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I. Introduction

A. Overview of the Assessment 

The Federal Transit Administration (FTA) is responsible for ensuring compliance with the Americans with Disabilities Act of 1990 (ADA) and the U.S. Department of Transportation (USDOT) regulations (49 CFR Parts 27, 37, and 38) that implement this civil rights law.  As part of its compliance efforts, FTA, through its Office of Civil Rights, conducts periodic assessments of fixed route transit services operated by grantees.  In a letter dated July 24, 2001, FTA notified the Southeastern Pennsylvania Transportation Authority (SEPTA) that a fixed route assessment had been scheduled for August 20-24, 2001 including:

1. An assessment of stop announcement and route identification efforts, and 

2. An assessment of fixed route lift reliability and maintenance.  

Planners Collaborative, Inc. of Boston, Massachusetts, and Multisystems, Inc. of Cambridge, Massachusetts, conducted the assessments.  Rosemary Mathias of Multisystems served as the assessment team leader.  Russell Thatcher of Multisystems, and Brian Barber and Terry Regan of Planners Collaborative assisted with the review.  An assessment schedule is found at

Attachment B.  

The opening conference was held on Monday, August 20.  In addition to Ms. Mathias and 

Mr. Thatcher, the following SEPTA representatives attended the opening meeting. 

· Cheryl Spicer, Assistant General Manager 

· Joseph Brennan, Director, Callowhill Maintenance

· Dwight Ferrell, Chief Bus Operations Officer

· Cynthia Lister, ADA Coordinator

· Patricia Morris, Administration

Cheryl Hershey, ADA Group Leader for the FTA Office of Civil Rights also participated in the opening conference via telephone conference call.  Mr. Barber and Mr. Regan were conducting part of the stop announcement field assessment at the time of the opening conference.

The exit conference was held on Friday, August 24.  In addition to Ms. Mathias, Mr. Thatcher, Mr. Barber, and Mr. Regan, the following SEPTA representatives attended the exit conference.

· Cheryl Spicer, Assistant General Manager 

· Lou Curley, Assistant Chief Maintenance Officer/Bus Operations

· Joseph Brennan, Director, Callowhill Maintenance

· Dwight Ferrell, Chief Bus Operations Officer (via conference call) 

· Patricia Morris, Administration (via conference call)

Deborah Haines, FTA Region III Civil Rights Officer, also participated in the exit conference.  Ms. Hershey and Arthur Andrew Lopez, the former Director of the FTA Office of Civil Rights, participated by telephone conference call.

The review team assessed all modes of fixed route bus and rail service for this report.
  Part I of this report describes the results of the Assessment of Stop Announcement and Route Identification Efforts for fixed route bus and trackless trolleys, commuter rail service, subway, subway-surface, and subway-elevated lines.  Part II describes the results of the Assessment of Lift Reliability and Maintenance for fixed route city and suburban bus services.  

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

The remainder of this section provides an overview of the transportation services provided by SEPTA. 

Overview of the SEPTA Transit System 

SEPTA, based in Philadelphia, is the fifth largest public transit operation in the country, providing transportation in a five-county region including Philadelphia, Bucks, Chester, Delaware, and Montgomery counties
.  SEPTA operates all fixed route services except for a few bus routes that are operated by private contractors.  SEPTA operates bus and trackless trolley, commuter rail, rapid rail and light rail service throughout its nearly 2,200-square-mile service area (see Table I-1 and Figure I-1).  More than one million unlinked passenger trips are provided each weekday.  Additionally, SEPTA administers the provision of door-to-door ADA Complementary Paratransit service through Customized Community Transportation 

(CCT Connect), formerly SEPTA ParaTransit, which serves more than 6,000 passenger trips each weekday for people who have disabilities or are seniors.

Table I-1:  Summary of Routes and Station Stops by Mode - August 2001

	Mode
	# Routes
	# Station Stops

	Bus & Trackless Trolley
	116
	>15,000 stops

68% of fleet is accessible

	Commuter Rail
	13
	151 stops

(43 accessible stops)

	Broad Street Subway & Broad-Ridge Spur (Orange Line)
	2
	24 stops

(3 accessible stops)

	Market-Frankford Subway-Elevated (Blue Line)
	1
	28 stops

(6 accessible stops)

	Subway Surface Lines (Green Line)
	5
	8 subway + surface stops 

(Not accessible)

	Suburban Light Rail Line
	1
	22 stops

(Not accessible) 

	Suburban Trolleys
	2
	51 stops

(Not accessible)

	Source:  Schedules and SEPTA Route Map


As shown in Table I-1, overall, much of SEPTA’s fixed route services is not readily accessible for people who require a lift or ramp to board a vehicle.  The Subway-Surface Lines, Suburban Light Rail Lines, or Suburban Trolleys are not accessible; about 28% of the commuter rail stops are accessible; 13% of the Broad Street Subway stops are accessible; and 21% of the Market-Frankford El stops are accessible.  Sixty-eight percent of the fixed route buses are accessible (the trackless trolleys are not accessible).  A detailed discussion of fixed route bus service is included in Part II of this assessment.  

Figure I-1 SEPTA System Route Map
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Bus and Trackless Trolley Service

The fixed route bus/trackless trolley service is divided into six city bus districts and two suburban districts.  Of the 1,305 buses in the total fleet, 1,069 or 82% are assigned to the city districts (see Table II-2).  Overall, 68% of the buses are accessible, with 69% of buses assigned to city districts accessible and 61% of buses assigned to suburban districts accessible.  An upcoming order of 200 low floor buses will increase the overall percentage of accessible buses to about 83%.

Table I-2: Bus/Trackless Trolley Fleet Assignments – July 27, 2001

	
	Total
	Accessible
	

Non-accessible

	Division
	# Buses
	# Buses
	% Buses
	# Buses
	% Buses

	City Districts
	1,069
	742
	69%
	327
	31%

	Suburban Districts 
	236
	145
	61%
	101
	39%

	      TOTAL
	1,305
	887
	68%
	428
	33%


Training

All training functions are centralized at SEPTA.  There are 92 trainers for the entire agency, including 22 for city bus and 11 for suburban bus.  All operators receive ADA training as new hires.  New bus operators receive 30 days of training: 6 days are spent preparing them for the Commercial Driver’s License (CDL) test and 24 are spent learning the rest of the job requirements, including ADA training in stop announcements and vehicle identification, wheelchair lift and securement use, and sensitivity.  Copies of the training bulletins specific to the ADA requirements for lift use and securement are included as Attachment C.  Most of the training bulletins provided by SEPTA pertain to lift use and wheelchair securement.  The bulletins include detailed information about how to operate each type of wheelchair lift.  During the site visit, the assessment team was able to observe part of the one-on-one wheelchair boarding and securement portion of the course being taught at Callowhill District.  

According to the Operations Training Department, during the past few years training has been focused on new hires because there was a great deal of driver turnover following an early retirement option.  The Director of Operations Training indicated that she hopes to spend more effort on retraining once the need to train new hires has diminished.  

The new-hire training program includes three videos:  

· “Serving Passengers with Disabilities,” produced by Easter Seals Project ACTION

· Covers safety issues, stop announcements, and various aspects of the ADA.

· “You Can Open the Door,” produced by SEPTA Operations Safety & Training Department.

· A 1994 video describing various disabilities; information about stop announcements, route identification, route ID kits, stop request cards, and a good description of why all passengers with disabilities do not use ADA Complementary Paratransit.

· “The Americans with Disabilities Act,” produced by SEPTA Operations Safety & Training Department.

· A video about the ADA requirements and SEPTA - Includes somewhat dated material about “SEPTA ParaTransit” and some incorrect practices relating to wheelchair securement in a rear-facing position.  

These videos are used to help educate drivers on the needs of passengers with disabilities.  At the end of the training program, drivers get a four-hour “Riders with Disabilities” module, designed to leave a lasting impression of the importance of properly assisting passengers with disabilities.  

When a new vehicle is added to the fleet, training is provided to all personnel assigned to the districts that will be using the new equipment to ensure that everyone will know how to properly operate the vehicle, including how to operate lifts and securement systems.  Similarly, if a driver is transferred to another facility with different equipment, the employee is retrained to the specifics of that equipment.  Additionally, twice a year trainers spend a week at each bus garage to answer questions and provide one-on-one retraining in areas such as wheelchair securement.  This training is optional. 

The Operations Training Department has a “monthly emphasis program.”  Each month, the department issues notices and other reminders about a particular area of concern that may have surfaced recently, such as stop announcements and other topics.

Complaints

Prior to the on-site visit, the assessment team reviewed complaints received by the Federal Transit Administration as well as complaints recorded by SEPTA’s Customer Services Section.  In addition, telephone interviews were conducted with local human service agency representatives and persons with disabilities who regularly use the fixed route service.

Federal Transit Administration 

At the time of the assessment, the Federal Transit Administration had no active complaints related to stop announcements or fixed route wheelchair lift maintenance and reliability.

SEPTA

Between July 1, 2000, and July 31, 2001, SEPTA recorded 23 complaints related to operators not making stop announcements, 6 complaints related to operators not identifying routes, and 37 complaints related to wheelchair lift use and/or securement issues.  These complaints will be discussed in Part I and Part II of this document.

Summary of Findings

The following summarizes the findings made as a result of the assessment.  The bases for these findings are addressed in other sections of this report.  The findings should be used as the basis for any corrective actins proposed by SEPTA.  Recommendations are also included in the report for SEPTA’s consideration in developing corrective actions.

Findings Regarding Stop Announcements

1. Overall, the assessment team found that 74% of the operators observed made at least some stop announcements: 55% of the vehicle operators made “all” stop announcements, 9% made “most” stop announcements, 10% made “some” stop announcements, and 26% made “none.”  

· For bus and trackless trolley service, 64% of drivers made at least “some” stop announcements; 42% made “all,” 11% made “most”; and 11% made “some” announcements.  About 56% of the announcements were made with the automated system.  The remaining announcements were made with unassisted voice (no PA announcements were observed).  Eighty-seven percent were audible.

· For commuter rail, 82% of the conductors made all stop announcements, and 18% made some stop announcements.  Eighty-two percent of the announcements were made by unassisted voice and 12% by PA.  Ninety percent were audible.

· On the Market-Frankford El, 100% of the stop announcements were made using an automated system.  Of those, 93% were audible; only 1 was “somewhat” audible.  

· On the Broad Street Subway, 56% of the operators made all stop announcements; 11% made “most”; 11% made “some”; and 22% of those observed made “none.”  Stop announcements on the Broad Street line are made via PA system; there is no automated stop announcement system.  Forty-three percent of the announcements were audible; 43% were somewhat audible; and 14% were not audible or clear enough to be understood.

· On the Subway-Surface line, 75% of the operators made all stop announcements, and  25% made no stop announcements.  All stop announcements were made using the PA system.  Sixty-seven percent of them were audible, and 33% were somewhat audible. 

· For Light Rail, two out of three operators made all stop announcements using the PA system, while one operator made no announcements.  For Suburban Trolley, one operator made all stop announcements using the PA system, and the other made no stop announcements.  For both modes, all announcements were audible.  

2. SEPTA’s Quality Control (QC) Section has developed a bus-monitoring program that, among other things, evaluates whether stop announcements are being made.  From      July 2000 through June 2001, the QC agents observed 92% compliance with the stop announcement requirement.  During June 2001, this compliance rate ranged from 86% at Southern District to 100% at Allegheny District.

3. Rail operators are required to announce all stops.  However, customer and assessment team observations indicate that this does not routinely happen, except on the Market-Frankford El, which is automated.

4. Bus drivers do not have a list of stops that are to be announced.  Instead, SEPTA’s procedure is to call out all stops within Center City and at major intersections, activity centers, and transfer points.  The absence of stop lists can result in inconsistency in announcing stops and confusion to customers who are visually impaired.  Stop lists are being prepared for each route for the automated stop announcement system.  Consumers were involved in the development of the automated system to determine appropriate audio levels for on-board announcements.  

5. Megaphone symbols are affixed to stop signs in outlying areas and are meant to remind drivers to make stop announcements at those locations.  This system appears to be confusing and has led to inconsistencies in stop announcement practices.  

6. The procedure for using stop request cards appears to be cumbersome, little used, and ineffective in encouraging operators to make stop announcements outside the Center City.

7. Customers felt that overall, drivers were doing a good job announcing stops as required or requested, noting that the stop announcements are more reliable when made using the automated system.  SEPTA is in the process of installing automated stop announcement systems on its buses.  At the time of the assessment, 49% of the fleet was equipped with the automated system.  

Findings Regarding Route Identification 

1. The assessment team found that 23% of the 179 drivers observed at 12 different times made route/vehicle identification announcements.  Of those, 57% were automated bus announcements.

2. Broad Street Subway operators did not differentiate between southbound trains headed toward Pattison versus the Broad Street Spur.

3. Passengers indicated that they do not use SEPTA Route Identification Cards, but rely on drivers to announce bus routes at stops that serve multiple routes.

4. The Quality Control Section of SEPTA does not currently monitor compliance with the ADA route identification requirement.  

5. ADA route identification appears to be given minor mention in policy notices and training materials.

Findings Regarding Lift Maintenance

1. The assessment team rode with customers and found that 93% of the attempted boardings were successful.  A study conducted by the Liberty Resources Center for Independent Living (CIL) found that 88% of their attempted lift boardings were successful during   July 2001.

2. The assessment team observed that bus operators often used kneelers without having to be asked by customers.

3. SEPTA’s bus/trackless trolley fleet was 68% accessible at the time of the assessment.  With a delivery of 200 new low floor buses, that percentage will climb to 83%.

