phone with riders) of 5.7 minutes (November) and 5.3 minutes (December).  These average call lengths exceeded ASI’s standard of 4 minutes.  Data provided also show that hold times (time rider is on the phone until the call-taker pick it up) can be quite lengthy.  For example, in October 2002, he maximum hold time for all reservations calls in the system was 17.4 minutes.  Table VI.1 shows the distribution of reservations calls by time on hold for the system.

Table VI.1 – Telephone Hold Times as Percentage of Total Reservations Calls

	0- 1 Minutes
	1 – 2 Minutes
	2 – 3 Minutes
	3 – 4 Minutes
	4 – 5 Minutes
	5 + Minutes

	53.8%
	13.2%
	7.25%
	5.8%
	5.1%
	14.4%


Peak hold times during the day occur during the 3:00 PM to 5:00 PM period when callers experience an average hold time of about 3.5 to 4 minutes.  Data for each of the providers and for operations monitoring and customer service calls are shown on Table VI.2.  An average by hour for all four providers is also shown on Table VI.2.

Highlighted in bold are periods when initial hold times exceed ASI’s standard of two minutes.  As can be seen from the table, all call centers exceed the standard for some period of the day.  Since the figures represent average hold times by the hour for a two-month period, it would indicate that there are likely hours on days within the period that hold times substantially exceed the averages.  The data indicates a pattern of longer hold times in late afternoon.  With the exception of ASI operations monitoring, all of the call centers experienced average hold times that exceeded the standard for eight or more consecutive hours.  This indicates that staffing may be inadequate at the call centers during these periods.

Table VI.2 – Hourly Average Initial Phone Hold Times for ASI Operations Monitoring & Customer Services and for Four Providers for June – November, 2002

	Hour
	Operations Monitoring
	Customer Services
	Global Paratransit
	United
	San Gabriel Transit
	MV
	Four Providers’ Average (unweighted)

	0:00
	0.00
	0.00
	1.6
	3.02
	0.00
	0.00
	1.16

	1:00
	0.14
	0.00
	1.1
	2.27
	1.80
	0.88
	1.51

	2:00
	0.03
	0.00
	0.8
	2.15
	1.70
	0.51
	1.29

	3:00
	0.03
	0.00
	0.4
	2.15
	1.45
	0.19
	1.05

	4:00
	0.05
	0.00
	0.3
	2.18
	1.29
	0.15
	0.98

	5:00
	0.04
	0.00
	0.4
	1.78
	0.70
	0.34
	0.81

	6:00
	0.09
	0.00
	0.8
	1.50
	0.89
	0.21
	0.85

	7:00
	0.19
	0.00
	1.3
	1.95
	1.72
	1.79
	1.69

	8:00
	0.33
	0.01
	2.0
	2.18
	1.49
	2.10
	1.94

	9:00
	1.47
	3.56
	1.9
	2.83
	1.10
	2.91
	2.19

	10:00
	2.35
	2.22
	2.0
	3.83
	1.91
	3.76
	2.88

	11:00
	2.19
	2.00
	2.3
	3.72
	1.54
	3.95
	2.88

	12:00
	1.01
	3.62
	2.3
	3.52
	1.30
	3.31
	2.61

	13:00
	1.07
	2.96
	2.4
	3.6
	1.83
	2.77
	2.65

	14:00
	1.86
	2.61
	2.7
	3.13
	3.59
	2.85
	3.07

	15:00
	1.79
	2.99
	3.6
	2.6
	4.67
	3.20
	3.52

	16:00
	2.86
	3.16
	4.8
	3.32
	3.06
	4.09
	3.82

	17:00
	2.67
	2.53
	2.5
	3.73
	3.08
	2.95
	3.07

	18:00
	3.25
	0.11
	2.7
	3.22
	2.89
	2.67
	2.87

	19:00
	1.84
	0.00
	3.1
	3.28
	3.68
	2.24
	3.08

	20:00
	1.25
	0.00
	2.7
	3.52
	3.95
	1.89
	3.02

	21:00
	1.00
	0.00
	2.4
	3.23
	3.48
	1.52
	2.66

	22:00
	0.23
	0.00
	2.5
	4.23
	1.99
	1.84
	2.64

	23:00
	0.36
	0.00
	2.2
	4.22
	0.84
	1.95
	2.30


Times shown in minutes and decimal parts of minutes.

Table VI.3 shows, the number of calls, call length, percent of calls abandoned, and initial hold times by month for each of the last six months of 2002.

Table VI.3 Telephone Use Statistics by Month for the Last Six Months of 2002

	
	July
	August
	Sept.
	October
	Nov.
	December

	Number of calls for all providers
	251,352
	254,266
	267,767
	281,289      
	250,288
	241,179

	Average minutes per call for all providers
	4.93
	4.72
	5.64
	5.49
	5.69
	5.33

	Average percent of calls abandoned at the four providers visited
	10.1%
	9.8%
	14.0%
	16.0%   
	11.8%
	11.8%

	Customer service calls answered at ASI
	19,345
	19,701
	18,806
	20,582
	16,038
	15,316

	% of customer service calls abandoned at ASI
	14.8%
	12.9%
	12.6%
	11.1%
	12.0%
	11.8%

	Operations Monitoring Center calls answered
	7,514
	8,798
	9,136
	10,047
	8,781
	7,218

	% of Operations Monitoring Center calls abandoned
	9.3%
	10.2%
	14.5%
	11.6%
	16.6%
	12.3%


During the last six months of 2002, between 9.3% and 16.6% of calls were abandoned per month at different call centers.  Overall, customers abandoned more than 10% of calls during this period.  

Table VI.4 shows the number of call-takers or reservationists and dispatchers at each of the four providers visited by the assessment team.

Table VI.4 – Reservation and Dispatcher Resources at Four Access Service Providers

	Provider
	Reservations Staff
	Reservation Stations
	Dispatch Staff
	Dispatch Stations

	
	
	Ready
	Steady
	Total
	
	

	MV Transportation
	14
	16
	5
	21
	9
	4

	Global Paratransit 
	24
	10
	-
	10
	6
	3

	United

	32
	12
	3
	15
	16
	4

	San Gabriel
	35
	15
	3
	18
	9
	4

	Totals
	105
	53
	10
	64
	40
	15


Observations of Access Paratransit Reservations Practices

The assessment team observed the telephone reservations process at four service providers over a two-day period. Table VI.5 presents a summary of these observations.  During that time, the team observed a total of 237 reservations being requested. Requests for same-day trips represented 48% of the total requests observed, with next day trip requests comprising 52% of the total. During the observations, there appeared to be patterns of a high number of same-day trip requests in the morning and a high number of next day trip requests in the afternoon.

Table VI.5 Summary of Reservations Observations

	Category
	Observations
	% of Requests

	Total reservations requested
	237
	100%

	Total same day reservation requests
	114
	48%

	Total next day reservation requests
	123
	52%

	Total next day “outside of 24-hour” denials
	6
	3%

	Total calls made
	231
	97%

	Total two-way trips scheduled in same call
	12
	5%

	Total next available requests made
	26
	11%


A relatively small percentage of requests, 5%, were for two-way trips. This is much lower than observed at ADA Complementary Paratransit service providers in other cities.  This practice of calling for single trips results in a larger call volume than if people booked round trips with one call.  This practice may contribute to the long call wait times that are experienced during peak reservations periods.

Also of note is that six (5%) of the 237 trip requests observed were denied because the requested trip time was more than 24 hours away.

Other observations of reservations are as follows:

· Call-takers were observed consistently following the “Call-Taking Procedures” script. This included call-takers consistently obtaining and confirming all of the information needed for the driver to make the pickup. 

· Call-takers recommended pickup times for appointments to customers.  

· Call-takers were observed offering riders a “callout offer.”  This allows a customer to receive an automated call approximately 5 minutes before a vehicle is scheduled to arrive.  Many customers took advantage of this program.  

· If the exact time requested was not available, at least one of the carriers would offer two ride times, one time before and one time after the requested time.  By offering times both before and after the requested time, the customer had the flexibility to accept the early time, to meet an appointment, or the late time, if returning from work or an appointment.  

· Each service provider had numerous bilingual call-takers (English and Spanish) working at all times during the observations.  In addition, ASI has a contract with a telephone translation service for other languages.  No calls were observed that used this service. 

