May 8, 2002

Mr. Michael A. Winter

Director, Office of Civil Rights

U.S. Department of Transportation

Federal Transit Administration

400 Seventh St., S.W.

Washington, D.C.  20590

RE:
CTA ADA Complementary Paratransit Quarterly Report

Dear Mr. Winter:

Enclosed is the Chicago Transit Authority’s (CTA) ADA Complementary Paratransit Quarterly Report for the first quarter of 2002, as requested in your March 2002 letter.  The report summarizes CTA activities in four areas:

A.     Corrective Actions Regarding Reservation Process and Telephone Capacity

B.     Corrective Actions Regarding Service Capacity and Trip Denials

C.     Corrective Actions Regarding On-time Performance

D.     Corrective Actions Regarding Travel Time

As your letter notes, a number of the activities to improve paratransit services were begun some time ago and are continuing.  On-time performance has been at or above 90 percent for the last two quarters.  Travel time adherence to the 90-minute standard has been above 97 percent for suburban trips and above 98 percent for city trips for the same period.  This performance compares favorably to the travel times experienced on the mainline system in the CTA’s large service area.  In the remaining categories, in addition to increasing its budget substantially, the CTA has initiated pilot projects to test further models for meeting demand and is undertaking discussions to amend the contractual terms with its service providers to finalize corrective actions regarding reservation processes and service capacity.

If you have questions or need additional information, please contact Richard Winston, Executive Vice President, at 312.664.7200 x6700.

Sincerely,

Frank Kruesi

CTA ADA Complementary Paratransit Assessment Quarterly Report

Date:  May 7, 2002
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	A.

A(1)


	Reservations & Telephone Capacity

Finding:  Severe capacity constraints in calling to reserve trips.

Corrective Actions:

Measure and analyze the telephone capacity to measure the extent of busy signals received by customers.  Establish sampling techniques to properly document the incidence of busy signals.

Require monthly reports from carriers on telephone hold times.

Possibly implement a limit on the number of trip reservations that can be made per telephone call.

Reporting Requirements:

With each quarterly progress report, provide a summary of key telephone service performance data for reservations, dispatch and customer service.

Please describe any changes made to CTA’s reservations policy.
	Ongoing

03/01/01

06/01/01
	Ongoing

03/01/01

06/01/01
	To alleviate busy signals experienced by customers,  Carriers increased their total available telephone lines by 45% or from 53 to 77 lines in 2001.  The CTA also regularly monitors recorded busy signals received by customers calling the toll-free reservation number.  However, it is recognized as an imperfect system for estimating demand since call purpose and multiple attempts are unknown.  It is anticipated that a CTA/RTA joint survey of customers referenced in Attachment #5 will further address this issue.    

Completed

This option was researched to minimize callers who reserve more trips than actually taken.  A schedule limitation proposal of two/four trips to be scheduled per phone call was presented to the ADA Advisory Committee in late 2000 who expressed concern about the difficulty of making multiple calls.  This option is still under consideration because of the efficiencies that may result from fewer trip cancellations.  

All calls for reservations, dispatch and customer service are recorded on the attached report.

(Attachment #1)

Each carrier was required to provide a separate telephone line specifically for customers’ trip inquiries and cancellations.  These phones were placed into service on 6/1/01.
	Contact Person for all items is:

Richard Winston

312-664-7200

ext. 6700

	A (2)
	Finding:  CTA has no set standards for telephone performance.

Corrective Action:  Establish and maintain performance standards for telephone availability in carriers’ contracts.

Reporting Requirement:  Notify FTA of the standards, and incentives or disincentives for contractors to meet the standards.
	3/1/01
	3/1/01
	Peer agencies were researched and preliminary information was obtained.  A CTA standard for an average hold time of 2:30 minutes was established on 3/01/01.  This standard is consistent with those of our peers and other service agencies.

CTA’s 2:30 minute hold time standard is the starting point for additional performance measures that carriers must meet; some of those standards will require negotiation of additional terms or development of new contracts.
	

	A (3)
	Finding:  CTA limits the hours in which reservations can be made.

Additional Corrective actions:

Please correct this deficiency and provide documentation of the correction.  The information disseminated to the public regarding reservation hours also should be corrected.


	
	
	An Action Plan to successfully correct this deficiency and to provide additional trips is attached.  Once implemented, revised information will be disseminated via a revised Special Services Customer’s Guide and the Paratransit quarterly newsletter.

(Attachment #2)


	

	B.

B (1)
	Service Capacity and Trip Denials

Finding:  ADA Complementary Paratransit trips were limited to 4100 trips per day at the time of the assessment.  Budgets for the past three years did not contain increases commensurate with recorded denial levels.