4. During the field visits to each garage, the assessment team observed the following:

· 84% of the lifts were working properly.  All of the lifts worked at Callowhill, but only 70% of the lifts at Frontier functioned properly.  Some of the lifts were very dirty, suggesting that they had not been cycled/used recently.

· 95% of the kneelers observed were working properly.  Kneelers were not assessed at Callowhill.

· 56% of the public address systems worked properly.  Most of those that did not work were missing the lapel microphone that drivers are supposed to carry with them.  PA systems were not assessed at Callowhill.

· 79% of the automated stop announcement systems observed were functioning.  Stop announcement systems were not observed at Callowhill.

· 90% of the securements observed were in place and functioning; however, cleanliness appeared to be a problem in some cases.

· 78% of the destination signs observed were working.

· 92% of the buses observed had properly affixed International Symbols of Accessibility (ISAs).

5. Four buses inspected to assess their compliance with the ADA were found to have deficiencies including missing signs, aisle-facing priority seating, inadequate space in the securement area, and low headroom at an accessible entrance door.  

6. Based on customer complaints and assessment team observations, drivers assigned to suburban districts do not appear to be as proficient in lift operation as their counterparts in the City.  This discrepancy may be a result of not using the lifts as frequently given the low customer use of the On-call bus program.  

7. Customers noted that some drivers do not call in lift failures, nor do they attempt to use the lift in the presence of the passenger. 

8. It appears that some drivers are under the impression that they do not have to use the lift on a route that is not designated as being accessible. 

9. Pre-trip inspections do not include lift cycling.  Drivers are expected to cycle the lift while in-service.  Some drivers cycle lifts at the end of their morning peak service trips.  There is no supervisory control of lift cycling.  As a result, buses may be placed in service with minor, easily correctable problems with lifts.

10. Preventive maintenance for lifts appears to occur at a low frequency.  At some garages, no preventative maintenance of lifts was recorded in the Vehicle Management Information System (VMIS) program between January and July 2001.  At other garages, the frequency of lift preventative maintenance per vehicle was reported at 7.1.

11. Failed lifts appear to be repaired in a timely way (typically within a day or two of the reported failure at the city districts) once the failure has been identified.  

12. SEPTA does not appear to maintain consistent, reliable records of lift failures.  It is unclear whether drivers comply with requirements for daily lift cycling and the use of VCRs.  The VCRs and Control Center reports appear to be inconsistent.  This inconsistency makes it unclear whether the Wheelchair Lift Compliance Sampling Report includes all reported lift failures or just those that have been entered into the computer system (not including most faxes).  Additionally, mechanics do not appear to be consistently recording preventative maintenance of lifts in the VMIS.

13. Deficiencies of the DOT ADA regulations were noted during inspections of four buses.  Deficiencies included limited clearances, and non-compliant signs, seat locations and stop request controls. 

14. Planned service changes in the fall of 2001 will add three accessible routes to the city complement.  In October 2001, the Frontier Division will begin operating nine accessible routes.  In February 2002, another 11 routes will be designated as accessible.  Of those, three will be city routes and eight will be suburban routes, operated out of Victory District. 

II. Assessment of Stop Announcement and Route Identification Efforts

A. Purpose of the Stop Announcement Assessment

The U. S. Department of Transportation regulations implementing the Americans with Disabilities Act of 1990 (ADA) contain two requirements that are meant to assist persons with vision impairments and other disabilities to use fixed route transportation services.  

Section 37.167, subsections (a) and (b), which apply to public and private entities that operate fixed route systems, require that:

…the entity shall announce stops as follows:

(1) …at least at transfer points with other fixed routes, other major intersections and destination points, and intervals along the route sufficient to permit individuals with visual impairments or other disabilities to be oriented to their location.

(2) …any stops on request of an individual with a disability.

Section 37.167(c) requires that:

Where vehicles or other conveyances for more than one route serve the same stop, the entity shall provide a means by which an individual with a visual impairment or other disability can identify the proper vehicle to enter or be identified to the vehicle operator as a person seeking a ride on a particular route.

This part of the compliance assessment focused on SEPTA’s efforts and successes in implementing the stop announcement and route identification requirements described above.  Included in this section are:

· A description of the approach and methodology used to conduct the assessment;

· Observations and findings related to each of the two requirements; and

· Recommendations of the review team for addressing issues identified.

B. Overview of the Stop Announcement Assessment

As noted above, this part of the compliance assessment focused on compliance with the fixed route stop announcement and external vehicle/route identification requirements of the DOT ADA regulations.  The assessment first involved the collection and review of key service information prior to the on-site visit.  This information included:

· Recent service complaints regarding stop announcements or vehicle/route identification; 

· The current system map;

· A complete set of schedules for each fixed route including bus and rail;

· Training materials and videos;

· Notices, bulletins, and memoranda detailing stop announcement and vehicle/route identification policies; and

· Service monitoring information related to stop announcements and vehicle/route identification.

The on-site assessment of stop announcements and vehicle/route identification was conducted from August 20-24, 2001.  During the on-site assessment, the team rode the fixed route system and made observations of stop announcements and vehicle/route identification practices.  

In-person and telephone interviews were conducted with numerous SEPTA departments including: bus operations, training, service quality, bus signage, route planning, maintenance, customer service, and others.

As part of the assessment, telephone interviews also were conducted with local human service agency representatives and persons with disabilities who regularly use the fixed route service.

C. Observations of On-Board Stop Announcements

To determine SEPTA’s current performance in providing on-board stop announcements, the assessment team collected and reviewed the following information.

· Interviews with individuals who are regular riders or who have clients who are regular riders of the fixed route system; 

· Information about policies and procedures for announcing stops;

· Operator training materials;

· Interviews with bus drivers to ascertain their understanding of stop announcement policies; and

· First hand observations by the review team who rode on 126 fixed route bus and rail segments to record on-board stop announcements.

Rider Experiences and Observations

Customer/Agency Contacts

Prior to the on-site observations, the assessment team interviewed eight individuals and agency representatives to gather input on their experiences with stop announcements.  Their comments are summarized below. 

Most noted that bus drivers do not use the public address system, but rely on unassisted voice announcements.  Sometimes those announcements could be heard only about two rows from the driver.  

When drivers use the automated system, customers indicated that it works well, but several noted that it appears drivers may be turning off the automated system and not using it.  They also indicated that sometimes the stop announcements are confusing in the congested downtown area with stop-and-go traffic.  

Customers said commuter rail stop announcements are made sporadically and that conductors often make no announcements at stops outside Center City on inbound trains, assuming no one is exiting the train.   

SEPTA Complaints

Table III-1 presents a summary of the 23 stop announcement complaints logged by the Customer Services Section between July 1, 2000, and July 31, 2001.  Of those complaints, 17 were filed against fixed route bus drivers, 5 were against commuter rail conductors, and 1 was against a trackless trolley driver.  Several complainants stated that bus drivers did not turn on the automated stop announcement systems.  Several complainants also commented that they have missed or almost missed their stops when drivers failed to make announcements in response to their request.  Customers noted that it was particularly difficult to use commuter rail at night when there were no stop announcements because of  poorly lit station signs.
Table III-1: Stop Announcement Complaints July 1, 2000 – July 31, 2001

	District/Division
	# Complaints

	Allegheny Garage
	2

	Callowhill Garage
	4

	Comly Garage
	2

	Frankford Garage
	1

	Midvale Garage
	2

	Southern Garage
	1

	Frontier Garage
	1

	Victory Garage
	4

	Commuter Rail
	5

	Market-Frankford El
	0

	Broad Street Subway
	0

	Subway/Surface
	0

	Trolley
	1

	    Total
	23

	Source: SEPTA


Policies and Procedures Regarding On-Board Stop Announcements

SEPTA’s policies and procedures regarding on-board stop announcements are detailed in Attachment D.  The bulletins cover a variety of related topics including the automated stop announcement system, use of a megaphone decal, and an overview of the requirements for stop announcements.  

Bus drivers are issued lapel microphones for use with on-board public address systems.  The lapel microphones are considered part of the driver’s uniform.  SEPTA has instructed its bus drivers to announce all stops within Center City (an area bounded by the Schuylkill River on the west, the Delaware River on the east, Vine Street on the north and South Street on the south).  Announcement of additional stops is required including:

· Transfer points – any transit stop where a passenger can transfer from one fixed route to another;

· Major intersections; and 

· Activity centers such as hospitals, shopping centers, schools, and establishments with a large number of employees.  

However, the printed bus and trolley schedules have a box that states: 

SEPTA bus and trolley operators will call out ALL stops within the Central Business District – the area bounded by the Delaware and Schuylkill Rivers (east and west) and Vine Street to South Street (north and south).  Other stops will be called out upon verbal request to the operator or by presenting him/her with a ‘stop request’ card.

When questioned, staff acknowledged that this information is outdated.

Additionally, beginning in 1993, a “megaphone decal” was introduced to designate stops where stop announcements are to be made to orient riders as to their location (see Attachment D).  According to the 1993 bulletin included in Attachment D, the decals are placed on signs at transfer points, major intersections, activity centers, and at one half mile intervals within the city and one mile intervals outside the city to indicate orientation stops.  The decals were added in response to a legal action, known as “Hardin II.”  

Rail operators are required to announce all stops.  The Market-Frankford Subway/Elevated line utilizes an automated announcement system.  The other rail services rely on either unassisted voice announcements or a public address system.  

Stops also are to be announced upon request.  SEPTA provides “Stop Assistance Cards,” for use by any passenger to request that a driver announce a particular stop.  These cards do not appear to be widely used.  A copy of the card may be found at the end of Attachment D.

Since 1997, SEPTA has been installing automated stop announcement devices on its buses.  As of August 2001, SEPTA had installed approximately 635 (49% of the fleet) of these devices, which provide visual and audible stop information using pre-recorded messages.  Another 200 low floor buses, currently on order, will be equipped with the automated stop announcement system, as will all new buses.  

The system is Global Positioning System-based (GPS) and uses scripted messages based on ADA stop announcement and external vehicle ID requirements.  The scripted announcements are created and stored in a central computer program that is maintained by SEPTA.  The integrated system uses Orbital Transportation Management Systems with digital recorders and Luminator/Twin Vision signage.  The driver enters a personal code, the route, and block code to activate the system.  Occasionally, there are problems with the system getting out of synchronization because of street detours or re-routing of buses; however, the driver may easily reset the system or use a manual override if the GPS is not working for any reason.  In addition to internal stop announcements, the system provides external announcements at selected transfer stops.  The on-board sound system volume was calibrated with input from customers.  A male voice makes external announcements, and a female voice makes on board announcements.  If the automated system is not working, drivers are instructed to use the PA to make stop announcements, or if GPS is not working, the driver may activate the system manually.

Training

All training is centralized and described in the introduction to this report.  Drivers are instructed to follow the policies provided in written notices distributed with paychecks and posted at work sites.

Quality Control Monitoring Program

The Quality Control (QC) Section is housed within SEPTA’s Inspector General’s Office.  It monitors service and provides an ongoing independent assessment of system performance.  The QC Section has six agents who make about 200 to 250 observations per week.  They perform random driver checks and sometimes provide special assessments based on complaints.  The agents sit in the first third of the bus.  They do not carry clipboards, but use small notebooks to record their observations and later, transcribe them onto a data entry form (see Attachment E).  The results are tabulated into monthly reports.

Table III-2 shows stop announcement compliance statistics reported by QC for the 12-month period ending June 30, 2001.  Based on the QC results, stop announcement compliance ranged from 90% to 94%, with an average of 92% compliance for the period.  Some variation by district is apparent.  Table III-3 shows the stop announcement compliance rate for June 2001 by district.  The compliance rate ranges from 85% at Elmwood to 100% at Allegheny.  

Between January and August 2001, there were approximately 10 disciplinary hearings for noncompliance by bus drivers.  To ensure the integrity of the process, QC agents are assigned specially coded fare cards so that it can be confirmed that an agent was riding on a particular bus at a specific time.  The coded fare cards have eliminated challenges that the agent was not on the bus or that they were mistaken in their observations.  If the operators can identify a QC agent, then the agent is replaced.

Although the current monitoring program covers a variety of items from courtesy to revenue collection to maintenance, it does not yet include wheelchair lift boarding and securement.  The Quality Control Section plans to expand the program to include these types of observations.

Bus Operator Interviews

Twelve driver interviews were conducted during the assessment.  All said they made voice announcements or used the automated system.  Most drivers said they do not use the public address system, which was “usually broken.”  One said he used the PA when the bus is full and unassisted voice when it is not.  Drivers who had buses equipped with the automated system said they liked it.  Although most drivers said that they announced stops in Center City, at major intersections, and at transfer points, there was some variation in their overall understanding of when to make stop announcements, especially in outlying areas.  Only one driver mentioned that he announced stops where the megaphone signs were posted.  A few were not sure of the exact purpose of the megaphone signs.  

Assessment Team Observations

As noted above, assessment team members rode 126 route segments during the assessment, including bus and all modes of rail.  About two-thirds of the observations were made on fixed route buses on 44 different routes.  Some routes were ridden more than once, observing different drivers.

An “On-Board Fixed Route Stop Announcement Assessment Form” was used to collect information (see Attachment F).  Prior to boarding vehicles to observe stop announcements on a particular route, assessment team members recorded on these forms the stops to be announced in accordance with SEPTA procedures.  The list of expected announcements was developed from the printed route schedules.  As described earlier, drivers are required to call all stops within the Center City area, transfer points, major intersections, and activity centers.  