· The call-takers were observed to be consistently telling customers that they would be picked up within a 20-minute window, stating, “You are scheduled for a five o’clock pickup.  The vehicle may arrive anytime between 5:00 PM and 5:20 PM.”  

· Sixty-two percent of the next-day requests were scheduled for the time requested by the caller.  An additional 33% were within a 15-minutes of the time requested, resulting in a total of 95% of next-day requests scheduled within a 15-minutes of the requested time.  Of 117 observations, there were no trips offered more than one hour from the requested pickup time.  Table VI.6 presents a distribution of variance between the time requested by the caller and the time offered.  

Table VI.6 – Time Variance between Requested and Offered Times for Next-Day Requests

	Time Variance
	Number
	Percent

	-0:46 to -1:00
	0
	0%

	-0:31 to -0:45
	2
	2%

	-0:16 to -0:30
	0
	0%

	-0:01 to -0:15
	11
	9%

	0:00 (none)
	73
	62%

	+0:01 to +0:15
	28
	24%

	+0:16 to +0:30
	3
	3%

	+0:31 to 0:45
	0
	0%

	+0:46 to +1:00
	0
	0%

	 
	117
	100%


Findings
1. Telephone access appears to limit customers’ ability to make trip requests.  Hold times exceed 5 minutes for more than 14% of all calls to make trip reservation requests.  With the exception of ASI operations monitoring, all of the call centers experienced average hold times that exceeded ASI’s standard for eight or more consecutive hours.  There appears to be a pattern of longer hold times in late afternoon.

2. During the last six months of 2002, between 9.3% and 16.6% of calls were abandoned per month at different call centers.  Overall, customers abandoned more than 10% of calls during this period.

3. Staffing appears to be inadequate at a number of the carriers’ call centers during some periods of the day.

4. Approximately 95% of 237 observed trip requests were for a single one-way trip, which probably contributes to higher call volumes than would occur if customers scheduled multiple round trips during one call.

5. ASI counts trip offers more than one hour from the requested pick-up time within 24 hours before the requested pick-up time as service denials.  Also ASI defines trip offers more than 1 hour and 45 minutes from the requested time for same day “next available service” as denials.  This policy is not in accordance with the DOT ADA regulations.  The regulations require acceptance of trip requests on the day before the service day, including requests made during the entity’s office hours even if more than 24 hours from the time of the requested trip.  Accordingly, when ASI refuses to accept requests for such trips, it is denying ADA service.  

6. Because the DOT ADA regulations do not require same day service, failure to honor a request for a “next available” same day trip (will-call) is not a denial in accordance with the regulations.   

7. Six of the 237 trip requests observed were denied because the requested trip time was more than 24 hours away.

8. When riders requested a ride time to make an appointment, the agencies were observed to be consistently scheduling rides early enough for the rider to make the appointment. 

9. Call-takers seem to effectively affirm the 20-minute pickup window, thereby minimizing potential customer confusion on pickup times. 
10. The ASI Policy Manual appears to provide very comprehensive procedures for call taking.  Use of the ASI Manual and associated scripts by call-takers appear to minimize the potential for miscommunication in scheduling trip requests.
Recommendations

1. MTA and ASI should consider steps to increase the number of trips scheduled for each call in order to reduce call volumes and, as a result, reduce the amount of time customers are on hold and the number of abandoned calls.  This might be accomplished in part by extending the time that trips can be requested to the entire business day before the travel day, and by promoting customer use of Steady trips.  

The service plan adopted by the ASI Board of Directors in February 2003 provides for an increase in the number of trips requested during a phone call from four one-way trips to six one-way trips.  The plan also provides for accepting reservations for next day service between 6:00 AM and 10:00 PM on the day before the trip.  The plan also anticipates an increase in the number of standing order (Steady) trips as customers learn more about this service.  These plan elements are scheduled for implementation on July 1, 2003.   

2. MTA and ASI should continue monitoring service performance and increase staff coverage as needed to reduce hold times and abandonment of calls.  Call center staffing should be adjusted regularly, as needed, to achieve MTA standards for hold times independently of efforts to reduce call volume.

3. For Ready trip requests, MTA and ASI should report all instances in which a pickup time was not offered, or the pickup time offered was more than one hour from the pickup time requested by the customer until close of office hours before the service day as a trip denial.  

4. MTA and ASI should continue to employ policies and procedures as described in the ASI Policy Manual and observed in by the assessors in practice to promote responsive and clear communications between call-takers and customers.

Observations Regarding Scheduling of Trip Requests

The assessment team reviewed scheduling of Access Paratransit trip requests.  Information reviewed and observations on scheduling included:
· Consumer interviews, review of complaints filed with FTA, and review of complaints filed with ASI

· Review of ASI policies and procedures

· Interviews with ASI managers and managers and schedulers for service providers

Consumer Comments
One of the four complaints on file with FTA cited scheduling errors. 

Two of six consumers/consumer representatives interviewed by the assessment team raised issues with negotiating pickup times.  The need to negotiate pickup times could be a product of scheduling procedures.

Also, of the complaints on file with FTA, two customers complained about late pickups and failure of vehicles to show up.  Of six consumers/consumer representatives interviewed by the assessment team, four cited late pickups.  According to ASI records for 2002, 48% of its 14,885 complaints concerned late pickups.  Scheduling could cause, or contribute to, late pickups.

Policies and Procedures
As described in Section III, Access Services is divided into Steady service for subscription rides that make the same trip on a regular basis, and Ready service for rides requested within 24 hours of the desired travel time.  Each of the service providers schedules its own trips.  For Ready service each of the providers uses DDS.  DDS is a taxi-based scheduling system.  The system can be described as having three major components: trip reservation and schedule information, geographic information system (GIS), and mobile data terminals (MDTs).  The trip reservation and schedule information is maintained in the system database and is used to schedule and track trip assignment and performance.  The GIS component is used to geographically display information on computer monitors.  The GIS displays information (trip origins and destinations and vectors linking the two) for requested trips in 15-minute increments.  All trips are scheduled on the hour or 15, 30, or 45 minutes after the hour.  The GIS component also identifies vehicles by location using input from Global Positioning System (GPS) transmitters in each vehicle. Each vehicle is equipped with an MDT, which is used to dispatch trips and for the driver to report trip performance information.

Trip requests are maintained in the system as open until they are assigned, or scheduled, to a vehicle.  Scheduling of trips begins during the reservations process.  As trip requests are received, a staff person, usually the lead call-taker, monitors the volume of requested trips for each 15-minute increment.  The staff person reviews the volume of trip requests against the number of available drivers for the time period.  If trip requests for any period are high, call-takers stop accepting requests for that time slot and offer trips at other times within an hour of the requested time.  This procedure balances trip demand with supply (drivers) and promotes efficient use of drivers and equipment. 

On the day before service, the scheduler reviews Steady trip requests and assigns multiple trips to one-vehicle (multi-load) trips.  The same is also done for Ready trips.  Generally, multi-loaded trips are limited to those that can easily be accommodated without significantly increasing travel times.  These are usually short trips of less than 30 minutes.  Trips to social service or medical centers are also multi-loaded.  If schedule times are changed to accommodate Center trips, customers are called the evening before the service day to renegotiate the pickup time. 

On the service day, scheduling activity begins at 6:00 AM.  The scheduling process consists of review of trip requests and vehicle locations in 15-minute increments from 15 minutes to four hours before the scheduled trip time.  The scheduler reviews the nearest trips (15 minutes away) first and works towards the trips further away in time.  The scheduler first looks for geographic mismatches of vehicle locations and origins of trip requests.  If they exist, he encourages drivers to move to the zones with high trip demand.  As he reviews trip requests further in advance of the requested times, he looks for opportunities to multi-load vehicles as described above.  Trips are assigned to vehicles automatically by the DDS system through the MDT’s 20 minutes before the scheduled pickup time.  The service area for each carrier is divided into zones.  The computer software seeks out the nearest vehicle to the customer’s trip origin using the zone system and GPS information on vehicle locations to assign trips.  The system will review up to 6 zones seeking a vehicle for a trip.  If no driver is identified through the automated scheduling, 20 minutes before the pickup time, the dispatchers manually assign the trip to a driver.