Corrective Actions:

(  Immediately increase the FY 2001 budget for ADA Complementary Paratransit trips by 9% ($2.5 million)

Reporting Requirement:  Provide a copy of CTA’s original and revised FY 2001 & 2002 budgets for ADA Complementary Paratransit service.

(  Revise the estimate of unmet demand and analyze proposed budget increase to ensure that it is sufficient to meet the projected demand.

Reporting Requirement:  With each quarterly progress report, provide daily summaries of the number of trips requested and the number scheduled for the most recent reporting period.  These statistics should include in a separate column those trips assigned to the Taxi Access Program (TAP).  Please provide summaries and/or explanations for requested trips that were not scheduled.  Please include in these summaries the number of trips denied, including trips negotiated outside of the one-hour window before or after the individual’s desired departure time.

(  The CTA Planning and Paratransit Departments will work together to improve demand forecasts based on revised eligibility process, customer surveys, demand analysis of other transit systems and a detailed examination of the patterns of use by CTA riders.

Reporting Requirement:  Please provide a copy of a report generated from this exercise.
	01/01/01


	01/01/01


	Completed.  In 2001, the CTA created a mechanism to increase the budgeted amounts for paratransit TAP should demand projections prove to be too low or should the mix of TAP trips and Special Services tilt toward greater use of the more expensive (Special Services) service.  The 2001 budget was subsequently increased by an additional $2.5 

million over initial budget to meet increased demand.

In the 2002, the overall CTA budget increased by 5.2% over the 2001 budget.  In comparison, the 2002 Paratransit budget was increased by 12.6% over 2001 budget.

(Attachment #3A-B)
An Action Plan to provide additional trips is included as Attachment #2

(Attachments #4A-C)

(Attachment #5)
	

	B (2)
	Finding:  Available denial rate information provided an incomplete picture of capacity constraints.  Limited telephone service, inaccurate recording of capacity denials & public awareness that reservations were generally not available after 9:00 a.m. contributed to the appearance of a deflated level of demand.

Reporting Requirement:  Describe how CTA records trip denials.  In this explanation, please describe how CTA would record a trip scheduled outside of the allowable window.  In addition, please describe how CTA would record a request for a round trip when only one leg of the trip could be provided and the rider refused that one trip segment.

Additional Corrective Actions Proposed by CTA to Improve Service Capacity and Reduce Trip Denials:

(  Expand the TAP to increase service capacity, reduce cost per trip and provide greater flexibility to customers by implementing the following actions:

· Increase the TAP voucher amount to encourage ridership.

· Prepare an advertising initiative for the TAP program.

· Increase the number of drivers who participate in the TAP program.

· Make use of the enhanced accessible taxicab fleet.

· Initiate a pilot program for dialysis patients.

· Continue dialog with taxicab companies about increasing service to underserved communities.

· Conduct a customer survey seeking input.

· Initiate user training.

· Include livery vehicles in the TAP program; and,

· Develop pilot program to provide feeder service by livery.

(  Purchase and install new scheduling software.

(  Continue to work on ways to make the fixed route system more user friendly for riders with disabilities.

Reporting Requirement:  Provide a progress report on the proposed actions listed above.

(  Revise cancellation policy to reduce the number of no-shows and cancellations.

Reporting Requirement:  Provide a copy of the revised policy.
	12/1/2000

4/1/2001 through 9/1/2001

3/1/2001

3/1/2001

1/1/02002

Ongoing

Ongoing

Ongoing

10 months after Award

01/01/01

01/01/01
	1/1/2001

9/1/2001

3/1/2001

12/1/2000

2/1/2002

Ongoing

Ongoing

Ongoing

10 months after Award

03/01/01

03/01/01


	Trip denials are recorded using the following formula:  Trips denied equals Total Calls Denied multiplied by 2, minus an estimated number of trips provided by TAP to the customers who were denied.

The current manual reservation system does not allow for trip negotiation.  The CTA Board will consider award of a contract by July 2002 for an automated reservation, scheduling and dispatching system that will provide for trip negotiation.  CTA policy does not allow for customers to be stranded by providing only one leg of a trip.  All trips are therefore reserved as round trip unless otherwise requested.
In addition to the points noted below, flexibility of use was extended to our customers by allowing the purchase of TAP vouchers by mail and lengthening the voucher expiration period from 3 to 6 months.  Both went into effect on 1/1/2001.

Completed.  Increased face value by 20% (from $10.00 to $12.00).