The lack of an official list of required stop announcements by route, which is common in other systems, made this assessment somewhat more difficult than others.  Instead of recording how many of the required stop announcements were made, reviewers used the forms to record whether announcements were made “all,” “most,” “some,” or “none” of the time.  If announcements were made, it also was noted whether the announcements were clear and audible.  Observers sat about a third of the way back in each vehicle while making observations.  The monitors did not identify themselves to drivers.  

Table III-2: 12-Monthly Performance of Stop Announcement Compliance – July 2000 through June 2001

	
	7/00
	8/00
	9/00
	10/00
	11/00
	12/00
	1/01
	2/01
	3/01
	4/01
	5/01
	6/01

	# Observations
	650
	973
	790
	694
	736
	582
	734
	779
	885
	771
	1,074
	853

	# Compliant
	604
	902
	739
	630
	808
	533
	682
	703
	817
	717
	995
	791

	% Compliant
	93%
	93%
	94%
	91%
	91%
	92%
	93%
	90%
	92%
	93%
	93%
	93%

	Source: SEPTA Service Quality Report – June 2001.


Table III-3: Stop Announcement Compliance by District (Buses Only) – June 2001

	
	Allegheny
	Callowhill
	Comly
	Frankford
	Frontier
	Midvale
	Southern
	Victory

	# Observations
	86
	115
	73
	100
	31
	226
	154
	34

	# Compliant
	86
	105
	72
	92
	28
	216
	133
	30

	% Compliant
	100%
	91%
	98%
	92%
	90%
	96%
	86%
	88%

	Source: SEPTA Service Quality Report – June 2001.


Overall Performance 

Table III-4 summarizes the results of the on-board stop announcement observations.  Of the 126 driver observations made by the assessment team, 83 (66%) were on fixed route buses and the remaining 43 (34%) were on rail services.  Overall, 74% of the operators observed made at least some stop announcements; 55% of the vehicle operators made “all” stop announcements; 9% made “most” stop announcements; 10% made “some” stop announcements; and 26% made “none.”  Two-thirds of the stop announcements were made using a PA or automated system, and one-third were unassisted voice announcements.  The audibility of the announcements was noted for 92 of the driver observations.  Eighty-five percent of these 92 observed announcements were audible, 11% were somewhat audible, and 4% were not audible or clear enough to be understood.  A detailed discussion by mode follows.

Table III-4: Summary of Stop Announcement Observations - August 20 – 23, 2001

	
	Announcements Made

126 Observations
	Method Used 

126 Observations
	Audibility

92 Observations

	Mode
	Total
	All
	Most
	Some
	None
	PA / Auto
	Voice
	None
	Yes
	Some
	No
	Total

	Bus
	83
	35
	9
	9
	30
	31
	22
	30
	46
	4
	3
	53

	Commuter Rail
	11
	9
	0
	2
	0
	2
	9
	0
	10
	1
	0
	11

	Broad St. Subway
	9
	5
	1
	1
	2
	7
	0
	2
	3
	3
	1
	7

	Market-Frankford Subway-El
	14
	14
	0
	0
	0
	14
	0
	0
	13
	1
	0
	14

	Subway-Surface
	4
	3
	0
	0
	1
	3
	0
	1
	2
	1
	0
	3

	Light Rail
	3
	2
	0
	0
	1
	2
	0
	1
	2
	0
	0
	2

	Suburban Trolley
	2
	1
	1
	0
	0
	2
	0
	0
	2
	0
	0
	2

	Total
	126
	69
	11
	12
	34
	61
	31
	34
	78
	10
	4
	92

	%
	
	55%
	9%
	10%
	26%
	66%
	34%
	
	85%
	11%
	4%
	


Bus/Trackless Trolley

As shown in Table III-5, for the 83 fixed route bus operators observed, 64% made at least “some” stop announcements: 42% made “all,” 11% made “most,” and 11% made “some” announcements.  Fifty-eight percent of the announcements were made using the automated system and 41% were made by unassisted voice.  Eighty-seven percent of the announcements for 53 bus driver observations were audible, 8% were somewhat audible, and 6% were not clearly audible.  Audibility for all drivers were not recorded.   

Commuter Rail 

As shown in Table III-6, 82% of the commuter rail conductors made all stop announcements and 18% made some stop announcements.  Ninety percent of the announcements were audible and 10% were somewhat audible.  Eighteen percent of the announcements were made using the public address system and 82% were unassisted voice announcements.  

Subway/Elevated/Subway-Surface Lines

As shown in Table III-6, there is a sizable difference between the stop announcements made on the Broad Street Line and the Market-Frankford El.  On the Market-Frankford Line, 100% of the stop announcements were made using an automated system.  Of those, 93% were audible (only 1 was “somewhat” audible).  In contrast, only 56% of the Broad Street Subway operators made all stop announcements; 11% made “most”; 11% made “some”; and 22% of those observed made “none.”  Stop announcements on the Broad Street Line are made via PA system; there is no automated stop announcement system.  Forty-three percent of the announcements were audible, another 43% were somewhat audible, and 14% were not audible or clear enough to be understood.

Seventy-five percent of the Subway-Surface line operators made all stop announcements, 25% made no stop announcements.  All stop announcements were made using the PA system, and 67% of them were audible and 33% were somewhat audible.  It should be kept in mind that there were only 4 Subway-Surface line observations.

Light Rail and Suburban Trolleys

Light Rail and Suburban Trolley operators made fewer announcements than other SEPTA operators.  However, it should be noted that these were limited samples (3 and 2 respectively).  Two out of three Light Rail operators made all stop announcements using the PA system, while one operator made no announcements.  For Suburban Trolley, 1 operator made all stop announcements using the PA system and the other made no stop announcements.  For both modes, all announcements were audible.

Table III-5:  Detail of Observations of Stop Announcements – Bus

	
	Announcements Made

83 Observations
	Method Used

83 Observations
	Audibility

53 Observations

	Route #
	All
	Most
	Some
	None
	Auto*
	Voice
	None
	Yes
	Some
	No

	Allegheny (9 Observations)

	6
	
	
	
	N
	
	
	N
	
	
	

	33
	
	
	
	N
	
	
	N
	
	
	

	33
	
	
	S
	
	A
	
	
	Y
	
	

	33
	A
	
	
	
	
	V
	
	Y
	
	

	33
	
	M
	
	
	
	V
	
	Y
	
	

	33
	
	
	
	N
	
	
	N
	
	
	

	33
	A
	
	
	
	
	V
	
	Y
	
	

	48
	
	
	S
	
	A
	
	
	
	S
	

	48
	A
	
	
	
	A
	
	
	Y
	
	

	Callowhill (24 Observations)

	21
	A
	
	
	
	A
	
	
	Y
	
	

	21
	
	
	
	N
	
	
	N
	
	
	

	21
	
	
	
	N
	
	
	N
	
	
	

	21
	
	
	S
	
	
	V
	
	
	
	N

	21
	
	
	S
	
	A
	
	
	Y
	
	

	30
	A
	
	
	
	A
	
	
	Y
	
	

	31
	
	
	
	N
	
	
	N
	
	
	

	40
	
	
	
	N
	
	
	N
	
	
	

	40
	
	
	
	N
	
	
	N
	
	
	

	42
	
	
	
	N
	
	
	N
	
	
	

	42
	
	
	
	N
	
	
	N
	
	
	

	43
	A
	
	
	
	A
	
	
	Y
	
	

	43
	A
	
	
	
	A
	
	
	Y
	
	

	43
	A
	
	
	
	A
	
	
	
	S
	

	43
	
	
	
	N
	
	
	N
	
	
	

	43
	
	
	
	N
	
	
	N
	
	
	

	43
	A
	
	
	
	A
	
	
	Y
	
	

	43
	A
	
	
	
	A
	
	
	Y
	
	

	43
	A
	
	
	
	A
	
	
	Y
	
	

	43
	
	
	S
	
	A
	
	
	Y
	
	

	43
	A
	
	
	
	A
	
	
	Y
	
	

	43
	A
	
	
	
	A
	
	
	Y
	
	

	43
	
	M
	
	
	A
	
	
	Y
	
	

	52
	
	
	
	N
	
	
	N
	
	
	

	Comly (7 Observations)

	19
	
	
	
	N
	
	
	N
	
	
	

	19
	
	
	
	N
	
	
	N
	
	
	

	20
	
	
	S
	
	A
	
	
	Y
	
	

	28
	
	
	S
	
	
	V
	
	Y
	
	

	58
	A
	
	
	
	A
	
	
	Y
	
	

	67
	
	M
	
	
	
	V
	
	
	
	N

	70
	
	M
	
	
	
	V
	
	Y
	
	

	Frankford (5 Observations)

	3
	
	
	
	N
	
	
	N
	
	
	

	8
	A
	
	
	
	A
	
	
	Y
	
	

	25
	
	M
	
	
	
	V
	
	Y
	
	

	26
	
	
	S
	
	
	V
	
	Y
	
	

	75
	
	M
	
	
	
	V
	
	
	
	

	Midvale (11 Observations)

	18
	A
	
	
	
	A
	
	
	Y
	
	

	22
	A
	
	
	
	A
	
	
	Y
	
	

	32
	
	
	
	N
	
	
	N
	
	
	

	55
	A
	
	
	
	A
	
	
	Y
	
	

	61
	
	
	
	N
	
	
	N
	
	
	

	61
	
	
	S
	
	
	V
	
	Y
	
	

	61
	A
	
	
	
	
	V
	
	Y
	
	

	89
	
	
	
	N
	
	
	N
	
	
	

	H
	
	
	
	N
	
	
	N
	
	
	

	H
	
	M
	
	
	
	V
	
	
	S
	

	L
	
	
	
	N
	
	
	N
	
	
	

	Southern (6 Observations)

	7
	A
	
	
	
	
	V
	
	Y
	
	

	7
	A
	
	
	
	
	V
	
	Y
	
	

	7
	A
	
	
	
	A
	
	
	Y
	
	

	12
	A
	
	
	
	
	V
	
	Y
	
	

	17
	A
	
	
	
	
	V
	
	Y
	
	

	17
	
	
	
	N
	
	
	N
	
	
	

	Victory (2 Observations)

	105
	
	
	
	N
	
	
	N
	
	
	

	111
	A
	
	
	
	
	V
	
	Y
	
	

	Allegheny & Callowhill (2 Observations)

	65
	
	
	
	N
	
	
	N
	
	
	

	65
	
	M
	
	
	A
	
	
	Y
	
	

	Callowhill & Southern (3 Observations)

	63
	A
	
	
	
	A
	
	
	Y
	
	

	64
	A
	
	
	
	A
	
	
	Y
	
	

	G
	
	
	
	N
	
	
	N
	
	
	

	Comly & Frankford (1 Observation)

	R
	
	
	
	N
	
	
	N
	
	
	

	Frankford & Southern (1 Observation)

	5
	
	
	
	N
	
	
	N
	
	
	

	Midvale & Southern (12 Observations)

	2
	
	
	
	N
	
	
	N
	
	
	

	2
	
	
	
	N
	
	
	N
	
	
	

	2
	
	
	
	N
	
	
	N
	
	
	

	23
	A
	
	
	
	
	V
	
	
	S
	

	57
	A
	
	
	
	
	V
	
	Y
	
	

	57
	
	M
	
	
	
	V
	
	Y
	
	

	57
	A
	
	
	
	
	V
	
	Y
	
	

	C
	A
	
	
	
	A
	
	
	Y
	
	

	C
	A
	
	
	
	A
	
	
	Y
	
	

	C
	A
	
	
	
	A
	
	
	Y
	
	

	C
	A
	
	
	
	A
	
	
	Y
	
	

	C
	A
	
	
	
	A
	
	
	Y
	
	

	TOTAL (83 Observations)

	TOTAL
	35
	9
	9
	30
	31
	22
	30
	46
	4
	3

	%
	42%
	11%
	11%
	36%
	58%
	41%
	
	87%
	8%
	6%

	*Note: there were 0 announcements made using the public address system.