Observations

Scheduling practices were observed during visits to four service providers.  The schedulers or routers were observed monitoring the volume of trip requests by 15-minute increments in an effort to balance the number of scheduled trips with available drivers.  At one service provider, the target was no more than 25 to 30 trips per 15-minute period.

Routers review trip demand two to four hours before the schedule time to multi-load trips and to reroute vehicles to areas of high demand.  Multi-loading trips appears to be done to make full and effective use of available vehicles rather than minimize the number of runs.

The taxi based DDS system appears to promote late trip requests and single passenger runs.

Because much of the scheduling is performed in coordination with operations dispatch, additional observations of scheduling are described in the operations section of the report.
Findings

1. The scheduling software does not currently permit recording and tracking of requests for trips that are denied or refused by the customer.

2. The taxi-based DDS system appears to encourage late trip requests and single passenger runs.

3. When requested pickup times are not available, the procedure of offering two times to the customer, one before and one after the requested need appears to be responsive to customers needs for early or late departures depending on whether or not the customer is going to or returning from an appointment.

Recommendations

1. MTA and ASI should consider practical modifications to the DDS system to track requests for denied or refused trips to replace the sampling of recordings that is currently used to measure trip denials and refusals.

Observations Regarding Operations

The assessment team reviewed the transportation operations of four service providers to determine whether requested trips are being served in a timely fashion and are not excessively long, and if any operational practices appear to cause or contribute to service limits.  Information reviewed and observations on operations and service delivery included:

· Consumer interviews, review of complaints filed with FTA, and review of complaints filed with ASI

· Review of ASI service policies and procedures

· Site visits to United Paratransit, Global Paratransit, San Gabriel Transit, 
and MV Transportation

· Interviews with service managers

· Interviews with 26 drivers

· Review of trip records and analysis of on-time performance

· Review of dispatched trips to assess on time performance

· Analysis of Access Paratransit service trip durations

Consumer Comments

Relative to operations, the major consumer issues appear to be late or missed passenger pickups, long trips, and driver behavior.

Late Service: Of the four complaints on file with FTA, two customers complained about late pickups and failure of vehicles to show up.  Of six consumers/consumer representatives interviewed by the assessment team, four cited late pickups and one complained that drivers did not wait for dialysis patients.  According to ASI records for 2002, 48% of its 14,885 complaints concerned late pickups.

Long Trips: One of the four complaints on file with FTA cited long trips.  Two of six people interviewed by the assessment team mentioned long trips and two percent of the complaints made to ASI during the last half of 2002 related to long trips.

One of the FTA complaints was that the transfer station at Newhall Metro Center Station in Santa Clarita was a major inconvenience and resulted in service that is not comparable to fixed route service.  One of the people interviewed also identified the Newhall Metro Center Station transfer as a problem and indicated that drivers sometimes get lost.

According to ASI records for the last six months of 2002, 17% were for driver conduct.
Transportation Policies Procedures and Practices

Access Services is a curb-to-curb service.  According to the Rider’s Guide, the driver will park on the public way as close to the building entrance as possible.  The driver cannot leave his vehicle to enter a building to get a customer.

ASI considers a trip on time if the driver arrives at the destination within 20 minutes after the scheduled pickup time.  ASI’s goal is for providers to have an on-time percentage of 92%.

Drivers receive trip requests by way of their MDTs 20 minutes before the scheduled pickup time.  The driver proceeds to pickup location.  Operating policies and procedures are detailed in the Access Services Policy Manual.  With respect to operations, the Policy Manual specifically addresses no-shows and call-outs.  The procedure for call-outs is for the driver to initiate a

call-out when he is five minutes from the pickup location if a call-out request for a Ready customer appears on his trip instructions.  The driver either presses the call-out button to initiate an automated call out, or notifies the dispatcher to request a call out.  The system does not permit call-outs more than five minutes before the scheduled pickup time.

If the customer does not appear, the driver waits five minutes in the scheduled 20-minute pickup window, then initiates a request through his MDT that the customer be declared a “no-show.”  The dispatcher verifies the driver’s location relative to the pickup location using GPS and the GIS screen.  The dispatcher then telephones the customer.  If he is unable to reach the customer and the trip cannot be completed, the dispatcher modifies the trip order to declare the customer a no-show, records the GPS coordinates of the vehicle, and releases the driver to proceed to his next location.  Trip times recorded in DDS includes:

· D - Dispatched – the time the trip has been assigned or dispatched to the driver

· N - Arrival – the time the driver arrives at the pickup location or trip origin

· Meter On – the time that the customer has boarded the vehicle

· Meter Off – the time that the customer has departed the vehicle

The system also records the time for cancellations and no-shows.

Observations

At each of the service providers, drivers receive a manifest or list of their trips at pullout when they begin work.

The following paragraphs summarize observations of dispatch operations for two of the service providers that the assessment visited.  Activities at the other two carriers visited by team members are similar.

United.  The assessment team observed dispatch at United on January 28, 2003.  United had two dispatchers.  One dispatcher was monitoring a GIS screen, reviewing scheduled pickup locations and vehicle locations in 15-minute increments.  If DDS was unable to locate an available driver in the six zones near the trip origin, the dispatcher looked for a nearby vehicle that had cleared, had dropped off its passenger, or was near its trip destination.  Upon identifying the appropriate vehicle, he assigned the trip using the MDTs.

A second dispatcher monitored trip status on a different DDS screen.  He reviewed status of the trip as reported by the drivers through their MDTs.  If there was an unassigned trip, late trip, or customer no-show, he initiated corrective actions.  If drivers were late for a pickup, the dispatcher requested an estimated time of arrival (ETA) through the MDT.  If unable to get a response he tried by radio; if that was unsuccessful, he tracked the driver’s location using GPS.

One problem noted by the dispatchers was that they lose GPS transmissions that report vehicle locations when vehicles are traveling through the mountains that surround Los Angeles.  Another problem cited was that the MDTs display only two dispatched trips at a time.  If three passenger trips are multi-loaded onto a vehicle, the third trip does not appear on the MDT until the first customer is recorded as on the vehicle (meter on).

An additional observation was the clock used as a common time reference by the DDS software was set more than four minutes late.  This variance from the actual time can cause a number of problems.  The day’s schedule can be operated late with drivers and dispatchers thinking service is being performed on time.  This can result in miscommunication and customer dissatisfaction.  The late clock can also result in underreporting of late trips.  During the assessment, United Paratransit management took immediate steps to correct the DDS clock.

MV Transportation.  On January 29, 2003, the assessment team observed dispatch at 

MV Transportation.  Dispatchers were handling both Steady and Ready trips.  Three dispatchers were working.  One dispatcher was monitoring the DDS trip status screens, which included information transmitted by drivers through their MDTs.  His responsibility was to make sure all trips were assigned.  The “graveyard shift” dispatcher assigned Steady trips, and some multi-loaded Ready trips.  Additional trips were automatically assigned by DDS to drivers through the MDTs.  The dispatcher assigned any remaining trips for which a driver could not be located through DDS.

A second dispatcher monitored the GIS screen, which displayed both the locations of trip origins and destinations and, through GPS, the location of vehicles.  This dispatcher monitored on-time performance and verified driver locations for no-shows.  The third dispatcher maintained voice communication with drivers and was responsible for customer call-outs, and confirming absence of customers for no-shows.

One system problem cited by the MV dispatchers was “ghost trips.”  These are trip requests that were in the system that cannot be cleared.  These trips typically occur from one to four times every two weeks.  In order to remove them from the system the dispatchers have to create a “dummy trip” to make the DDS software record the trip as served.

Driver Interviews.  The assessment team interviewed 26 drivers from the four service providers visited.  Only van drivers who were paid on an hourly basis were interviewed. The contract taxi drivers do not start their routes at the paratransit facilities. The purpose of the driver interviews was to gauge the adequacy of training, schedules and other resources that permit drivers to effectively deliver service.  The following paragraphs provide a summary of their comments.

· All drivers described the training, including sensitivity training, as good.  Drivers said that initial training periods varied from two to four weeks.  Drivers also indicated that they receive refresher training annually.  Several drivers commented that there should be additional time allocated to the use of the on-board computer.  An instructor commented that additional time should be allocated to Policies and Procedures.