Completed.  The TAP marketing plan included:

February, 2001 – A revised TAP brochure.

April, 2001 – A direct mailing to all current Paratransit customers of a revised Paratransit Newsletter highlighting the recent improvements to the TAP program.

April, 2001 – A TAP promotional message went live to customers calling the CTA’s toll-free Special Services reservation telephone number.

June, 2001 – Introductory Offer of 2 TAP vouchers extended to approximately 3000 Special Services customers for use throughout the month of August, 2001.

Completed.  The CTA worked successfully with the City of Chicago to amend the taxicab ordinance to include mandatory TAP participation by all city taxi drivers.  This action increased manpower and vehicle resources to include approximately 6,000 taxicabs and 17,000 cab drivers with a daily obligation to serve underserved communities.

A centralized dispatch for wheelchair accessible taxis, currently operated by Flash Cab Company, began service on 12/1/2000.  Approximately 43 accessible vehicles currently participate, with an anticipated growth of an additional 50 more by the end of 2002. 

Mobility Direct, a 6 month pilot program offering a taxi “voucherless” subscription service, began 2/1/02.  The pilot was expanded to include additional trip purposes.

The City’s taxicab ordinance makes it mandatory for taxis to service  “underserved” populations, including paratransit eligible customers.  The CTA continues to meet quarterly with taxicab principals to discuss solutions to obstacles in meeting this mandate.   With the City’s enforcement of this ordinance, the number of complaints to the CTA has declined.

Two focus groups were conducted on 12/13 & 12/14/00 to elicit feedback from customers to improve mainline and TAP service.  In addition, two more focus groups to identify potential interest in the Mobility Direct program were conducted in January 2002.  In response to the focus groups, a toll-free emergency telephone number and an elevator status line were established. 

Travel Training, a program that teaches persons with disabilities how to use fixed route transit is available through the RTA. Personalized training for the Mobility Direct/TAP program is provided by the CTA where needed and/or requested.

The CTA completed its analysis.  Expansion of TAP to the Mobility Direct program was substituted for a pilot program using livery operators.  With the expansion of the TAP program to all taxi drivers, taxi demand can be met without the inclusion of livery vehicles.  CTA has discussed options with livery operators, but currently is concentrating on optimizing the TAP program with taxis.  Livery operators currently are not required by city ordinance to be accessible.

The CTA Board will consider award of a contract by July 2002, and anticipates a 10 month development and installation process.

· Travel Training that may include a buddy system continues to be used.

· The “Get a Lift Out of Life” brochure, released in January 2002, focuses on customers’ use of CTA’s accessible buses and trains.

· Currently 80% of bus routes and 92% of buses are accessible.

· Target date established as end of year 2003 for a 100% accessible bus fleet.  As of March 2002, 64 rail stations of 144 (44%) are fully accessible.  Only 2 of CTA’s key stations are not yet accessible.  The CTA remains on schedule to meet its obligations under a Voluntary Compliance Agreement.

Progress is noted above by line item.

The CTA’s ADA Advisory Committee provided input in implementing changes.  Amendments to cancellation procedure include issuance of 1st incident letters and no-show door knob hangers.  The positive impact of this revised process is reflected in a decrease of no-shows and late cancellation incidents from 2.5% in 1st quarter 2001 to 1.8% in 1st quarter 2002.

The Non-subscription No- Show/late Cancellation Policy was revised to include 1st incident letter process.

(Attachment #6)
	

	C.

C (1)

C (2)
	On-Time Performance

Finding: In the first 4 months of 2000, on-time performance was 87.7%.

Corrective Actions:

Purchase and implement a new scheduling system to improve routing capabilities, increase scheduling efficiency, improve on-time performance and reduce in-vehicle time.

Reporting Requirement:  Provide a copy of CTA’s on-time performance summaries, including early pick-ups and missed trips for the most recent calendar quarter with each quarterly progress report.

Finding:  At 2 of the 3 providers, on-time performance is significantly worse for non-ambulatory riders than for ambulatory riders.

Corrective Actions:

Require carriers to provide additional information about late pickups for comparison of trips between ambulatory and non-ambulatory passengers.  Implement appropriate incentive and penalty provisions.

Reporting Requirement:

Please report any results in this area.
	10 months after Award

Ongoing


	10 months after Award

Ongoing
	In addition to the automated scheduling system, 2003 capital funds have been requested for an MDT/AVL system to further improve efficiencies.

(Attachment #7)

Carriers are assessed contractual bonuses and liquidated damages for exemplary on-time performance or late pick-ups.  In addition, this topic is reinforced at every monthly Carrier meeting.  On-time performance results for 1st Quarter, 2002 reflect a 4% increase in performance for non-ambulatory trips (to 88%), and a 5% increase in performance for ambulatory trips (to 91%).