Table III-6:  Detail of Observations of Stop Announcements – Rail

	
	Announcements Made

43 Observations
	Method Used

43 Observations
	Audibility

39 Observations

	Route #
	All
	Most
	Some
	None
	PA / Auto
	Voice
	None
	Yes
	Some
	No

	Commuter Rail (10 Observations)

	R1
	A
	
	
	
	
	V
	
	Y
	
	

	R1
	A
	
	
	
	
	V
	
	Y
	
	

	R2
	A
	
	
	
	
	V
	
	Y
	
	

	R3
	A
	
	
	
	
	V
	
	Y
	
	

	R5
	A
	
	
	
	
	V
	
	Y
	
	

	R5
	A
	
	
	
	
	V
	
	Y
	
	

	R5
	A
	
	
	
	P
	
	
	Y
	
	

	R7
	A
	
	
	
	P
	
	
	
	S
	

	R7
	
	
	S
	
	
	V
	
	Y
	
	

	R8
	
	
	S
	
	
	V
	
	Y
	
	

	R8
	A
	
	
	
	
	V
	
	Y
	
	

	Subtotal
	9
	0
	2
	0
	2
	9
	0
	10
	1
	0

	%
	82%
	0%
	18%
	0%
	18%
	82%
	
	90%
	10%
	0%

	Subway – Broad Street/Ridge Spur (9 Observations)

	N/A
	
	
	
	N
	
	
	N
	
	
	

	N/A
	A
	
	
	
	P
	
	
	
	S
	

	N/A
	A
	
	
	
	P
	
	
	
	S
	

	N/A
	
	
	
	N
	
	
	N
	
	
	

	N/A
	
	
	S
	
	P
	
	
	Y
	
	

	N/A
	
	M
	
	
	P
	
	
	Y
	
	

	N/A
	A
	
	
	
	P
	
	
	Y
	
	

	N/A
	A
	
	
	
	P
	
	
	
	
	N

	N/A
	A
	
	
	
	P
	
	
	
	S
	

	Subtotal
	5
	1
	1
	2
	7
	0
	2
	3
	3
	1

	%
	56%
	11%
	11%
	22%
	100%
	0%
	
	43%
	43%
	14%

	Market-Frankford Subway-Elevated (14 Observations)

	N/A
	A
	
	
	
	Auto
	
	
	Y
	
	

	N/A
	A
	
	
	
	Auto
	
	
	Y
	
	

	N/A
	A
	
	
	
	Auto
	
	
	Y
	
	

	N/A
	A
	
	
	
	Auto
	
	
	Y
	
	

	N/A
	A
	
	
	
	Auto
	
	
	Y
	
	

	N/A
	A
	
	
	
	Auto
	
	
	Y
	
	

	N/A
	A
	
	
	
	Auto
	
	
	
	S
	

	N/A
	A
	
	
	
	Auto
	
	
	Y
	
	

	N/A
	A
	
	
	
	Auto
	
	
	Y
	
	

	N/A
	A
	
	
	
	Auto
	
	
	Y
	
	

	N/A
	A
	
	
	
	Auto
	
	
	Y
	
	

	N/A
	A
	
	
	
	Auto
	
	
	Y
	
	

	N/A
	A
	
	
	
	Auto
	
	
	Y
	
	

	N/A
	A
	
	
	
	Auto
	
	
	Y
	
	

	Subtotal
	14
	0
	0
	0
	14
	0
	0
	13
	1
	0

	%
	100%
	0%
	0%
	0%
	100%
	0%
	
	93%
	7%
	0%

	Subway-Surface Line (4 Observations)

	10
	
	
	
	N
	
	
	N
	
	
	

	13
	A
	
	
	
	P
	
	
	Y
	
	

	34
	A
	
	
	
	P
	
	
	Y
	
	

	36
	A
	
	
	
	P
	
	
	
	S
	

	Subtotal
	3
	0
	0
	1
	3
	0
	1
	2
	1
	0

	%
	75%
	0%
	0%
	25%
	100%
	0%
	
	67%
	33%
	0%

	Light Rail (3 Observations)

	100
	A
	
	
	
	P
	
	
	Y
	
	

	100
	A
	
	
	
	P
	
	
	Y
	
	

	100
	
	
	
	N
	
	
	N
	
	
	

	Subtotal
	2
	0
	0
	1
	2
	0
	1
	2
	0
	0

	%
	67%
	0%
	0%
	33%
	100%
	0%
	
	100%
	0%
	0%


	Suburban Trolley (2 Observations)

	101
	A
	
	
	
	P
	
	
	Y
	
	N

	132
	
	M
	
	
	P
	
	
	Y
	
	

	Subtotal
	1
	1
	0
	0
	2
	0
	0
	2
	0
	0

	%
	50%
	50%
	0%
	0%
	100%
	0%
	
	100%
	0%
	0%

	TOTAL (39 Observations)

	TOTAL
	34
	2
	3
	4
	30
	9
	4
	32
	6
	1

	%
	79%
	5%
	7%
	9%
	77%
	23%
	
	82%
	15%
	3%


Findings and Recommendations

Findings:

1. Overall, the assessment team found that 74% of the operators observed made at least some stop announcements; 55% of the vehicle operators made “all” stop announcements; 9% made “most” stop announcements; 10% made “some” stop announcements; and 26% made “none.”  

· For bus and trackless trolley service, 64% of drivers made at least “some” stop announcements; 42% made “all”; 11% made “most”; and 11% made “some” announcements.  About 56% of the announcements were made with the automated system.  The remaining announcements were made with unassisted voice (no PA announcements were observed).  Eighty-seven percent were audible.

· For commuter rail, 82% of the conductors made all stop announcements and 18% made some stop announcements.  Eighty-two percent of the announcements were made by unassisted voice and 12% by PA.  Ninety percent were audible.

· On the Market-Frankford El, 100% of the stop announcements were made using an automated system.  Of those, 93% were audible (only 1 was “somewhat” audible).  

· On the Broad Street Subway, 56% of the operators made all stop announcements; 11% made “most”; 11% made “some”; and 22% of those observed made “none.”  Stop announcements on the Broad Street line are made via PA system; there is no automated stop announcement system.  Forty-three percent of the announcements were audible, 43% were somewhat audible, and 14% were not audible or clear enough to be understood.

· On the Subway-Surface line, 75% of the operators made all stop announcements, 25% made no stop announcements.  All stop announcements were made using the PA system.  Sixty-seven percent of them were audible and 33% were somewhat audible.

· For Light Rail, two out of three operators made all stop announcements using the PA system, while one operator made no announcements.  For Suburban Trolley, 1 operator made all stop announcements using the PA system and the other made no stop announcements.  For both modes, all announcements were audible.  

2. SEPTA’s Quality Control Section has developed a bus-monitoring program that, among other things, evaluates whether stop announcements are being made.  From July 2000 through June 2001, the QC agents observed 92% compliance with the stop announcement requirement.  During June 2001, this compliance rate ranged from 86% at Southern District to 100% at Allegheny District.

3. Rail operators are required to announce all stops.  However, customer and assessment team observations indicate that this does not routinely happen, except on the Market-Frankford El, which is automated.

4. Bus drivers do not have a list of stops that are to be announced.  Instead, SEPTA’s procedure is to call out all stops within Center City and at major intersections, activity centers, and transfer points.  The absence of stop lists can result in inconsistency in announcing stops and confusion to customers who are visually impaired.  Stop lists are being prepared for each route for the automated stop announcement system.  Consumers were involved in the development of the automated system to determine appropriate audio levels for on-board announcements.  

5. Megaphone symbols are affixed to stop signs in outlying areas and are meant to remind drivers to make stop announcements at those locations.  This system appears to be confusing and has led to inconsistencies in stop announcement practices.  

6. The procedure for using stop request cards appears to be cumbersome, little used, and ineffective in encouraging operators to make stop announcements outside the Center City.

7. Customers felt that overall, drivers were doing a good job announcing stops as required or requested, noting that the stop announcements are more reliable when made using the automated system.  SEPTA is in the process of installing automated stop announcement systems on its buses.  At the time of the assessment, 49% of the fleet was equipped with the automated system.  

Recommendations:

1. It is recommended that installation of the automated stop announcement systems on fixed route buses be continued.  

2. For those buses that do not have the automated system, the PAs should be repaired and/or replaced so that drivers can use them to make stop announcements.  

3. The PA systems on the Broad Street Subway, Subway-Surface line and trolleys should be upgraded or automated so that drivers are more easily understood and there is less static.

4. It is recommended that SEPTA’s procedures be revised to require bus drivers to announce all stops on the lists being developed for the automated system when operating buses that do not yet have the automated system.  This will improve uniformity of stop announcement practices and eliminate the inconsistencies among drivers.  SEPTA should consider eliminating its megaphone program, which appears to be confusing to drivers and passengers.

5. It is recommended that except for the Market-Frankford El, which has automated stop announcements, operators and conductors on the other rail modes be retrained to make all stop announcements as required by the DOT ADA regulations.

6. It is recommended that SEPTA continue its Stop Announcement Monitoring Program.  Once the stop announcement lists have been put into effect, the QC agents should evaluate stop announcement practices based on whether drivers are announcing all stops on the list.

Observations of Route Identification System

As stated previously, Section 37.167(c) of the DOT ADA regulations requires that:

Where vehicles or other conveyances for more than one route serve the same stop, the entity shall provide a means by which an individual with a visual impairment or other disability can identify the proper vehicle to enter or be identified to the vehicle operator as a person seeking a ride on a particular route.

To determine SEPTA’s current performance in identifying buses or passengers at stops served by more than one route, the assessment team collected the following information.

· The riders with vision impairments who were interviewed also were asked about their experience with external bus announcements; 

· Information on SEPTA policies and procedures for vehicle/passenger identification was collected and reviewed;

· Representatives from the training department were interviewed and operator training materials were reviewed;

· During the site visit, 12 drivers were interviewed to verify their understanding of bus/passenger identification policies and operational practices; and

· A total of 79 observations were made at 12 different times at 6 bus transfer locations and 1 commuter rail station to determine whether drivers appear to be making external vehicle identification announcements.

Rider Experiences and Observations

Customer/Agency Contacts

Prior to the on-site observations, the assessment team interviewed eight individuals and agency representatives to gather input on their experiences with route identification.  Several of those interviewed had visual impairments or worked with customers who have visual impairments.  Passengers who use a cane or guide dog when using transit said that drivers identify the route to them upon arrival at the stop.  None of those interviewed use the Route Identification Cards, which some patrons hold up to identify their routes.  One expressed concern that the driver may not be able to see the identification card in a crowd of people.  One passenger noted that sometimes the announcements are not made when commuter rail trains enter the Center City stations, making it possible to miss a train because trains for different routes share berths.

SEPTA Complaints

From July 1, 2000, through July 31, 2002, SEPTA logged six complaints related to operators not identifying routes for persons waiting at stops served by multiple routes.  Of those, four complaints were for failure to identify commuter rail trains at stations and two were related to drivers failing to announce bus routes (see Table III-7).  

Table III-7:  Route Identification Complaints

July 1, 2000 – July 31, 2001

	District/Division
	# Complaints

	Allegheny
	0

	Callowhill
	0

	Comly
	1

	Frankford
	1

	Midvale
	0

	Southern
	0

	Frontier
	0

	Victory
	0

	Commuter Rail
	4

	Market Frankford El
	0

	Broad Street Subway
	0

	Subway/Surface
	0

	Trolley
	0

	     Total
	6


Policies and Procedures Regarding the Route Identification System

SEPTA has identified 49 loops, terminals, and transfer stations, defined as locations shared by two or more bus routes.  These locations form the basis for the bus transfer system; although many routes intersect at other locations and some routes travel along the same corridor.

SEPTA’s stated policy with respect to vehicle/passenger identification is outlined in two bulletins, dated October 19, 1992 (see Attachment D).  Two methods are used: (1) drivers announce the route number to passengers waiting at a stop, or (2) passengers hold route ID cards for the driver to see.  An example of the route ID card is included in Attachment D.  The route ID cards are in a plastic holder and include numbers that are 2 inches high with Braille cross-reference.

Training

All training is centralized as described in the introduction to this report.  Little information appears to be provided related to route identification requirements compared to stop announcements, and wheelchair boarding and securement information.  

Quality Control Monitoring Program

The Quality Control Section of SEPTA does not currently monitor compliance with the ADA route identification requirement.

Bus Operator Interviews

Most of the drivers interviewed said they knew they were supposed to identify the route to passengers who appeared to be visually impaired.  Only one driver was unaware of the requirement to identify the vehicle at stops served by multiple routes.  Most said it worked best when the automated system was used.  

Assessment Team Observations

During the site visit, the assessment team made 79 observations during 12 visits to seven different bus and commuter rail transfer locations to determine whether drivers appeared to be making external vehicle identification announcements.  Some of the bus transfer locations were observed more than once.  Table III-8 shows a summary of the results of these observations.  

Based on these observations, about 23% of route/vehicle identification announcements were made, and 57% of the announcements that were made were automated announcements.  Of the eight voice announcements, half were PA announcements made at the Market East Commuter Rail Station.  All but one of the locations observed (Broad & Olney) were in Center City.  No passengers were observed using the Route Identification Cards available from SEPTA.

During the stop announcement observations described in the previous section, the assessment team noted that the Broad Street Subway operators did not identify whether southbound passengers were boarding the Pattison or Spur routes on the subway line. 

Table III-8:  Observation of External Announcements at Bus Transfer Centers

August 20-24, 2001
	
	
	
	# Vehicle ID Announcements Observed

	Location
	# Times Observed
	# Vehicles Observed
	Auto
	Voice
	Total
	% 

Announced

	Market East CR Station
	1
	5
	0
	4(PA)
	4
	80%

	Broad & Olney
	1
	6
	1
	0
	1
	17%

	S Penn Sq. @ Broad 
	1
	5
	1
	0
	1
	20%

	11th & Broad
	1
	4
	1
	0
	1
	25%

	11th & Market
	2
	15
	5
	1
	6
	40%

	12th & Market
	3
	22
	1
	0
	1
	5%

	15th & Market
	3
	22
	2
	3
	5
	23%

	Total
	12
	79
	11
	8
	19
	24%


Findings and Recommendations

Findings:
1. The assessment team found that 23% of the 179 drivers observed at 12 different times made route/vehicle identification announcements.  Of those, 57% were automated bus announcements.

2. Broad Street Subway operators did not differentiate between southbound trains headed toward Pattison versus the Broad Street Spur.

3. Passengers indicated that they do not use SEPTA Route Identification Cards, but rely on drivers to announce bus routes at stops that serve multiple routes.

4. The Quality Control Section of SEPTA does not currently monitor compliance with the ADA route identification requirement.  

5. ADA route identification appears to be given minor mention in policy notices and training materials.

Recommendations:

1. It is recommended that external announcements be required at all stops on those segments of the Broad Street Subway and Subway-Surface lines where trains serve more than one route.  

2. It is recommended that training materials and policy manuals be modified to more clearly describe the requirements for external route identification.  Specifically, the practice of identifying the route and destination at transfer locations should not be limited to times when a waiting passenger has a white cane or guide dog.  Many persons with disabilities, including those with developmental disabilities and some visual impairments, are not always apparent.  