· Most drivers indicated that the schedules are acceptable.  Many do only single ride trips and have no schedule problems.  A few drivers complained of tight schedules and indirect routing.  A few indicated that schedules have improved in recent years.  

· Drivers had different responses on their latitude to modify schedules.  One indicated that he did so independently; most said they make changes only with the approval of the dispatcher; and several indicated that they never deviate from the schedule that they are given. 

· Drivers generally felt that the quality and maintenance of the passenger vehicles was good.  Drivers indicated a preference for being assigned to the same vehicle every day.  Many of the drivers for Global complained that the sliding doors on the new Chevrolet Ventura Vans are a problem.  Many drivers had experienced road calls and indicated that they were performed efficiently.  All drivers appeared to understand the procedure when vehicles become disabled in service.

· When a customer does not appear, all drivers knew to call the dispatcher and wait to be released to their next stop.

· A few drivers for San Gabriel Transit cited a pickup window of 15 minutes or 15 to 20 minutes.  Otherwise all drivers knew the pickup window was 20 minutes after the scheduled time.

Findings

1. In general, operational policies, practices and procedures seem to be consistently understood and employed by the call-takers, routers, dispatchers and drivers who work for the contract carriers of ASI.

2. Several drivers from one carrier appeared unclear as to the definition of the pickup window used by ASI.

3. The clock setting in the DDS system used by one provider was more than 4 minutes late.  

Recommendations

1. Drivers should be reminded that the pickup window is from the scheduled time to 20 minutes after the scheduled time.

2. Clock settings for the DDS system should be monitored periodically and reset as needed.

Analysis of On-Time Performance

The assessment team reviewed the ASI on-time performance policies and procedures, on-time performance reports, and analyzed sample of trips completed during the field assessment to validate on-time reporting for Access Paratransit service.  

Policies and Procedures

ASI considers a trip on time if the driver arrives at the point of trip origin during the period from the scheduled pickup time up to 20 minutes after the scheduled pickup time.  ASI’s goal is for providers to have an on-time percentage of 92%.

On-time performance is tracked through the DDS system.  Call-takers enter the scheduled pickup times into the system by, and vehicle arrival times are entered by drivers through their MDTs when they arrive at a pickup location.

Performance Analysis

ASI tracks and reports the on-time performance of each of its service providers.  The assessment team reviewed reported on-time performance data for the period of July through December 2002.  Reported performance data for the month of December for the Eastern, Southern and West/Central Regions and the San Fernando Valley area of the Northern Region is summarized below in Table VIII.1.  December was selected as a representative month for service provided in these regions.

Table VIII.1 – ASI Reported On-Time Performance, December 2002
	Region
	Service
	Provider
	On-Time
	Late
	Minutes Late

	
	
	
	
	
	1-14
	15-29
	30-44
	>45

	Eastern
	Ready
	San Gabriel Transit
	92.5%
	7.5%
	5.6%
	1.4%
	0.4%
	0.1%

	
	Steady
	San Gabriel Transit
	94.5%
	5.5%
	4.1%
	1.1%
	0.2%
	0.1%

	Southern
	Ready
	Global Paratransit
	91.1%
	8.9%
	6.7%
	1.7%
	0.4%
	0.1%

	
	
	MV Transportation
	95.1%
	4.9%
	2.8%
	1.6%
	0.4%
	0.1%

	West/ Central
	Ready
	United Paratransit
	91.7%
	8.3%
	5.5%
	1.9%
	0.6%
	0.4%

	
	Steady
	DPI
	98.9%
	1.1%
	0.6%
	0.4%
	0.1%
	0.0%

	Northern
	
	MV Transportation
	90.6%
	9.4%
	6.2%
	2.0%
	0.8%
	0.4%


ASI’s reported on time performance for the full six month period appears in Attachment J.

The assessment team reviewed all trips performed by Ready service providers for a randomly selected sample day using ASI data as reported through the DDS system.  The day selected was December 3, 2003.  The purpose of this review was to verify that the performance information that ASI reports is representative of the service being provided.  Table VIII.2 presents a summary of this data.

Table VIII.2 – On-Time Performance for Ready Service Providers on December 3, 2002
	Region
	Eastern
	Southern
	West/Central
	Northern

	Service Provider
	San Gabriel Transit
	Global Paratransit
	United Paratransit
	MV Transportation

	
	Number
	%
	Number
	%
	Number
	%
	Number
	%

	
	
	
	
	
	
	
	
	

	Scheduled Trips
	1,835 
	
	1,489
	
	1,625
	
	1,094
	

	No Shows
	46 
	   2.5%
	67-92
	4.5-6.2%
	85
	5.2%
	70
	6.4%

	Missed Trips
	5 
	0.3%
	13-16
	0.8-1.1%
	5
	0.3%
	11
	1.0%

	Completed Trips
	1,784 
	97.2%
	1,390
	93.4%
	1,535
	94.5%
	1,013
	92.6%

	
	On Time
	1,657 
	92.9%
	1,242
	89.4%
	1,400
	91.2%
	893
	88.2%

	
	Late
	127 
	7.1%
	148
	10.6%
	135
	8.8%
	120
	11.8%

	
	
	1-14 Minutes
	109 
	6.1%
	116
	8.3%
	115
	7.5%
	84
	8.3%

	
	
	15-29 Minutes
	15 
	0.8%
	28
	2.0%
	18
	1.2%
	22
	2.2%

	
	
	30-44 Minutes
	3 
	0.2%
	4
	0.3%
	2
	0.1%
	8
	0.8%

	
	
	45-60 Minutes
	0 
	0.0%
	0
	0.0%
	0
	0.0%
	4
	0.4%


Based upon the assessment team’s review, Access Paratransit Ready service providers experienced 34 to 37 missed trips on December 3, 2002.  The missed trips represent 0.6% of 6,043 scheduled trips.

Overall, 94.7% of scheduled trips were completed, with 90.7% of completed trips on time.  By carrier, on-time performance ranged from 88.2% to 92.9% of completed trips for the four “Ready” providers.

The assessment team also made 69 observations of trip performance while monitoring dispatch operations at three service providers:  MV Transportation, United, and Global.  The results of those observations appear in Table VIII.3.

Table VIII.3 – Observations of Trip Disposition

	Trip Disposition
	Number of Trips
	% of Trip Requests
	% of Completed Trips

	Unknown
	2
	
	
	2.9%
	

	No-Show
	5
	
	
	7.2%
	

	Completed
	62
	
	
	89.9%
	

	
	On Time
	
	44
	
	
	71.0%

	
	Late
	
	18
	
	
	29.0%

	
	
	0-10 Minutes
	
	
	7
	
	11.3%

	
	
	11-30 Minutes
	
	
	7
	
	11.3%

	
	
	31-40 Minutes
	
	
	2
	
	  3.2%

	
	
	41-60 Minutes
	
	
	2
	
	  3.2%


Of the 62 completed trips, 71% were completed on time – that is, the vehicle arrived at the pickup location no later than 20 minutes after the scheduled pickup time. This limited sample includes trips that required the dispatcher’s attention.  Since these trips include more problem trips than the norm a lower proportion of on-time trips (71%), appears to be reasonably consistent with overall on-time performance rates of approximately 90%.  Observations of trips in this limited sample were made throughout the service day.  

Findings
1. Based upon the assessment teams review of Access Paratransit Ready service providers experienced 34 to 37 missed trips on December 3, 2002.  The missed trips represent 0.6 % of 6,043 scheduled trips for Ready service in the four southern service areas.

2. There do not appear to be a substantial number of significantly late Access Paratransit trips in the MTA service area.  ASI reported fewer than 0.1% trips as later than 45 minutes after the pickup window (65 minutes after the pickup time).  A review by the assessment team for December 3, 2002, similarly identified 4 of 6,043 trips as exceeding 45 minutes late.  A sample of 62 completed trips during the assessment identified two trips in excess of 
45 minutes late and none more than an hour late.

3. ASI’s reported on-time performance for Ready carriers for December 2002 ranged from 90.6% to 92.5%.  This is consistent with the results of the assessment team review of on-time performance for December 3, which resulted in on-time performance of 90.7%.  