(Attachment #7)


	

	D

D(1)


	Travel Time

Corrective Action:  Include information about long trips in regular performance reports.

Reporting Requirement:  Provide a copy of the performance reports for the previous calendar quarter with each quarterly progress report.
	8/1/2000
	8/1/2000
	Completed.

Because of the size of the CTA’s service area, some trips are as long as 50 miles in city traffic and thus inevitably may exceed 90 minutes in the vehicle, as also can occur on mainline trips.

(Attachment #8)
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Attachment 1

Carrier Telephone Performance Report

ALL CARRIERS AVERAGED







Jan-02
Feb-02
Mar-02

Calls received



  96033
  68753
  74439

Calls abandoned



    5637
    4912
    5494

Average hold time



1:42:00
2:11:00
2:06:00

Average abandoned time


1:15:00
1:29:00
2:25:00

Average talk time



0:53:00
0:49:00
0:49:00

Note:  Callers may call more than one carrier to schedule a trip.  The purpose for calls

that are abandoned may be to schedule, cancel or confirm trips.

























Attachment #2

Proposed Action Plan to Change the Service Options and Provide Additional Trips

The CTA is planning changes in a number of elements that work together to optimize trips available to customers with disabilities.  Based on our analysis, we believe we can provide sufficient additional trips to meet demand by following the steps outlined below:

1.) Fine-tune existing Paratransit Demand Estimate to include the overall mix of travel needs of Paratransit certified customers.

2.) Shift more subscription trips to the Mobility Direct Program.  Mobility Direct is an expansion of the CTA’s successful Taxi Access Program (TAP) that provides direct, non-stop transportation utilizing taxis.  Mobility Direct has been operating as a pilot program since February 1, 2002 to test the feasibility of a voucherless system.  Thus far, customer satisfaction has been very high.  The average cost for a Mobility Direct trip is $12.88, less than half the cost of a Special Services trip, currently averaging $25.65.   The pilot ends July 31, 2002.  We anticipate continuing the program and extending it to other taxi companies and additional customers.  An expected date for the expansion is August 2002.

3.) Install an automated scheduling system.  Automation of operations and administrative functions will improve productivity and generate substantial cost savings that can be utilized to provide additional trips.  The following benefits are expected:

· Reduced operating costs

· Enhanced coordination among Carriers

· Increased system capacity

· Service improvements (reduce complaints, late pickups, long trips)

· Minimized fraud with increased monitoring/auditing capability

This system will include a Geographical Information System (GIS) capable of reading from the CTA’s Bus Route and Rail Station files to display ADA-compliant service corridors and will indicate the various hours of service that apply.

It is expected that the CTA Board will consider award of a contract by July 2002.  A 10 month development and installation process is anticipated.

4.) Investigate Centralized Dispatching.  It is expected that the CTA will solicit bids in early summer 2002 for analysis of a centralized dispatch system that would facilitate referral of trips to cost-effective options.  Once a contract has been awarded, we anticipate a six month analysis period.

5.) Renegotiate Carrier Contract Terms to provide for referrals.  Recognizing that approximately 40% of trips requested fit the “TAP Profile” or traveling within the City of Chicago and less than 6 1/2 miles, it is cost effective for the maximum number of trips be provided by TAP (including Mobility Direct).  The pilot program will be completed July 31, 2002.  It is anticipated that the CTA will work with other taxi companies and the Special Services Carriers to change the mix of services by Fall 2002.

6.) Hours of Reservation.  In accordance with FTA/ADA regulations, the CTA is currently developing plans to accept requests for service during the hours in which our administrative offices are open.  These hours are from 8:00 a.m. to 4:30 p.m.  The CTA also plans to accept reservations during these hours on weekends and holidays.  As a part of the proposed changes to our reservations system, public participation will be conducted to obtain feedback from our customers.

The hours that CTA accepts reservations currently exceed the ADA requirement for normal business hours.  CTA is committed to changing the reservation hours to 8:00 a.m. to 4:30 p.m. (which are our normal business hours).  However, once we publicize these changes, we need to be able to accommodate the resulting increase in demand expected with the new focus on hours.  In order to accomplish this, we have to convert a higher percentage of rides to taxi service.  Currently 40% of all trips fit within the current Mobility Direct or TAP profile.  Conversion of these trips from Special Services to taxi could result in an additional 1,920 trips taken utilizing the same resources.  So based on that, the plan for effectuating the change is as follows:

A.
When the pilot program for Mobility Direct is concluded (July 31, 2002), CTA will

request that the Board make the program permanent.  Once the Board approves, we have to issue RFP’s in order to set the prices and to establish additional taxi affiliations as viable providers of the voucherless program.  Coupled with this implementation, all subscription trips that fit within the Mobility Direct profile would be directed to taxi service.  Provisions will also be made to utilize accessible taxis as part of the program.  At the same time we would change the official reservation hours.