3. It is recommended that SEPTA retrain personnel with respect to the requirement for route/vehicle identification.  

4. It is recommended that monitoring external announcements be incorporated into the Quality Control Monitoring Program.   

Assessment of Lift Reliability and Maintenance

D. Purpose of the Lift Reliability and Maintenance Assessment


The U. S. Department of Transportation (USDOT) regulations implementing the Americans with Disabilities Act of 1990 (ADA) contain requirements that are meant to assist persons with disabilities using fixed route transportation services.  Specifically, 49 CFR §37.161 requires that:

(a) Public and private entities providing transportation services shall maintain in operative condition those features of facilities and vehicles that are required to make the vehicles and facilities readily accessible to and usable by individuals with disabilities.  These features include, but are not limited to, lifts and other means of access to vehicles, securement devices, elevators, signage and systems to facilitate communications with persons with impaired vision or hearing.

In addition to the general maintenance provisions described above that apply to all transportation providers, 49 CFR §37.163 requires public transportation providers to institute regular and frequent maintenance checks of lifts:  

(b) The entity shall establish a system of regular and frequent maintenance checks of lifts sufficient to determine if they are operative.

(c) The entity shall ensure that vehicle operators report to the entity, by the most immediate means available, any failure of a lift to operate in service.

(d) Except as provided in paragraph (e) of this section, when a lift is discovered to be inoperative, the entity shall take the vehicle out of service before the beginning of the vehicle's next service day and ensure that the lift is repaired before the vehicle returns to service.

(e) If there is no spare vehicle available to take the place of a vehicle with an inoperable lift, such that taking the vehicle out of service will reduce the transportation service the entity is able to provide, the public entity may keep the vehicle in service with an inoperable lift for no more than five days (if the entity serves an area of 50,000 or less population) or three days (if the entity serves an area of over 50,000 population) from the day on which the lift is discovered to be inoperative.

(f) In any case in which a vehicle is operating on a fixed route with an inoperative lift, and the headway to the next accessible vehicle on the route exceeds 30 minutes, the entity shall promptly provide alternative transportation to individuals with disabilities who are unable to use the vehicle because its lift does not work.

This part of the assessment focused on SEPTA’s efforts to maintain and provide reliable wheelchair lift service on its fixed route buses.  A description of key features of the service is provided.  A description of the approach and methodology used to conduct the assessment is then provided.  Observations and findings related to lift maintenance and reliability are summarized.  Recommendations of the review team for addressing issues identified also are provided.

E. Overview of the Lift Reliability and Maintenance Assessment


As noted above, this part of the assessment focused on compliance with wheelchair lift reliability and maintenance requirements of the regulations.  The assessment first involved the collection and review of key service information prior to the on-site visit.  This information included:

· Recent service complaints regarding lift reliability and maintenance;

· The current fixed route system map;

· A complete set of schedules for each fixed route;

· Fixed route bus/trackless trolley fleet information;

· Operating policies and procedures for lifts and kneelers;

· Instructions for lift operation; and

· Notices, bulletins, and memoranda detailing lift use policies and procedures.

Telephone interviews were conducted with six local human service agency representatives and individuals who regularly use the SEPTA fixed route service.

The assessment team observed morning pullouts and reviewed maintenance records on 

August 21, 22, and 23, 2001.  The team members interviewed SEPTA’s transportation and maintenance personnel at each garage as part of the review.  

The reviewers also observed the use of lifts during normal service while conducting the stop announcement and route identification review as discussed in Section I of this report.  The reviewers also rode with consumers who use wheelchairs to document their experiences using the lifts during the review period.

Observations of Lift Reliability & Maintenance 

To determine SEPTA’s current performance with respect to lift reliability, the assessment team reviewed the following items:

· Telephone interviews with individuals who are regular riders or who have clients who are regular riders of the fixed route system; 

· Fleet and route data; 

· Information about policies and procedures for assigning buses and cycling lifts and kneelers;

· Operator training materials;

· Interviews with fifteen bus drivers, supervisors, and managers to gauge their understanding of lift use policies and procedures;

· Observations of drivers performing lift and kneeler cycling at four SEPTA Districts (Callowhill, Midvale, Southern, and Frontier).  

Rider Experiences and Observations

Customer/Agency Contacts

As part of the assessment, the review team interviewed eight people who either use the system or have clients who use the system.  There was a great deal of concern expressed about lift reliability.  All of those who use lifts said they had experienced lift failures.  Several said they suspected drivers were claiming that the lifts were broken when they may have been functional.  Several stated that drivers did not appear to call the Control Center to report a lift failure, nor did they advise the passenger about when an accessible bus would be able to provide service.  One customer has had particular problems with the on-call service in the suburban area served by Victory Garage.  Despite calling to ensure the availability of a lift-equipped bus, he has had six lift failures during June and July 2001.  

SEPTA Complaints

A total of 37 complaints related to lift failures were recorded by the SEPTA Customer Services Section (see Table IV-1).  Most of the complaints related to lift failures, which were compounded by the lack of a lift, or yet another broken lift on the following bus, sometimes stranding passengers for two or more hours.  Customers noted that drivers often did not appear to call dispatch for assistance or to report the malfunctioning lift, as required by SEPTA’s policies and procedures.  Nor did they attempt to operate the lift in the presence of the passenger.  Drivers simply stated that the lift did not work.

Further, a disproportionate number of lift failures appear to be occurring in the on-call service provided by Victory Garage.  During the 13-month period, four complaints were filed for lift failures on buses out of the Victory Garage.  An additional e-mail complaint, dated August 2001, reported another six lift failures for Victory routes during June and July 2001.  

Table IV-1:  Lift Failure Complaints

	District/Division
	# Complaints

	Allegheny Garage
	2

	Callowhill Garage
	12

	Comly Garage
	0

	Frankford Garage
	1

	Midvale Garage
	7

	Southern Garage
	3

	Frontier Garage
	1

	Victory Garage
	*4

	Commuter Rail
	5

	Market Frankford El
	0

	Broad Street Subway
	0

	Subway/Surface
	0

	Trolley
	1

	Other
	1

	     Total
	37

	* A copy of a complaint filed during August 2001, lists another six incidents relating to lift failures during June and July 2001 for the on-call service provided out of Victory Garage.  


Liberty Resources 

Liberty Resources (Center for Independent Living) recently recruited a number of bus riders with disabilities to perform ongoing field assessments of the fixed route bus lift reliability.  The first report was generated for observations completed in July 2001.  Attachment G includes the results of the first month’s observations.  Of the 431 attempted boardings, 378 (88%) were completed.  It should be noted that even though 378 boardings were completed, 101 (27%) of them did not have the wheelchair properly secured.  They also noted that 33 (9%) of the drivers did not make any stop announcements.

Of those that were not completed, 31 (7%) of the attempted boardings failed because of reported mechanical problems with the lift and 22 (5%) of the attempted boardings failed because of operator issues (refused to stop, bus too full, miscellaneous problems).  

As part of this assessment, the review team compared copies of the monitors’ assessment sheets against the trouble call logs for lift failures recorded at the Control Center.  While some of the observations were difficult to read and some others were duplicates (two passengers riding together and each filling out forms), it was noted that few of the lift failures were documented on the Control Center log.  For example, of the documented 22 lift failures that were analyzed, only 6 (27%) were found on the Control Center log.  This could happen for one of several reasons: 

(1) the lift failures were not reported at all; (2) the lift failures were reported using mobile data terminals (MDTs) and did not appear on the radio log; (3) the lift failures were reported but not entered into the Control Center radio log; or (4) the information on the monitors forms was not clear or there were errors making it impossible to track the call.  It is not clear which of these issues were responsible for the omissions.  It is clear that a tighter tracking process needs to be developed to allow for accurate crosschecks.

Policies and Procedures Regarding Lift Reliability and Maintenance

Fleet and Route Assignment 

The bus operations division is split into six city and two suburban districts:

City Districts

· Allegheny District, 2650 W Allegheny Avenue, Philadelphia

· Callowhill District, 352 N 59th Street, Philadelphia

· Comly District, Penn & Comly streets, Philadelphia

· Frankford District, 5235 Penn Street, Philadelphia

· Midvale District, 4201-15 Wissahickon Avenue, Philadelphia

· Southern District, 1940 Johnston Street, Philadelphia

Suburban Districts

· Frontier District, 1525 Alan Wood Road, Conshohocken

· Victory District, 110 Victory Avenue, Upper Darby

Table IV-2 includes a summary of fleet distribution by garage/district.  A detailed distribution of vehicles is provided as Attachment H.  SEPTA expects two hundred low floor buses to be delivered this fall.  The buses will replace the older, non-accessible buses currently in the fleet, increasing the accessible fleet to about 83% of the total fleet.  SEPTA has designated certain of its city routes to be fully or partially accessible, as noted on the schedule.  At the time of the compliance assessment, none of the suburban bus routes was designated as accessible.  With 24 hours notice, suburban customers could request an accessible bus through SEPTA’s On-Call Bus Program.  In contrast, about 42 of the city routes were designated as accessible, but there was no On-Call Bus Program within the city.  Accessible buses are expected to serve passengers needing a lift to board the bus, regardless of whether the route is designated as accessible.  

Table IV-2: District Fleet Assignments - July 27, 2001

	
	
	Accessible
	Non-accessible

	Division
	# Buses
	# Buses
	% Buses
	# Buses
	% Buses

	City Districts

	   Allegheny
	106
	106
	100%
	0
	0%

	   Callowhill
	184
	174
	95%
	10
	5%

	   Comly
	182
	87
	48%
	95
	52%

	   Frankford
	136
	67
	49%
	69
	51%

	   Midvale
	293
	208
	71%
	85
	29%

	   Southern
	168
	100
	60%
	68
	40%

	     Subtotal
	1,069
	742
	69%
	327
	31%

	Suburban Districts

	   Frontier
	117
	73
	66%
	44
	34%

	   Victory
	129
	72
	56%
	57
	44%

	     Subtotal  
	246
	145
	61%
	101
	39%

	
	
	
	
	
	

	      TOTAL
	1,305
	887
	68%
	428
	33%


Planned service changes in the fall of 2001 will add three accessible routes to the city complement (Routes #35,  #77, and  #89), which will be run using 30-foot buses.  In 

October 2001, the Frontier Division will begin operating nine accessible routes (Routes #92, #99, #127, #128, #129, #130, #131, #133, and one other to be determined).  In February 2002, another 11 routes will be designated as accessible.  Of those, three will be city routes (Routes #12, #47M, and #80), and eight will be suburban routes (Routes #103, #107, #111, #114, #115, #116, #118, and #305) operated out of Victory District.

Policies relating to the operation of lifts and kneelers are included in Attachment I.  

Pre-trip Inspections

Drivers are required to perform pre-trip inspections.  There are two parts to the inspection: the “CDL Pre-Trip Relief Inspection Check List” and the “Operator’s Vehicle Condition Report” (VCR).  The CDL Check List is completed and returned to the Transportation Department at each garage.  The VCR is kept with the bus and returned to the Maintenance Department at each garage.  Copies of the two forms are included as part of Attachment J.  

The CDL Check List includes a variety of safety related items (e.g., lights, horn, wheels, radios, brakes) as well as other items relevant to this review, including: PA, destination signs, and lift/securement devices.  Relief drivers are required to check the shaded areas on the form.  

The VCR is a more detailed list of potential repairs and is used to indicate items requiring maintenance.  If a defect is found, it is supposed to be recorded on a “Hold” sheet (see Attachment J).  (A Hold sheet could be completed because of a pre-trip or an in-service failure.)  At most garages the Hold sheet is put in the windshield of the bus to indicate that a repair is needed.  A bus with a defective lift is supposed to be put on Hold and not assigned to service until the lift is fixed.

Lift Cycling Requirements

As shown in Attachment I, the Third Circuit Federal Court order requires that lifts be cycled daily, but does not specify that they must be cycled as part of the pre-trip inspection.  By written policy, drivers are instructed to cycle the lift daily as part of their first trip or upon returning to the garage after peak pullout.  Supervisors in some districts appear to observe lift cycling weekly and count on the drivers to cycle the lifts daily as required.  The rationale is that there is not enough time or space available at most of the garages to cycle the lift as part of the pullout.  (Drivers have 10 minutes to review their work schedule and perform pre-trip inspections.)  It should be noted that other transit systems reviewed by this assessment team typically cycled lifts as part of pullout – either daily or on a cycle that ensures all lifts are cycled at pullout every week.

Preventive Maintenance

Each district/garage is responsible for maintaining its own fleet.  A common record-keeping system is used and repair and maintenance information is entered into Vehicle Management Information System (VMIS), the central computer database.  All maintenance work orders – including preventive maintenance (PM)– are supposed to be entered into VMIS.  A copy of the “Bus Inspection” form used for preventative maintenance is included in Attachment J.  The form shows two major inspections, the “Super A” inspection and the “B” inspection (every 12,000 miles).  Item #5 under the Electrical list indicates the need to check the automated stop announcement system and #9 under the Body list indicates the need to cycle lifts, load test (with 350 pounds), and lube.  

In-service Failures

All dispatching is coordinated through the SEPTA Control Center at 1234 Market Street.  The written procedure requires drivers to call the Control Center to report all lift boardings and alightings.  Control Center dispatchers are supposed to record each lift boarding in a log.  Some drivers also used mobile data terminals (MDTs) to transmit lift boardings.  During peak hours, the Control Center personnel indicated that not all drivers call boardings and alightings if they cannot readily get through on the radio.  