Recommendations

1. MTA and ASI should continue efforts to reduce and eliminate missed trips and to improve on-time performance.

Analysis of Trip Length

The assessment team reviewed trip length, or duration, by selecting a sample of long ADA Complementary Paratransit trips and comparing the travel time of these trips with comparable fixed route trips.

Policies and Procedures
ASI indicated that they endeavor to deliver passengers to their destination in a timely manner that does not exceed two times the amount of time a comparable trip would take via fixed route transit.  It has no specific travel time standard expressed as a percentage of trips delivered within a certain amount of time.  

The DOT ADA regulations at 49 CFR §37.131(f) require that ADA Complementary Paratransit service not be limited by substantial numbers of trips with excessive trip lengths.  It appears that the goal of ASI of limiting trip times to twice the fixed route travel time for a comparable trip could result in trips with excessive trip lengths.  Specifically, very long trips on fixed route service could take 90 minutes or longer.  Applying ASI’s goal for long trips to this example would result in an ADA trip of up to three hours.  Such a trip could be considered excessive.    

Review of Lengthy Trips

Table VIII.4 presents a summary of Access Paratransit trip times and distance for the period January 5 to 11, 2003, based on data provided by ASI.

Table VIII.4 – Access Paratransit Trip Length and Duration

	Distance
	Average Travel Time
	Trips
	% of Total Trips

	0-5 miles
	0:20
	 8,880
	27.6 %

	5.1-10 miles
	0:29
	10,125
	31.5 %

	10.1-15 miles
	0:37
	 5,636
	17.5 %

	15.1-19.9 miles
	0:45
	 3,091
	9.6 %

	20+ miles
	0:58
	 4,445
	13.8 %

	
	
	32,187
	       100%


ASI stated that the average speed of MTA buses in passenger service was 12.3 miles per hour, compared to 21.1 miles per hour for Access Paratransit vehicles.

In order to determine whether there are a significant number of significantly long trips, the assessment team selected a sample of long Access Paratransit trips.  These trips were then compared to fixed route trips with the same trip origin and destination made at the same time of day.

The assessment team selected a sample from the long trips identified in Table VIII.4.  Of the 32,187 trips, 3,572 (11%) exceeded 60 minutes and 822 (2.6%) exceeded 90 minutes.  A random sample of 83 trips was selected from the 3,572 trips that exceeded one hour.  Of the 83 selected trips, 69 were usable for comparison to fixed route service.  (Unusable trips either had incomplete address information or served areas that were not served by fixed route service.)  Fixed route travel times were estimated by using the MTA Trip Planner on the web.  The trip planner identified two alternate fixed routes and travel times for each trip origin and destination at the time of day the Access Paratransit trip was made.  The shorter travel fixed route travel time was selected for the analysis.  The travel time generated by the trip planner includes time spent transferring between vehicles.  Time was added to the in-vehicle time to account for the time that the customer would spend walking to the bus.  The results of the sample are presented in Table VIII.5.

Table VIII.5 – Sample of Long Access Paratransit Trips

	
	Trips
	% of Total Trips
	Sample Size as % of Trips Longer Than
	Percent of Sample Longer Than

	
	
	
	60 minutes
	90 minutes
	60 minutes
	90 minutes

	Total Trips
	32,187
	
	
	
	
	

	
	Trips longer than 60 mins
	3,572
	11.1%
	
	
	
	

	
	Trips longer than 90 mins
	822
	2.6%
	 
	
	
	

	Sample
	
	
	
	
	
	

	
	Trips longer than 60 mins
	69
	
	1.9%
	
	
	

	
	
	Trips longer than bus
	24
	3.9%
	0.7%
	
	34.8%
	

	
	
	Trips longer than bus 

+ 20 mins
	9
	1.4%
	0.3%
	
	13.0%
	

	
	
	Trips longer than ASI Standard
	5
	0.8%
	0.1%
	
	7.2%
	

	
	Trips longer than 90 mins
	32
	
	0.9%
	3.9%
	46.4%
	

	
	
	Trips longer than bus
	17
	2.7%
	0.5%
	2.1%
	24.6%
	53.1%

	
	
	Trips longer than bus 

+ 20 mins
	7
	1.1%
	0.2%
	0.9%
	10.1%
	21.9%

	
	
	Trips longer than ASI Standard
	4
	0.6%
	0.1%
	0.5%
	5.8%
	12.5%


Numbers in italics have been expanded from sampled trips to total trips to represent long trips as a percentage of total trips.

The assessment team sampled 69 trips or 1.9% of the trips that exceeded 60 minutes.  Because the sample was relatively small, the results are useful as an indicator of performance on long trips, but have limited statistical value.
22% of the sampled trips exceeding 90 minutes took more than 20 minutes longer than a comparable trip on fixed route service.  This represents an estimated 1.1 % of all Access Paratransit trips.  Of these trips, 12.5% of the sample exceeded ASI’s long trip standard of twice the fixed route travel time for a comparable trip.  This represents an estimated 0.6% of all trips.
Similarly, of all trips exceeding 60 minutes in duration, including the those trips exceeding 90 minutes, 13% of the sample or 1.4% of all trips were more than 20 minutes longer than the fixed route trip and 7.2% of sampled long trips, or 0.8% of all trips, exceeded ASI’s standard. 
Based upon this review, it appears that about 1% to 1.5% of Access Paratransit trips are significantly long (more than 20 minutes longer than comparable fixed route trips) and that ASI’s standard for long trips may understate the number of significantly long trips.  

Findings

1. Based on a sample of 69 trips of one hour or longer, approximately 13% of the sampled ADA Complementary Paratransit service trips had travel times that exceeded the estimated travel times of comparable fixed route trips by at least 20 minutes longer than the estimated time for a comparable trip on fixed route service.  These sampled trips represent an estimated 1.4% of all trips provided by Access Paratransit.  1.4% of trips for the sample week are 450 trips or an average of 64 trips per day.  

2. ASI’s standard of twice the travel time for long trips may understate the number of significantly long trips.

Recommendations
1. MTA and ASI should review long trips and revise schedules to avoid significantly long trips.  Particular attention should be paid to assignment of multiple passengers to long trips.

2. MTA and ASI should review and revise the standard for long trips to assure that significantly long trips are identified as exceeding the standard.  MTA and ASI should consider adopting a standard based on fixed route travel time for a comparable trip plus a fixed amount of time.

Resources

The assessment team reviewed the resources provided by MTA and ASI for ADA Complementary Paratransit services in order to identify possible links between service limits and the resources available.  The team reviewed MTA and ASI ADA Complementary Paratransit service budget, staffing and equipment levels, and interviewed MTA and ASI staff.

Policies and Procedures

Every five years ASI develops a Business Plan for Access Services.  The most recent plan (Attachment K) is dated March 21, 2000 and covers the period of 2000 through 2005.  Among other things, the Plan addresses statutory background, service evaluation, service demand, revenue and budget estimates, and performance audits.  The Plan includes annual projections of service demand, revenue, and budget for the five-year plan period for three different scenarios, including implementation of the plan.  Both the MTA and ASI Boards of Directors approved the, Fiscal Year 2000 Strategic and Short-Term Business Plan.  Projected growth in demand and budget for the strategic plan are presented in Table IX.1.

Table IX.1 – ASI Business Plan Projections

	Year
	2001
	2002
	2003
	2004
	2005

	Passenger Trips
	2,115,829
	2,263,937
	2,377,134
	2,448,448
	2,499,865

	% Change
	10%
	7%
	5%
	3%
	2.1%

	Budget
	53,325,856
	$56,642,300
	$59,007,485
	$60,576,314
	$61,938,382

	% Change
	4.8%
	6.2%
	4.2%
	2.7%
	2.2%


Budget

The assessment team reviewed available market and budget information for ADA Complementary Paratransit service for recent years.  The 1990 census population for the MTA service area was 8,450,001.  The 1990 population of the ASI service area was 9,800,000.  In 2003, ASI had 54,000 ADA Complementary Paratransit eligible riders.  A summary of the recent market and budget history of ASI ADA Complementary Paratransit services is presented in Table IX.2.

ASI staff develops annual budget projections within the guidelines of the Business Plan.  For FY2004, staff reviewed the history of monthly passenger trips for the completed portion of the current year.  Based upon the monthly history, staff made a straight-line projection of future monthly ridership, and then compared the projection against historic trends to assure reasonableness.  The projections are then adjusted by month to reflect historic seasonal variations in travel.  The projections do not explicitly consider trip denials or missed trips in the base used for ridership projections.  As discussed earlier in the report, there does not appear to be a large number of trip denials other than next day trip requests not accepted more than 24 hours in advance of the trip.  It is likely that most of these same trips would be scheduled later in the day and included in the trips that are served.  Missed trips were observed to be less than 1% and unlikely to significantly affect the passenger trip projections.

Table IX.2 – Budget Summary
	
	1997
	1998
	1999
	2000
	2001
	2002
	2003

	PASSENGER TRIPS
	
	
	
	
	
	

	
	Estimated
	
	
	
	
	1,897,873
	1,941,247
	2,450,177

	
	Actual Total
	878,414
	1,193,864
	1,582,229
	1,603,566
	1,697,454
	2,101,697
	

	
	Change
	
	36%
	33%
	1%
	6%
	24%
	

	BUDGET
	
	
	
	
	
	
	

	
	Operating ($)
	
	
	
	46,670,151
	50,896,307
	57,479,496
	60,900,068

	
	% Change
	
	
	
	
	9%
	13%
	6%

	
	Capital ($)
	
	
	
	4,196,500
	3,523,850
	6,308,325
	4,104,800

	Expenditures ($)
	
	
	
	
	47,646,045
	
	

	
	
	
	


Expenditures: operating expenditures, exclusive of depreciation

The table indicates a steady and substantial rate of growth in demand from 1997 to 2002, and a corresponding increase in budgets between 2000 and 2003.  Ridership increased by 24% from 2001 to 2002, compared to a budget increase of 13% for the same period.  However, when the 2002 budget is compared to 2001 expenditures, the increase is 21%.

ASI is funded from three sources: Federal Transit Administration (FTA) grant funds, State of California Proposition C funds, and operating revenues.  Approximately 75% of ASI funding is from FTA Section 5310 STP grant funds.  FTA also provides Section 5310 capital grant funds. Approximately 20% of ASI funding is from Proposition C and the remaining 5% is from fares and other operating revenues.  The Proposition C funds derive from a 2.5 sales tax and are distributed based upon population.

According to MTA and ASI managers, funding of Access Services has strong support from the public.

Overall Level of Service
As of January 2003, 54,000 people were registered as ADA Complementary Paratransit eligible riders.  Based on information provided by ASI, in FY 2002 ASI served 1,730,226 ADA Complementary Paratransit passenger trips and over 2.1 million total trips.

“Trips per capita” is an indicator of the extent to which the service penetrates the potential market.  For six large major urbanized areas, the trip per capita rate ranges from 0.18 to 0.48.  As shown in Table IX.2, ASI’s rate of 0.18 is the lowest of the market areas and may indicate a potential for substantial additional demand for service.

Table IX.2 – Comparison of Per Capita Eligible Riders and Trips for Selected Cities

	
	Los Angeles
	Chicago
	New York
	Miami
	Phila.
	Seattle

	Service Area Population
	9,800,000
	3,708,773
	7,322,000
	1,800,000
	3,728,909
	1,700,000

	ADA Eligible Riders
	54,000
	N/A
	71,000 
	16,000
	N/A
	26,498

	% Persons Registered
	0.55%
	N/A
	0.97%
	0.89%
	N/A
	1.56%

	ADA Trips Provided/Yr.
	1,730,226
	1,245,516
	1,607,233
	813,829
	830,479
	809,848

	Trips/Year/ Capita
	0.18
	0.34
	0.22
	0.45
	0.22
	0.48


Personnel & Equipment

The assessment team reviewed overall levels of equipment and personnel as summarized in Table IX.3.

Table IX.3 – Summary of Equipment & Personnel

	Service Provider
	Global Paratransit
	MV Transportation
	San Gabriel Transit
	United Paratransit

	Passenger Trips (12/3/02)
	1,489
	1,094
	1,835
	1,625

	Vehicles
	187
	126
	243
	306

	 
	Sedans
	
	
	121
	

	 
	Vans
	
	
	122
	

	Call-takers
	17
	24
	
	36

	Dispatchers
	9
	10
	12
	17

	Drivers
Total
	148
	191
	281
	189

	
	Active
	
	177
	
	

	 
	Sedan
	78
	
	142
	107

	 
	Van
	70
	
	139
	82


ASI owns the vehicle fleet and provides the vehicles to the service providers.  Service providers indicated that the over all quality of the passenger fleet was very good.  Several drivers for Global complained that the sliding doors on the new Chevrolet Ventura Vans go off track.  ASI’s responsiveness to equipment problems was demonstrated by modification of new passenger vans to address complaints that the steps were too steep for ambulatory passengers.  The problem was fixed by installing a side step. 

MV Transportation, a relatively new service provider, has limited flexible capacity.  Its contract began August 3, 2002.  MV subcontracts for taxi service, but all seven taxis were assigned regular work every day.  MV was in the process of negotiating with another company for the services of eight additional taxis.  MV indicated that its contract with ASI provides it with sufficient flexibility to expand service as needed, but cited the need for vehicles equipped with AVL and MDTs as a limit in adding flexible capacity.

Service providers indicated that recruiting and retaining personnel was not a problem.  Training of drivers also appears to be good.  Driver training consists of one week in class work, three days of on-the-road training with a teacher, and CPR training.  Areas of instruction include “Policies and Procedures,” “Service Boundaries and Maps,” “Sensitivity,” “Sexual Harassment,” “Accident Procedures,” “Vehicle Usage,” and “Mobility Devices.”  Follow-up training appears to consist of monthly staff meetings that are mandatory for all classes of drivers: van, sedan, and taxi contract drivers.  ASI performs periodic road access observations of drivers and will recommend drivers for refresher training if deficiencies are observed in the field.  Some drivers cited the need for additional training in use of the MDTs.
The assessment team reviewed the staffing of the call centers as summarized in Attachment L.  Staffing schedules by hour of day for Friday, January 24, 2003, were compared to initial hold times by hour of day averaged over the period June 1 through November 30, 2002.  Although the time periods for staffing and performance differ, the analysis provides an indication of when the time of day that call center staffing may be contributing to long hold times.  Based upon this review it appears that additional staffing of call centers may be needed to avoid long hold times.  The need for additional staffing may be mitigated by extending the reservation period to the full day before the travel day, rather than 24 hours before the trip.  This will enable customers to reserve more trips with one call.  Also, efforts to encourage customers to subscribe to Steady service could reduce Ready trips and associated call volume.

MV managers have had some problems with staffing of reservations resulting from changes in their contract scope.  The original contract proposal in July 2002 called for reservations hours of 6:00 AM to 10:00 PM.  When ASI issued a Notice To Proceed with the contract in August 2002, the reservations hours were increased to 24 hours a day, 7 days a week.  As a result, MV was faced with a need to increase staffing.

Findings

1. The budget process for ADA Complementary Paratransit service generally does not appear to restrict service levels.

2. The number of assigned call-takers appears to be insufficient to provide access to customers for reservations with minimal hold times.  The long hold times at certain periods of the day indicates the need to re-allocate call-takers to those peak periods.

3. Vehicle fleet, and router and dispatcher staffing appears to be adequate to serve the existing ridership.

4. Projections of demand for passenger trips do not consider the small, unserved demand reflected by the number of denials and missed trips.  The amount of such unserved demand appears to be so small as to not appear to substantially affect projections.  However, were the number of denials and missed trips to increase significantly, excluding them from consideration in projecting demand could understate projected passenger trips.

5. The relatively low volume of trips per population may indicate the potential for significant growth in demand for passenger trips.

6. According to a number of drivers, the sliding doors on the Chevrolet vans appear to malfunction.

Recommendations

1. In order to eliminate the potential for long hold times as a constraint on customers ability to use Access Paratransit services, MTA and ASI should continue to monitor call center staffing assignments and telephone hold times and call abandonment rates by time of day.  MTA and ASI should adjust staffing as needed to produce acceptable hold times.  Staffing adjustments be made regularly, such as on a monthly basis, to avoid protracted periods in which long hold times are encountered.

2. Future projections of demand for passenger trips should include denials and missed trips, as well as existing ridership, in the base line to assure that current expressed demand is included in the base line for future demand projections.  