Drivers are also required to report by radio in-service failures – including lift deployment problems, pass-ups because the bus is full, or other lift-related incidents – on a priority level basis.  According to SEPTA’s written procedures, these calls are to be made in the presence of the passenger.  Also, the written procedure requires drivers to attempt to operate the lift in the presence of the passenger (see Attachment I, memo dated 8/22/97).  If needed, the Control Center notifies the home bus district of the problem and seeks assistance with its resolution (either removing and replacing the bus from service or providing roadside service.)  According to the policy, dated 8/22/97:

Buses with the inoperable lift must be removed from service at the end of the line then repaired and load tested before being returned to service on any route.  If the repair is not made the same day as the incident, the bus must appear on the location’s hold sheet form the day of the incident until the day the work order was completed.  

A standby bus with an operable lift is supposed to be available to either transport passengers or replace the bus with the failed lift.  If a passenger cannot be accommodated because of a lift failure, a free emergency transfer must be provided to the passenger and any companions traveling with him or her.  

Training

As described in the Introduction to this assessment, all training functions are centralized at SEPTA.  Copies of the training bulletins specific to the ADA requirements for lift use and securement are included as Attachment C.  Most of the training bulletins provided by SEPTA pertain to lift use and wheelchair securement.  The bulletins include detailed information about how to operate each type of wheelchair lift and securement.  During the site visit, the assessment team observed part of the one-on-one wheelchair boarding and securement portion of the course being taught at Callowhill District.  If a driver transfers to a district that has different types of buses, he or she will be retrained on the correct use of the lift and securement devices before beginning service.  Twice a year, trainers are assigned to spend a week or so at each district garage to be a resource for drivers with questions and to offer retraining/refresher instruction.  However, drivers are not required to participate in this training.

Interviews with Drivers and Maintenance Personnel

The assessment team interviewed the lift mechanics, maintenance directors/supervisors, and transportation directors at the four district garages visited (Callowhill, Midvale, Southern, and Frontier).  Several lift mechanics expressed concern that preventative maintenance was not being regularly performed and that lifts were not routinely being cycled by drivers, particularly drivers on routes that were not designated as being accessible but happened to have lift-equipped buses assigned to them.  This concern was emphasized by the mechanics at Frontier, where buses are used on an on-call basis and not on designated accessible routes.  At Frontier, there also was a concern that data relating to lift preventative maintenance was not routinely being entered into the VMIS program.  

One lift mechanic said preventative maintenance should be performed every six weeks, but every three months is more likely the reality.  He also suggested that mechanics do not routinely clean the lifts as part of the regular preventative maintenance inspections.  Part of the problem, he said, is that there are not enough qualified lift mechanics to do the work.  A thorough lift PM – including cycling, cleaning, and lubing – could take several hours, even if no defects are found.  The interviews also indicated some variation in understanding the timing requirements for lift preventative maintenance inspections with some maintenance staff using a time interval and others using a mileage interval for scheduling preventative maintenance.  

Assessment Team Observations

The assessment team observed the following items to assess lift reliability and maintenance at SEPTA:

· Field observations;

· Morning pullout/lift cycling at four garage facilities; 

· Reported lift failures;

· Maintenance practices; and

· Vehicle inspections.

Field Observations

As part of the assessment, two members of the review team rode with several customers who use wheelchairs, to observe first-hand their experiences when trying to board SEPTA buses using the wheelchair lifts.  Liberty Resources Center for Independent Living recommended these individuals.  The review team members observed the boarding, securement, and alighting processes.  The review team members did not identify themselves to the bus drivers.  These field observations occurred on Tuesday, Wednesday, and Thursday of the review week.  

Overall, the system worked well.  A total of 28 lift boardings were attempted during the three-day period.  Twenty-six (93%) of the attempted boardings were completed.  Of those, 15 were accomplished without any problems.  Eleven had minor problems which did not prevent the passenger from completing the trip (8 of the 11 had securement issues).  The two failures were related to malfunctioning lifts.  High curbs contributed to both failures.  In one case, the bus was not level with the pavement and the curb was too high.  In the other case, the curb was too high and the lift could not be fully deployed.

In addition, during the stop announcement observations the team members observed two boardings and two alightings by customers in wheelchairs.  All of these boardings and alightings were successfully completed. 

SEPTA requires its drivers to deploy the kneeling feature of the buses for those who need assistance in boarding.  Although not quantified as part of the assessment, during the course of the week the assessment team observed that bus operators often used the kneelers without waiting to be asked by customers. 

Morning Pullout/Lift Cycling & Accessible Features

A major portion of the assessment consisted of observation of lift cycling and review of maintenance records and practices at four of the district garages.  The districts that were selected included:

August 21

Midvale District – Reviewed by Mathias & Thatcher

August 22

Callowhill District – Reviewed by Mathias & Regan

Southern District – Reviewed by Thatcher & Barber

August 23

Frontier District – Reviewed by Mathias & Thatcher

The garages were selected to represent a cross-section of garages, including one suburban garage.

SEPTA drivers are not required to cycle lifts as part of the pre-trip inspection during morning pullout, although they are required to cycle the lift at least once while in service.  (Transportation personnel at Frontier Garage stated that drivers were not required to cycle lifts at all and that mechanics cycled them every Sunday instead.)  If a defect is found, they are supposed to complete a Vehicle Condition Report and return it with the bus.  If a repair is needed, a Hold Sheet is placed in the vehicle.  

The assessment team typically observes morning pullout to gauge lift reliability and to observe drivers’ familiarity with operating the lifts and other accessible features.  Because lift cycling is not routinely done as part of pullout at SEPTA, for this assessment drivers or mechanics were asked to cycle the lifts when the buses returned to the garage after their morning peak runs.  The assessment team asked drivers to cycle lifts and kneelers, and to check whether the public address system worked.  The cleanliness of the lifts was noted.  When time permitted, wheelchair securements were checked as well.  The assessment team also observed whether drivers appear to be proficient in lift operation.  For the three city garages, drivers did appear to be familiar with the lift operation.  However, at the suburban garage – Frontier – a number of drivers did not appear to be proficient in lift operation, suggesting that they may not be routinely cycling lifts as required by SEPTA’s procedures.  Transportation Department management personnel confirmed that this is the case.  

Table IV-3 shows the results of the observations of lift, kneeler, and public address/automated announcement systems at each of the four districts included in the site visits.  Table IV-4 includes information on securements, signage, and the presence of the International Symbol of Accessibility (ISA).

· 84% of the lifts were working properly.  All of the lifts worked at Callowhill, but only 70% of the lifts at Frontier functioned properly.  Some of the lifts were very dirty, suggesting that they had not been cycled/used recently.

· 95% of the kneelers observed were working properly.  Kneelers were not assessed at Callowhill.

· 56% of the public address systems worked properly.  Most of those that did not work were missing the lapel microphone that drivers are supposed to carry with them.  PA systems were not assessed at Callowhill.

· 79% of the automated stop announcement systems observed were functioning.  Stop announcement systems were not observed at Callowhill.

· 90% of the securements observed were in place and functioning; however, cleanliness appeared to be a problem in some cases.

· 78% of the destination signs observed were working.

· 92% of the buses observed had a properly affixed international symbol of accessibility (ISAs).

Table IV-3.  Summary of Observations at Selected Garages

	  

Garage
	Wheelchair Lifts
	Kneelers
	PA Systems
	Automated Stop Announcement Systems

	
	#

Obs.
	#

Work
	%

Work
	#

Obs.
	#

Work
	%

Work
	#

Obs.
	# Work
	%

Work
	#

Obs.
	#

Work
	% 

Work

	Callowhill
	22
	22
	100%
	N/A
	N/A
	N/A
	N/A
	N/A
	N/A
	N/A
	N/A
	N/A

	Midvale
	28
	21
	75%
	32
	30
	94%
	9
	1
	11%
	20
	18
	90%

	Southern
	25
	21
	84%
	25
	24
	96%
	12
	10
	83%
	13
	10
	77%

	Frontier
	10
	7
	70%
	8
	8
	100%
	4
	3
	75%
	6
	3
	50%

	   Total
	85
	71
	84%
	65
	62
	95%
	25
	14
	56%
	39
	31
	79%

	NA = not assessed.  


Table IV-4.  Additional Summary of Observations at Selected Garages

	  

Garage
	Securements

Clean & Functional
	Destination Signs
	ISAs

	
	#

Obs.
	#

Work
	%

Work
	#

Obs.
	#

Work
	%

Work
	#

Obs.
	# Work
	%

Work

	Callowhill
	16
	15
	94%
	N/A
	N/A
	N/A
	N/A
	N/A
	N/A

	Midvale
	22
	18
	82%
	N/A
	N/A
	N/A
	7
	7
	100%

	Southern
	23
	22
	96%
	24
	12
	50%
	25
	23
	92%

	Frontier
	10
	9
	90%
	9
	7
	78%
	10
	9
	90%

	   Total
	71
	64
	90%
	33
	19
	58%
	42
	39
	93%

	NA = Not assessed.


The relatively high percentage of lift failures (16%) suggests that SEPTA may be experiencing avoidable in-service lift failures instead of catching problems – some of which may be minor and readily fixed – prior to putting a vehicle in service.  This relatively high failure rate also suggests that there could be problems related to preventive maintenance or the reporting and tracking of lift failures.

Wheelchair securements, while functional for the most part, also were observed to be dirty generally.  Although it is hard to keep them clean, dirty securements are problematic for drivers and customers who don’t wish to get dirty when handling them.  Other problem areas observed included the high percentage of dysfunctional PA systems (44% were not working) and problems with destination signs (42% were not working).

Reported In-service Lift Failures

Drivers whose lifts fail while in service are required to call the Control Center to report the failure.  These calls are to be made at the time of the incident in the presence of the passenger.  In-service lift failures can be highly problematic as they result in inconveniencing all passengers on board the bus, as well as the passenger attempting to board using the lift.  They also cause the system to expend resources to correct the problem.  In-service lift failures can be minimized with good preventive maintenance and regular lift cycling and cleaning.

During the assessment, the review team analyzed copies of the Wheelchair Lift Failures by District report for the months of January through July 2001.  This report is generated from the monthly Wheelchair Lift Failures by District report generated by the Control Center.  Table IV-5 shows the results of this analysis.  As can be seen in Table IV-5, during the period there was an average of 1.2 failures per bus, ranging from 0.3 at Frontier (used only for on-call service) to a high of 2.0 at Callowhill.  

Although it could be argued that the higher number of failures occur in districts with high demand for wheelchair boardings (and, therefore, high use of the lifts), these numbers also could understate the number of failures because they are only counting what was recorded on the Control Center log.  As described above, only 27% of the lift failures experienced by the Liberty Resources monitors in July 2001 were found on the Control Center radio log when a cross check was performed.  

Table IV-5:  Wheelchair Lift Failures Recorded by Control Center: January – July 2001

	District
	Jan.
	Feb.
	Mar.
	Apr.
	May
	Jun.
	Jul.
	Total
	# Accessible Buses
	# Lift Failures per 

Accessible Bus

	Allegheny 
	4
	2
	5
	13
	10
	3
	13
	50
	106
	0.5

	Callowhill 
	52
	47
	33
	64
	51
	44
	65
	356
	174
	2.0

	Comly 
	6
	10
	6
	8
	7
	3
	7
	47
	87
	0.5

	Frankford 
	5
	8
	19
	17
	17
	17
	7
	90
	67
	1.3

	Midvale 
	31
	58
	50
	69
	65
	44
	45
	362
	208
	1.7

	Southern 
	8
	11
	20
	23
	16
	17
	23
	118
	100
	1.2

	Frontier 
	1
	1
	3
	3
	4
	7
	6
	25
	73
	0.3

	Victory 
	0
	4
	5
	8
	13
	5
	9
	44
	72
	0.6

	    Total
	107
	141
	141
	205
	183
	140
	175
	1,092
	887
	1.2


Maintenance Practices

After observing morning pullouts, the assessment team met with maintenance and transportation personnel to review their record keeping and maintenance procedures.  The review included an analysis of Vehicle Condition Reports, CDL Check Lists, Hold Sheets, and other maintenance records with the intent of tracking how defects are reported and repaired through the maintenance system.  

Preventive Maintenance

Table IV-6 shows the results of a PM report generated using VMIS.  The table shows the variation in PM inspection frequencies performed at each district, ranging from 0 at Frankford, Frontier, and Victory, to 7.1 per accessible bus at Comly.  When queried about the apparent variation in maintenance practices, maintenance managers pointed out that it is possible that not all PM inspections were properly recorded in VMIS either because the mechanic did not enter the information or because the lift PM was done in conjunction with another full inspection and may not be properly recorded.  Even so, maintenance personnel confirmed that it has been a challenge, given current resource availability, to perform PM lift work according to schedule. 

Table IV-6: VMSI Wheelchair Lift Preventive Maintenance Inspections

January 1 – August 1, 2001

	District/Garage
	# Accessible Buses
	# Reported PM Inspections
	# Of PM Inspections

Per Accessible Bus

	Allegheny
	106
	247
	2.3

	Callowhill
	174
	86
	1.5

	Comly
	87
	615
	7.1

	Frankford
	67
	0
	0

	Midvale
	208
	206
	1.0

	Southern
	100
	204
	2.0

	Frontier
	73
	0
	0

	Victory
	72
	0
	0

	Source: VMIS Report.


Lift Failures: VCRs and CDL Check Lists, Hold Sheets

At each district, the assessment team reviewed a sample of VCRs, CDLs, and Hold Sheets to determine whether it appeared that SEPTA’s drivers were completing the forms as required.  Again, there was variation by garage.  Copies of these forms may be found in Attachment J.  

CDL Check Lists - According to the Transportation Department managers, it is required that CDL Check Lists be kept to ensure that drivers comply with pre-trip inspection requirements associated with their commercial driver’s licenses.  These records are usually filed in the Transportation Department office.  It is interesting to note that the CDL Check Lists include a place to mark if the PA system and lift/securement devices are defective.  In the assessment team’s review of several days of CDL Check Lists at each district visited, these items were almost never checked, which is inconsistent with the findings described earlier in this section.  This suggests that drivers may not be checking the PA system and lift/securement devices on a daily basis or that the drivers may be relying on in-service failures for reporting using the VCRs.