3. MTA and ASI should continue to provide for substantial increase in ridership in its budgets.

4. MTA and ASI should assess and repair malfunctioning of the sliding doors on the Chevrolet vans.
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Schedule

	Time
	Activity
	Who
	Where

	Monday, January 27, 2003

	9:00 AM
	· Opening Conference
	All
	LACMTA

	10:00 AM
	· Review policies & procedures with LACMTA Managers 

· Review Budget Process
	All

All
	LACMTA

	11:00 AM
	· Tour ASI Offices
	All
	ASI

	1:00 PM
	· Review policies, procedures & budget process with ASI managers

· Review Service parameters

· Review Eligibility Process
	Kidston

Regan

Chia, Barber
	ASI



	3:00 PM
	· Review Complaints

· Review Performance Monitoring Procedures
	Regan

Kidston
	ASI

	Tuesday, January 28, 2003

	  7:00 AM
	· Observe Dispatch

· Interview Drivers

· Observe Dispatch

· Interview Drivers
	Kidston

Regan

Chia

Barber
	United Paratransit

Global P.

	9:00 AM
	· Observe Reservations 

· Observe Reservations
	Kidston, Regan

Chia, Barber
	United P.

Global P.

	11:00 AM
	· Review procedures & resources with manager

· Review procedures & resources with manager
	Kidston

Chia
	United P.

Global P.

	1:00 PM
	· Review Telephone System

· Interview Scheduler/Review Scheduling

· Review Telephone System

· Interview Scheduler/Review Scheduling
	Regan

Kidston

Chia

Barber
	United Paratransit

Global P.

	  2:30 PM
	· Observe Dispatch

· Observe Reservations

· Observe Dispatch

· Observe Reservations
	Kidston

Regan

Chia

Barber
	United Paratransit

Global P.


	Wednesday, January 29, 2003

	  7:00 AM
	· Observe Dispatch

· Interview Drivers

· Observe Dispatch

· Interview Drivers
	Kidston

Regan

Chia

Barber
	MV Valley

San Gabriel

	9:00 AM
	· Observe Reservations

· Observe Reservations

· Observe Reservations

· Observe Reservations
	Kidston, Regan

Chia, Barber


	MV Valley

San Gabriel

	11:00 AM
	· Review procedures & resources with manager 

· Review procedures & resources with manager
	Kidston

Chia

 
	MV Valley

San Gabriel

	1:00 PM
	· Review Telephone System

· Interview Scheduler/Review Scheduling

· Review Telephone System

· Interview Scheduler/Review Scheduling
	Regan

Kidston

Barber

Chia
	MV Valley

San Gabriel

	  2:30 PM
	· Observe Dispatch

· Observe Reservations

· Observe Dispatch

· Observe Reservations
	Kidston

Regan

Chia

Barber
	MV Valley

San Gabriel

	Thursday, January 30, 2003

	  9:00 AM
	· Assess On time Performance

· Assess Trip Duration

· Assess Eligibility Information
	Kidston

Barber

Chia/ Barber
	 ASI

	1:00 PM
	· Assess Reservations

· Assess Scheduling

· Assess Resources

· Assess Telephone Access
	Barber

Chia

Kidston

Barber
	ASI 

	  3:00 PM
	· Assess Service Parameters

· Assess Operations
	Barber

Kidston
	ASI

	Friday, January 31, 2003

	9:00 AM
	· Prepare Materials for Exit Conference
	All
	ASI

	2:00 PM
	· Exit Conference
	All
	LACMTA


Attachment E

Eligibility Brochure Maximizing Your Mobility
Attachment F

Access Services

FY 2003/2004 Paratransit Plan 

Attachment G

Disposition of Complaints in 2002

	Summary of Customer Complaint Disposition - 2002

	
	
	
	
	
	
	Activity Type
	
	
	
	
	

	Month
	Complaint Resolved on Initial Return Call
	Contact Attempted Twice: Postcard Sent
	Rider Called in Response to Postcard
	Referred to Operations Monitoring Center
	Referred to Road Operations Coordinator
	Referred to Operations Analyst
	Referred to Trip Sheet Reviewers
	Referred to Eligibility Staff
	Investigation Handled by Complaint Resolution Staff
	Referred to Risk Management
	Sample of Complaints Contacted about Trips Late by up to 30 Minutes 
	Totals

	January
	142
	117
	2
	235
	65
	6
	6
	2
	296
	12
	6
	889

	February
	130
	142
	3
	316
	112
	1
	2
	1
	205
	10
	33
	955

	March
	183
	236
	25
	212
	94
	12
	12
	1
	205
	12
	10
	1002

	April
	135
	203
	4
	201
	87
	5
	13
	3
	193
	11
	31
	886

	May
	152
	244
	15
	147
	92
	5
	13
	3
	222
	6
	33
	932

	June
	165
	247
	9
	160
	88
	19
	22
	3
	274
	9
	16
	1012

	July
	201
	252
	6
	109
	69
	12
	9
	2
	281
	15
	24
	980

	August
	187
	277
	6
	210
	62
	11
	10
	3
	546
	21
	48
	1381

	September
	189
	264
	5
	205
	117
	23
	19
	1
	429
	16
	28
	1296

	October
	114
	285
	1
	201
	102
	17
	6
	3
	282
	23
	29
	1164

	November
	146
	272
	3
	172
	54
	12
	10
	0
	399
	36
	30
	1134

	December
	59
	207
	1
	148
	46
	4
	2
	2
	169
	12
	43
	693

	   Totals
	1803
	2746
	80
	2316
	988
	127
	124
	24
	3501
	183
	331
	12324


Attachment H

Transit Evaluation Forms

Attachment I

Application Appeals Process

Attachment J
On Time Performance, July to December 2002

	Date
	Trip #
	Schedule
	Dispatch
	Arrival
	Meter On
	Dispatch Performance
	On Time Performance
	Notes

	MV Dispatch
	
	
	
	
	
	
	

	1/28/2003
	923181
	13:45
	13:31
	13:42
	
	-0:14
	-0:03
	No show

	1/28/2003
	924651
	13:45
	13:27
	13:41
	13:41
	-0:18
	-0:04
	21 mile trip

	1/28/2003
	924596
	13:45
	13:39
	13:45
	13:47
	-0:06
	0:00
	

	1/28/2003
	924711
	13:05
	12:38
	12:53
	13:17
	-0:27
	-0:12
	

	1/28/2003
	922839
	14:00
	13:41
	14:15
	14:21
	-0:19
	0:15
	

	1/28/2003
	922832
	14:00
	13:41
	13:56
	14:08
	-0:19
	-0:04
	

	1/28/2003
	924314
	14:15
	14:09
	14:28
	14:33
	-0:06
	0:13
	

	1/28/2003
	924314
	14:15
	14:09
	14:28
	14:33
	-0:06
	0:13
	

	1/29/2003
	191962
	7:00
	6:40
	7:37
	7:40
	-0:20
	0:37
	

	1/29/2003
	191813
	7:00
	6:31
	7:33
	7:35
	-0:29
	0:33
	

	1/29/2003
	191541
	7:50
	7:44
	7:54
	8:00
	-0:06
	0:04
	

	1/29/2003
	191926
	7:15
	6:55
	8:02
	8:04
	-0:20
	0:47
	

	1/29/2003
	193149
	7:30
	7:16
	7:37
	8:00
	-0:14
	0:07
	customer late coming out

	1/29/2003
	191817
	7:00
	6:34
	7:47
	7:57
	-0:26
	0:47
	

	1/29/2003
	191545
	8:00
	7:40
	8:20
	8:23
	-0:20
	0:20
	

	1/29/2003
	191531
	7:45
	6:39
	7:49
	8:02
	-1:06
	0:04
	

	1/29/2003
	193149
	7:30
	7:16
	7:37
	8:00
	-0:14
	0:07
	

	1/29/2003
	191538
	7:45
	6:44
	7:43
	
	-1:01
	-0:02
	No show

	1/29/2003
	193138
	11:46
	11:29
	11:48
	
	-0:17
	0:02
	No show- cancelled by rider

	1/29/2003
	193394
	11:25
	11:25
	11:07
	11:37
	0:00
	-0:18
	No show

	1/29/2003
	192238
	12:00
	11:41
	12:09
	12:09
	-0:19
	0:09
	

	1/29/2003
	191622
	11:30
	11:48
	12:27
	12:28
	0:18
	0:57
	dispatched after schedule