VCRs - The Operator’s Vehicle Condition Reports (VCRs) are used by maintenance to track needed repairs and are used both during pre-trip inspections and while in-service to document vehicle problems.  They are to be turned in when the bus returns to the garage or if the bus is taken out of service because of an in-service failure.  The assessment team reviewed several sample days of VCRs at each garage to determine whether they were being completed and whether the noted defect resulted in work order and repair documentation.  They also were used to track whether buses were taken out of service as required and put on the Hold status.

Several approaches were used to determine whether SEPTA was reporting and repairing lift failures in a timely fashion.  First, VCRs were scanned for defective lifts.  A notation was made of the vehicle number, date of the failure, and nature of the failure.  After identifying a sample of about 100 vehicles with lift failures reported on the VCRs, those vehicle repair histories were reviewed using VMIS.  The repair histories indicate the nature and timing of the lift repair.  The team also reviewed any dispatch logs available to see whether it appeared the vehicles were used in-service when they were supposed to be on Hold until the repair was made.  

A second set of reported lift failures were drawn from the wheelchair lift failure (trouble calls) log kept by the Control Center.  Trip histories for these vehicles also were reviewed to determine whether repairs were made in a timely fashion and whether vehicles were returned to service only after the repair was made.

Although limited in scope, this analysis yielded a few interesting insights.

· Not all VCRs are being turned in on a daily basis.  For example, at Midvale, only 158 of 227 VCRs were turned in for the sample day reviewed.  

· At Midvale, on August 14, 2001, two wheelchair lift defects were noted on the VCRs.  One bus was repaired the next day and the other was repaired two days later.  That same day Callowhill had one lift failure reported on the VCR and it was repaired the same day.

· A review of Control Center lift failure trouble reports indicated that between July 1, and August 14, 2001, there were about 46 wheelchair lift (WCL) failures logged for Midvale.  Another 60 lift failures were documented on faxes sent by the Control Center to Midvale, and most of those were not found on the computer generated lift failure reports.  Similarly, at Callowhill, 62 WCL failures were documented on the Control Center daily summary logs and another 20 transmitted via fax.  Again, there were few duplicates.  A review of vehicle histories indicated that most of the failures cited on the faxed reports were dealt with promptly.  

· It is worth noting that at Callowhill, most of the lift repairs appear to be generated from in-service failures rather than the VCRs.  For example, on August 14, there was one VCR reported lift defect and 2 in-service failures reported by the Control Center.  Similarly, on August 8, 2001, there were two VCR reported lift failures and 2 in-service failures reported by the Control Center.  One bus was reported both on the VCR and through the Control Center, although it is not known whether it went into passenger service with a defect, or the defect was recorded on the VCR at the same time the failure was reported to the Control Center.  At the same time, in most cases the failure was not listed on both the VCR and Control Center list as would be expected.

· At Frontier it was also noted that the Control Center typically calls to report lift failures and does not fax or send daily summaries.  This makes it difficult to analyze whether lift failures are reported and addressed promptly.  

· Another observation at Frontier was that because none of the routes were designated as accessible at the time of the assessment, and all service is provided on an on-call basis, buses do appear to be put in service with dysfunctional lifts.  This practice appears to conflict with the written policies.  If an accessible bus is in service, it is required to have a functioning lift.  And, since so many of the buses are accessible, passengers have become accustomed to seeing accessible buses and assume the lift will be working if it is in service.

· It was also noted that there were many “radio not working” notations on the VCRs, which makes it difficult for drivers to contact the Control Center in the event of a lift failure or other emergency.  For example, on August 14, 2001, there were 12 radios reported to be non-functioning at Midvale.  The assessment team did not review vehicle histories to determine whether the radios were repaired promptly and whether the buses were put into service with malfunctioning radios.

Hold sheets - Hold sheets are used to document needed repairs when there is a lift failure (the Hold sheet is used for other maintenance issues as well).  The Hold sheet is placed in the windshield and the mechanics are supposed to remove the hold sheet and enter the information into the computer.  The Hold sheet is only one-third of a sheet of paper and includes a few basic categories (dirty, brakes, lights, fare box, doors, other) and a place for the vehicle number.  There is no date line, nor is there a category for wheelchair/securement defects.  

Any bus that has a Hold sheet is supposed to remain out of service until the defective lift is repaired.  In September 2000, in response to concerns that Hold sheets were not being generated when lift failures were reported to Control Center dispatchers, SEPTA Bus Operations Administration begun generating a monthly “Wheelchair Lift Compliance Sampling Report.”  The purpose of the report is to assess whether a Hold Sheet has been properly generated when a lift-failure has been radioed into the Control Center.  The report is based on a random sample of lift failures from the Control Center’s daily report.  Then they determined whether the problem was mechanical or transportation-related, and indicated whether a Hold sheet was generated and forwarded to the district.  Standard procedures require that the district put a bus on hold every time it is reported with a wheelchair (WCL) failure.   

Table IV-7 shows a sample report based on this analysis.  The report was started in September 2000.  As can be seen from the table, compliance was relatively low at that time.  Although the table shows that the trend has been to greatly improve compliance with this reporting requirement, it does not indicate what happened after the Hold sheet was generated.  In other words, was the bus repaired promptly or was it returned to service without the repair?

Table IV-7: Wheelchair Lift Compliance Sampling Report
	
	9/00
	10/00
	11/00
	12/00
	1/01
	2/01
	3/01

	Hold Sheet Filed
	42%
	63%
	70%
	76%
	100%
	100%
	98%

	Source: SEPTA Bus Operations Administration.


Vehicle Inspections

One of the assessment team members completed an ADA Bus and Van Specifications Checklist for each of the buses that was purchased after the DOT ADA regulations took effect.  Four vehicles were assessed: 

· 2000
Neoplan Articulated
Vehicle #7223

60’ bus

· 1996
NABI


Vehicle #5190

40’ bus

· 2001
El Dorado 

Vehicle #4525

30’ bus

· 1998
Ford Phoenix

Vehicle #2049

25’ bus

A copy of the checklist is found in Attachment K.  The following deficiencies were noted for each type of bus.  The Italics indicate the ADA regulatory requirement, followed by the findings.

2000 Neoplan

1. “The securement system shall … have a clear floor area of 30 inches wide by 48 inches.  Such space shall adjoin and may overlap an access path.  Not more than 6 inches of the required clear floor space may be accommodated for foot rests under another seat provided there is a minimum of 9 inches from the floor to the lowest part of the seat overhanging the space.  Securement areas may have fold-down seats to accommodate other passengers when a wheelchair or mobility aid is not occupying the area, provided the seats, when folded up, do not obstruct the clear floor space required.”  (49 CFR ss 38.23 (d)(2))

The clear floor space was measured to be 30 inches by 43 inches.  The front of the securement retractors are too low with only 6.5 inches of clearance.  If the retractors were located at 9 inches, there would be exactly 48 inches of clear floor space.

2. “Each vehicle shall contain sign(s) which indicate that seats in the front of the vehicle are priority seats for persons with disabilities, ……At least one set of forward-facing seats shall be so designated.”  (49 CFR ss 38.27 (a))

The priority seating faces the aisle.

1996 NABI

1. “(a) Each vehicle shall contain sign(s) which indicate that seats in the front of the vehicle are priority seats for persons with disabilities, ……At least one set of forward-facing seats shall be so designated.

(b) Each securement location shall have a sign designating it as such”  

(49 CFR ss 38.27) 

Both signs are missing (not in stock according to a SEPTA mechanic).  The current sign, which is mounted below the window on the left side only, states: “Please yield these seats to seniors and those with special needs.”  The wording is not consistent with the regulatory requirement and should be replaced with a sign with revised wording.

2. “Each vehicle shall contain sign(s) which indicate that seats in the front of the vehicle are priority seats for persons with disabilities, ……At least one set of forward-facing seats shall be so designated.”  (49 CFR ss 38.27 (a))

The priority seating is aisle facing, and there is no sign.

2001 El Dorado

1. “The securement system shall … have a clear floor area of 30 inches wide by 48 inches.  Such space shall adjoin and may overlap an access path.  Not more than 6 inches of the required clear floor space may be accommodated for foot rests under another seat provided there is a minimum of 9 inches from the floor to the lowest part of the seat overhanging the space.  Securement areas may have fold-down seats to accommodate other passengers when a wheelchair or mobility aid is not occupying the area, provided the seats, when folded up, do not obstruct the clear floor space required.”  (49 CFR ss 38.23 (d)(2))

The rear wheelchair position has a clear floor space of 30 inches by 48 inches only if measured under the retractors.  Between the retractors, the clear floor space is 45 inches.  The front position meets the regulatory requirements.

“For vehicles in excess of 22 feet in length, the overhead clearance between the top of the door opening and the raised lift platform, or highest point of a ramp, shall be a minimum of 68 inches.”  (49 CFR ss 38.25 (c))

The height of the door is 66 inches to the bottom of the rubber sealer.  Without the sealer the opening height is 68 inches.

3. “Each vehicle shall contain sign(s) which indicate that seats in the front of the vehicle are priority seats for persons with disabilities, ……At least one set of forward-facing seats shall be so designated.”  (49 CFR ss 38.27 (a))

The only forward facing seats are in the back of the vehicle; there are aisle-facing seats along the sides of the vehicle.

4. “The vehicle doorways, including doorways in which lifts or ramps are installed, shall have outside light(s) which, when the door is open, provide at least 1 foot candle on the street surface for a distance of 3 feet perpendicular to all points on the bottom step tread outer edge.  Such lights shall be located below window level and shielded to protect the eyes of entering and exiting passengers.”  (49 CFR ss 38.21 (c))

There is neither lighting in the step well nor exterior lighting at the rear door.

1998 Ford Phoenix

1. “Each vehicle shall contain sign(s) which indicate that seats in the front of the vehicle are priority seats for persons with disabilities, ……At least one set of forward-facing seats shall be so designated.”  (49 CFR ss 38.27 (a))

The only forward facing seats are in the back of the vehicle; there are aisle-facing seats along the sides of the vehicle.

2. Where provided, the fare box should be located as far forward as practicable and shall not obstruct traffic in the vestibule, especially wheelchairs or mobility aids.”  

(49 CFR ss 38.33)

There are only 16 inches of horizontal clearance between the fare box and seats.

3. “(a) Where passengers may board or alight at multiple stops at their option, vehicles in excess of 22 feet in length shall provide controls adjacent to the securement for requesting stops and which alerts the driver that a mobility aid user wishes to disembark.  Such a system shall provide auditory and visual indications that the request has been made.

(b) Controls required by paragraph (a) of this section shall be mounted no higher than 48 inches and no lower than 15 inches above the floor, shall be operable with one hand and shall not require tight grasping, pinching, or twisting of the wrist.  The force required to activate controls shall be no greater than 5 lbf.”  (49 CFR ss 38.37)

There are no stop request controls.  SEPTA has been retrofitting these vehicles to install stop request controls that comply with the DOT ADA regulations.

Findings and Recommendations

Findings:

1. The assessment team rode with customers and found that 93% of the attempted boardings were successful.  A study conducted by Liberty Resources CIL found that 88% of their attempted lift boardings were successful during July 2001.

2. The assessment team observed that bus operators often used kneelers without having to be asked by customers.

3. SEPTA’s bus/trackless trolley fleet was 68% accessible at the time of the assessment.  With a delivery of 200 new low floor buses, that percentage will climb to 83%.

4. During the field visits to each garage, the assessment team observed the following:

· 84% of the lifts were working properly.  All of the lifts worked at Callowhill, but only 70% of the lifts at Frontier functioned properly.  Some of the lifts were very dirty, suggesting that they had not been cycled/used recently.

· 95% of the kneelers observed were working properly.  Kneelers were not assessed at Callowhill.

· 56% of the public address systems worked properly.  Most of those that did not work were missing the lapel microphone that drivers are supposed to carry with them.  PA systems were not assessed at Callowhill.

· 79% of the automated stop announcement systems observed were functioning.  Stop announcement systems were not observed at Callowhill.

· 90% of the securements observed were in place and functioning; however, cleanliness appeared to be a problem in some cases.

· 78% of the destination signs observed were working.

· 92% of the buses observed had properly affixed ISAs.

5. Four buses inspected to assess their compliance with the ADA were found to have deficiencies including missing signs, aisle-facing priority seating, inadequate space in the securement area, and low headroom at an accessible entrance door.  

6. Based on customer complaints and assessment team observations, drivers assigned to suburban districts do not appear to be as proficient in lift operation as their counterparts in the City.  This discrepancy may be a result of not using the lifts as frequently given the low customer use of the On-call bus program.  

7. Customers noted that some drivers do not call in lift failures, nor do they attempt to use the lift in the presence of the passenger. 

8. It appears that some drivers are under the impression that they do not have to use the lift on a route that is not designated as being accessible. 

9. Pre-trip inspections do not include lift cycling.  Drivers are expected to cycle the lift while in service.  Some drivers cycle lifts at the end of their morning peak service trips.  There is no supervisory control of lift cycling.  As a result, buses may be placed in service with minor, easily correctable problems with lifts.

10. Preventive maintenance for lifts appears to be occurring at a low frequency.  At some garages, no PMs of lift were recorded in the VMIS program between January and July 2001.  At other garages, the frequency of lift PMs per vehicle was reported at 7.1.

11. Failed lifts appear to be repaired in a timely way (typically within a day or two of the reported failure at the city districts) once the failure has been identified.  