	1/29/2003
	193561
	12:04
	12:07
	
	
	0:03
	 
	no other information

	1/29/2003
	193451
	12:20
	12:16
	12:29
	12:33
	-0:04
	0:09
	

	1/29/2003
	192280
	12:30
	12:16
	13:32
	
	-0:14
	1:02
	no other information

	1/29/2003
	192786
	11:30
	11:59
	12:23
	12:23
	0:29
	0:53
	

	1/29/2003
	192257
	12:15
	12:01
	12:17
	12:22
	-0:14
	0:02
	

	1/29/2003
	192420
	12:00
	11:45
	12:47
	12:48
	-0:15
	0:47
	

	1/29/2003
	192750
	12:15
	11:55
	12:45
	12:48
	-0:20
	0:30
	

	1/29/2003
	192410
	12:20
	12:10
	12:31
	12:38
	-0:10
	0:11
	

	1/29/2003
	192280
	12:30
	12:16
	13:32
	
	-0:14
	1:02
	no information

	1/29/2003
	193268
	12:15
	11:55
	12:51
	12:51
	-0:20
	0:36
	

	1/29/2003
	192261
	13:00
	12:53
	13:25
	13:26
	-0:07
	0:25
	

	1/29/2003
	192800
	12:45
	12:24
	12:48
	13:00
	-0:21
	0:03
	

	1/29/2003
	192219
	12:45
	12:25
	12:50
	13:23
	-0:20
	0:05
	no information- strange

	1/29/2003
	192278
	13:00
	13:00
	13:08
	13:08
	0:00
	0:08
	

	1/29/2003
	193316
	12:45
	12:26
	13:02
	13:02
	-0:19
	0:17
	no driver contact- reassigned 

	1/29/2003
	193353
	12:45
	12:27
	
	
	-0:18
	 
	no information

	1/29/2003
	192261
	13:00
	12:53
	13:25
	13:26
	-0:07
	0:25
	

	United trips from reservations
	
	
	
	 
	 
	

	1/28/2003
	925064
	11:15
	10:55
	11:03
	11:03
	-0:20
	-0:12
	

	1/28/2003
	923024
	15:30
	15:13
	15:21
	15:31
	-0:17
	-0:09
	

	1/28/2003
	925084
	8:00
	7:52
	8:14
	8:17
	-0:08
	0:14
	

	1/28/2003
	925123
	9:45
	9:36
	9:55
	9:55
	-0:09
	0:10
	

	1/28/2003
	925128
	15:15
	14:59
	15:11
	15:11
	-0:16
	-0:04
	

	1/28/2003
	922604
	8:00
	7:33
	8:03
	8:03
	-0:27
	0:03
	

	
	
	
	
	
	
	
	 
	

	MV Paratransit
	
	
	
	
	 
	 
	

	1/29/2003
	193410
	12:30
	12:22
	12:34
	12:35
	-0:08
	0:04
	

	
	193415
	11:30
	11:17
	11:22
	11:27
	-0:13
	-0:08
	

	
	193428
	12:45
	
	
	
	-12:45
	-12:45
	cancelled by rider

	
	
	
	
	
	
	 
	 
	

	Global
	
	
	
	
	
	 
	 
	

	1/28/2003
	532728
	14:40
	14:20
	14:45
	15:06
	-0:20
	0:05
	

	
	530915
	13:30
	7:23
	13:20
	
	-6:07
	-0:10
	

	
	531529
	9:10
	8:49
	9:10
	9:12
	-0:21
	0:00
	

	
	531817
	10:00
	9:28
	9:54
	10:02
	-0:32
	-0:06
	

	
	
	
	
	
	
	 
	 
	

	United from dispatch
	
	
	
	
	 
	 
	

	1/28/2003
	923232
	14:15
	14:00
	14:31
	14:47
	-0:15
	0:16
	

	
	923079
	14:30
	13:59
	14:40
	14:49
	-0:31
	0:10
	

	
	922906
	14:30
	14:21
	14:44
	14:44
	-0:09
	0:14
	

	
	924789
	14:30
	14:10
	14:53
	15:01
	-0:20
	0:23
	

	
	924235
	14:30
	14:09
	14:43
	14:48
	-0:21
	0:13
	

	
	924928
	14:28
	14:31
	14:49
	14:52
	0:03
	0:21
	

	
	924744
	14:45
	14:30
	14:50
	14:56
	-0:15
	0:05
	

	
	924776
	14:45
	14:32
	14:53
	14:54
	-0:13
	0:08
	

	
	924701
	14:45
	14:20
	14:37
	14:58
	-0:25
	-0:08
	

	
	923557
	14:45
	14:39
	15:06
	15:10
	-0:06
	0:21
	

	
	923347
	7:15
	6:54
	7:38
	7:45
	-0:21
	0:23
	

	
	923283
	7:45
	7:23
	7:49
	7:53
	-0:22
	0:04
	

	
	922174
	8:00
	7:37
	7:58
	8:10
	-0:23
	-0:02
	

	
	922926
	8:15
	8:02
	8:18
	8:42
	-0:13
	0:03
	

	
	923019
	8:15
	8:01
	8:26
	8:35
	-0:14
	0:11
	

	
	922157
	8:30
	8:14
	8:37
	8:43
	-0:16
	0:07
	

	
	922177
	8:30
	8:07
	8:29
	8:41
	-0:23
	-0:01
	

	
	
	
	
	
	
	
	
	

	Dispatch Performance is the dispatch time minus the schedule time 
	
	

	Schedule performance is the arrival time minus the schedule time  
	
	


Attachment K

Access Services Year 2000 Business Plan 

Attachment L

Call-taker Schedules

	MV Transp.
	4am
	 
	5
	 
	6
	 
	7
	 
	8
	 
	9
	 
	10
	 
	11
	 
	12
	 
	1pm
	 
	2
	 
	3
	 
	4
	 
	5
	 
	6
	 
	7
	 
	8
	 
	9
	 
	10
	 
	11
	 
	12
	 
	1am
	 
	2
	 
	3
	 
	4
	 
	5
	 
	6
	 

	Staff Assigned
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	Friday (1/24/03)
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	
	ID #
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	
	1
	OFF
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	
	2
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	
	3
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	
	4
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	
	5
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	
	6
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	
	7
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	
	8
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	
	9
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	
	10
	OFF
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	
	11
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	
	12
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	
	13
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	
	14
	OFF
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	
	Total
	 
	 
	1
	1
	4
	4
	4
	4
	5
	5
	6
	6
	6
	6
	7
	7
	7
	7
	7
	7
	7
	6
	6
	6
	6
	5
	5
	4
	4
	4
	4
	4
	4
	4
	4
	4
	3
	3
	1
	1
	1
	1
	1
	1
	1
	1
	1
	1
	1
	1
	1
	1
	0
	0

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Initial Hold Times
	0.15
	0.00
	0.21
	1.79
	2.10
	2.91
	3.76
	3.95
	3.31
	2.77
	2.85
	3.20
	4.09
	2.95
	2.67
	2.24
	1.89
	1.52
	1.84
	1.95
	0.00
	0.88
	0.51
	0.19
	0.15
	0.34
	0.00

	Jun - Nov 2002
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	


	United
	4am
	 
	5
	 
	6
	 
	7
	 
	8
	 
	9
	 
	10
	 
	11
	 
	12
	 
	1pm
	 
	2
	 
	3
	 
	4
	 
	5
	 
	6
	 
	7
	 
	8
	 
	9
	 
	10
	 
	11
	 
	12
	 
	1am
	 
	2
	 
	3
	 
	4
	 
	5
	 
	6
	 

	Staff Assigned
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	Friday (1/24/03)
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	
	ID #       1
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	
	2
	OFF
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	
	3
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	Total
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	0

	Initial Hold Times
	2.18
	1.78
	1.50
	1.95
	2.18
	2.83
	3.83
	3.72
	3.52
	3.60
	3.13
	2.60
	3.32
	3.73
	3.22
	3.28
	3.52
	3.23
	4.23
	4.22
	3.02
	2.27
	2.15
	2.15
	2.18
	1.78
	1.50
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