12. SEPTA does not appear to maintain consistent, reliable records of lift failures.  It is unclear whether drivers comply with requirements for daily lift cycling and use of VCRs.  The VCRs and Control Center reports appear to be inconsistent.  This inconsistency makes it unclear whether the Wheelchair Lift Compliance Sampling Report described in the previous section includes all reported lift failures or just those that have been entered into the computer system (not including most faxes).  Additionally, mechanics do not appear to be consistently recording PM of lifts in the VMIS.

13. Deficiencies in compliance with the DOT ADA regulations were noted during inspections of four buses.  Deficiencies included limited clearances, non-compliant signs, seat locations, and stop request controls. 

14. Planned service changes in the fall of 2001 will add three accessible routes to the city complement.  In October 2001, the Frontier Division will begin operating nine accessible routes.  In February 2002, another 11 routes will be designated as accessible.  Of those, three will be city routes and eight will be suburban routes, operated out of Victory District.

Recommendations:

1. It is recommended that drivers be retrained in proper use of lifts and securement devices, particularly in suburban districts, and in procedures for addressing lifts that are not working.  

2. It is recommended that drivers be reminded that they are expected to provide service to persons with disabilities when they are driving a bus that is accessible whether or not the route is accessible.

3. It is recommended that lifts be cycled on a daily basis, preferably as part of the supervised pullout to ensure that lifts are functioning when they leave the garage.

4. It is recommended that securement devices be cleaned and properly maintained. 

5. It is recommended that preventative maintenance efforts be improved so that lifts are properly maintained according to manufacturer instructions.  

6. It is recommended that record-keeping practices be reviewed and improved.  VCRs and CDLs appear to be redundant and possibly could be combined.

7. It is recommended that procedures be reviewed and revised to assure that drivers are properly reporting lift failures, and that Control Center dispatchers are accurately recording them.

8. It is recommended that mechanics be retrained in the need to enter work orders in VMIS so that lift failures and preventive maintenance may be more easily tracked.

9. It is recommended that SEPTA make it a priority to improve lift reliability and maintenance practices in suburban districts to ensure that customers receive the same level of service access in those areas as they do in the City.

10. It is recommended that SEPTA work with the bus manufacturers to correct the defects noted for the new buses purchased since the ADA was passed.   

11. It is recommended that PA systems be repaired for use when making stop announcements on vehicles that are not equipped with automated stop announcements.

12. It is recommended that destination signs be upgraded along with installation of the automated stop announcement system.

Attachment A

SEPTA Response

Attachment B

On-site Assessment Schedule

Philadelphia Lift Reliability & Maintenance Review

August 20-24, 2001
	Reviewer
	Monday
	Tuesday
	Wednesday
	Thursday
	Friday

	Mathias

Team Leader

(Arrive Sunday)
	AM – ride system

3:30 PM – Opening Conference 


	Early AM – Midvale Garage 

Lift reliability & maintenance

PM – Interviews
	Early AM – Callowhill Garage 

Lift reliability & maintenance
	Early AM – Frontier Garage

 Lift reliability & maintenance

PM – ride system
	AM – prepare for exit conference, follow up on details

1 PM - Exit

	Thatcher
	AM – ride system

3:30 PM – Opening Conference


	Early AM – Midvale Garage 

Lift reliability & maintenance

PM – Interviews
	Early AM – Callowhill Garage

Lift reliability & maintenance
	Early AM – Frontier Garage

 Lift reliability & maintenance

PM – ride system
	AM – prepare for exit conference, follow up on details

1 PM – Exit

	Barber


	AM – arrive/ride system

PM – ride system
	All Day – ride system*


	Early AM – Southern Garage

Lift reliability & maintenance

PM – ride system*
	All Day – ride system


	AM – prepare for exit conference, follow up on details

1 PM – Exit

	Regan


	AM – arrive/ride system

PM – ride system
	All Day – ride system*


	Early AM – Southern Garage

Lift reliability & maintenance
	All Day – ride system*


	AM – prepare for exit conference, follow up on details

1 PM – Exit 


Attachment C

Training Bulletins

Attachment D

Policies and Notices: 

Stop Announcements

& Route Identification

Attachment E

Quality Control 

Monitoring Form

Attachment F

Assessment Review Forms

On-Board Fixed Route Stop Announcements Assessment Form

Transit System Name:  SEPTA - Philadelphia



Date: ___________________

Route #/Line Name: _______________________________________
Bus or Car #_____________

	Boarded at:
	
	Disembarked at:
	

	Location:
	___________________
	Location:
	____________________

	Time:
	___________________
	Time:
	____________________

	Direction:
	___________________
	Announcements 
	Page ___ or _____

	Indicate below the stops that should be announced (transfer points, destination points, major destinations).

Source: ____________________________________ (Bulletin requires all in CBD, plus signs as marked.)
	On-Board Announcement Made?
	
	External I.D. Announcement

Made?

	
	Y
	N
	
	Y
	N
	NA

	__________________________________________
	____
	____
	
	____
	____
	____

	__________________________________________
	____
	____
	
	____
	____
	____

	__________________________________________
	____
	____
	
	____
	____
	____

	__________________________________________
	____
	____
	
	____
	____
	____

	__________________________________________
	____
	____
	
	____
	____
	____

	__________________________________________
	____
	____
	
	____
	____
	____

	__________________________________________
	____
	____
	
	____
	____
	____

	__________________________________________
	____
	____
	
	___
	____
	____

	__________________________________________
	____
	____
	
	____
	____
	____

	__________________________________________
	____
	____
	
	____
	____
	____

	__________________________________________
	____
	____
	
	____
	____
	____

	__________________________________________
	____
	____
	
	____
	____
	____

	__________________________________________
	____
	____
	
	____
	____
	____

	__________________________________________
	____
	____
	
	____
	____
	____

	__________________________________________
	____
	____
	
	____
	____
	____


NOTE:  If announcements are made, indicate whether they were made using automated system, with the PA system, or by voice:

_____AUTO  
 _____PA
 _____VOICE
_____N/A

Announcements Clear/Audible?
 
  
_____Yes
_____No     
 _____Sometimes

Were other stops/locations called?  
  
_____Yes 
_____No


Did anyone use a wheelchair lift to board?
_____Yes
_____No (complete reverse)

Did anyone use a kneeler to board?

_____Yes
_____No (complete reverse)

Notes:  ___________________________________________________________________________

________________________________________________________________________________ Signature and Name: _________________________________________________(rev. 08/15/01)
Consumer Assessment Form

Boarding Location:________________________________________Time:__________am/pm

Alighting Location:________________________________________Time:__________am/pm

Check applicable:   _____ power wc     _____manual wc     _____standee on lift     _____kneeler

Check one:
_____Consumer Ride-Along 
OR
_____in-service Observation

	Path of Access
	Y
	N
	N/A
	Comments

	1.
	Did the stop and the path of travel to the stop appear to be accessible?
	___
	___
	___
	_____________________

	Boarding the Bus
	 
	
	
	 

	1.
	Is the International Symbol of Accessibility displayed near the door of the bus?
	___
	___
	___
	_____________________

	2.
	Did the driver stop for the passenger?
	___
	___
	___
	_____________________

	
	If so, did he stop with easy access for boarding?
	___
	___
	___
	_____________________

	3.
	Are there illuminated destination signs on both the front and side of the bus?
	___
	___
	___
	_____________________

	4.
	Did the lift work properly?

	___
	___
	___
	_____________________

	
	If not, did driver appear to call dispatch?

	___
	___
	___
	_____________________

	
	If not, did the driver tell the passenger when & how they would be transported?
	___
	___
	___
	_____________________

	Securing the Mobility Aid
	 
	 
	
	 

	1
	Does the stop request device appear to be located within easy reach from the floor)?
	___
	___
	___
	_____________________

	2.
	Did the device provide both auditory and visual indication of the stop request?
	___
	___
	___
	_____________________

	3.
	Is there a sign requesting passengers to vacate the securement area upon request?
	___
	___
	___
	_____________________

	4.
	If needed, did the driver request a passenger to vacate the securement area?
	___
	___
	___
	_____________________

	5.
	Did the driver assist in securing the wheelchair?
	___
	___
	___
	_____________________

	6
	Did the wheelchair appear to be properly secured. 
	___
	___
	___
	_____________________

	Alighting from the Bus
	
	 
	 
	 

	1.
	Did driver stop with easy access for alighting?
	___
	___
	___
	_____________________

	2.
	Did the lift work properly?
	___
	___
	___
	_____________________

	
	If not, did the driver deploy the lift using emergency operation?
	___
	___
	___
	_____________________

	3.
	Was the driver professional and courteous?
	___
	___
	___
	_____________________

	Path of Egress
	
	
	
	

	1.
	Did the stop and path of travel from the stop appear to be accessible?
	___
	___
	___
	_____________________

	
	
	
	
	
	


Notes:

Vehicle/Passenger Identification Assessment Form

Transit System Name: SEPTA – Philadelphia
 
Date: ______________________                     

Stop/Station Location: _________________________________________________________ 

Record of External Announcements or Other Method of Vehicle/Passenger Identification   (Page _____ of _____ ):

· Route or Line #: ____________________________________ Bus or Car #: ___________

Time: ________________________ Vehicle/Run Announcement:      ( YES         ( NO

Announcement: “_________________________________________________________”

· Route or Line #: ____________________________________ Bus or Car #: ___________

Time: ________________________ Vehicle/Run Announcement:      ( YES         ( NO

Announcement:    “________________________________________________________”

· Route or Line #: ____________________________________ Bus or Car #: ___________

Time: ________________________ Vehicle/Run Announcement:      ( YES         ( NO

Announcement: “_________________________________________________________”

· Route or Line #: ____________________________________ Bus or Car #: ___________

Time: ________________________ Vehicle/Run Announcement:      ( YES         ( NO

Announcement: “_________________________________________________________”

· Route or Line #: ____________________________________ Bus or Car #: ___________

Time: ________________________ Vehicle/Run Announcement:      ( YES         ( NO

Announcement: “_________________________________________________________”

· Route or Line #: ____________________________________ Bus or Car #: ___________

Time: ________________________ Vehicle/Run Announcement:      ( YES         ( NO

Announcement: “_________________________________________________________”

· Route or Line #: ____________________________________ Bus or Car #: ___________

Time: ________________________ Vehicle/Run Announcement:      ( YES         ( NO

Announcement: “_________________________________________________________”

Notes:_______________________________________________________________________ _________________________________________________________________________

Signature and Name: ________________________________________________ (rev: 8/14/01)

 Bus #:____________


Route #:__________  


Record of Lift Cycling /Working Condition of Lifts and Access Features

Transit Agency: SEPTA - Philadelphia                  Garage Location:_________________________ 

Date:_______________
Time:________________
Page _____ of ______

Lift Cycled By (circle one):  Driver  /  Mechanic  /  Starter 

Lift/Ramp Worked?  
 Yes    No   



Kneeler Worked?  
 Yes    No   

PA Worked?  

 Yes    No


Securements appeared to be functional?   Yes    No   And, clean and in good repair?   Yes    No   

Operator Familiarity with Equipment:
_____________________________________________________

Comments______________________________________________________________________________

Interview of Drivers/Operators

1. Describe the agency’s policy regarding lift cycling

2. Describe the training they received in operating lifts, securement systems, and other access features

3. Describe what they do if a lift malfunctions when being cycled

4. Describe what they do if a lift malfunctions in service

Reviewer Name and Signature:________________________________________________      (rev. 08/15/01)

Fixed Route Driver Interview Form

Agency: __________________________________________________________________________

Employee Name: __________________________________________________________________

Place and Date of Interview: _________________________________________________________

Reviewer:________________________________________________________________________

1. If you are assigned to a wheelchair lift equipped bus, do you test/cycle the lifts?  If so, when is this done?

2. If the lift doesn’t work properly when you cycle it, what do you do?

3. If you are driving a bus that has a broken lift and you see a person using a wheelchair waiting at a stop, what do you do?

4. If the lift malfunctions when you attempt to board a rider while in service, what do you do?

5. What do you do if a person with a disability gets on the bus and asks for priority seating but the priority seats in the front are taken?

6. If someone using a three-wheeled “scooter” gets on the lift bus and the securement system on the bus is not able to fully secure the scooter, what do you do?

7. When do you do on-board stop announcements?

Do you use the PA system when making on-board stop announcements?

Do you have all the information and equipment (lists, PA, etc.) you need to be able to make on-board announcements?  Is there anything that would help?

Are there other issues about making on-board stop announcements?

8. Do you identify the bus and route when pulling up to stops?  When?

Do you have everything you need to be able to make external announcements?

Are there any issues about making these external announcements?

9. What do you do if a rider who is using a wheelchair refuses to let you tie down the wheelchair?

10. What do you do if you start to put a seat belt on a rider who is using a wheelchair and they refuse to wear the seat belt?

11. What would you do if you were boarding a rider who uses a wheelchair and the rider wants to bring a dog on-board and says the dog is a service animal (but the dog doesn’t have a cape or harness)?

12. What would you do if a person was boarding the bus carrying an oxygen bottle and has a breathing mask?

Attachment G

Liberty Resources

Wheelchair Observation Summary

July 2001

Attachment H

Lift Bus Service 

& Fleet Distribution Information

Attachment I

Policies & Notices: 

Lift Use & Wheelchair Securement

Attachment J

Sample Maintenance Forms & Reports

Attachment K

Bus and Van Specifications Checklist

� An assessment of SEPTA’s ADA Complementary Paratransit service was conducted in 2000.  


� The City of Philadelphia coincides with Philadelphia County.