B.
Secondly, shortly after this timeframe we would anticipate the installation of the new scheduling software which will permit us to direct trips in the most efficient manner.  This will allow us to convert the maximum number of trips to taxi service.  Currently we anticipate the software being installed by early 2003.  This would become effective once the public review process had been completed.
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Attachment #5

Estimating Paratransit Demand

In 2001 the CTA estimated paratransit trip denials at 3.8%, or 64,064 trips denied.  Taking into account the 16.7% estimated cancellation/no show rate, this would mean that 53,365 trips were not met during the year.

Some evidence suggests that there may be a pool of discouraged eligible customers who would increase their trip-requests as service levels improved.  Therefore, for estimating demand, using just the trip denial rate may understate the demand.  Hence, other techniques should be employed to obtain a firmer basis for estimating paratransit demand among CTA’s eligible paratransit customers.

To develop our demand estimate we based our methodology on the processes outlined in "Step 7: Develop Demand and Cost Estimates" within Chapter 7 of the ADA Paratransit Handbook.  Despite the Handbook's warning that predicting demand is "an inexact science at best" (page 7-26), we employed one of its recommended methods to estimate a potential range of latent demand in the CTA's service area.  This is the method used in the San Francisco Bay Area Regional Paratransit Plan that the Handbook references. 

The method used is based on the following calculation:

Annual Trips = Eligible Population x Trip-Making Rate (Trips/month) x 12 months
Eligible Population:  The eligible population is a number we can firmly determine for the past and present.  However, as the RTA has strengthened its recertification process over a four-year cycle, the number of eligible customers has decreased.  There were roughly over 37,500 eligible riders in 1999, and it has dropped to 32,118 currently (March, 2002).  Based on this rate of decline (roughly 200 per month), by the end of 2002 there could be only 30,300 eligible riders, and potentially only 27,900 in 2003.

Trip-Making Rate:  According to the Handbook, the trip-making rate has been estimated to range from 1.0 trips/month per eligible person in a system with very constrained supply to a "high" estimate of 4.4 trips/month for a system with more improved paratransit service.  The CTA's trip-making rate was 3.58 trips per passenger per month for the year 2001.  Presumably, as CTA’s paratransit budget allows for all demand to be met, CTA’s rate may move closer to the “high” rate.  On the other hand, this growth may be minimized since CTA’s mainline bus service is quickly becoming fully accessible, and the customers will have an accessible option to choose from.

Analysis: The chart on the following page displays the potential range of demand estimates, based on the interaction of these two variables.

Chicago Transit Authority

Planning Division

[image: image1.png]



Clearly, the estimated ranges can vary based on what we estimate these two factors to be.  Using the Handbook's "High" trip-making rate could represent a 23% level of unmet demand, based on today’s eligible customer pool.  On the other hand, if the RTA's certification process continues to impact the eligible pool of customers, the decrease in the number of eligible customers from that effect may be large enough to "absorb" potential unmet demand.  Furthermore, the increased level of accessibility on CTA’s mainline services should reduce the size of the community eligible for paratransit and their resultant demand for this service

Conclusion:  Based on CTA’s current trip denial rate as well as market demand estimates established through use of the FTA's ADA Paratransit Handbook, there is evidence of a potential unmet demand in CTA's paratransit system, but it is difficult to firmly pinpoint the exact level and degree.  To further complicate this analysis, changes in the RTA’s certification process and increased accessibility of CTA’s mainline services add other dimensions to measuring demand in the near future.  CTA will continue its research to further refine these estimates:

· Working closely with and monitoring the RTA's strengthened recertification process, as its effects will have clear impacts on paratransit demand.

· The CTA/RTA will jointly survey eligible paratransit and non-paratransit customers to better understand what are their needs and service mix.  This survey should reflect demand within the CTA's service area, versus our current estimates based upon the Handbook's data referenced from San Francisco.

· The implementation of an automated, geographically-based, reservation and dispatching system will have the added benefit of collecting large quantities of data about paratransit customers, their call patterns, trip patterns and overall transit needs.  A more precise understanding of the region's paratransit demand will then be available to the CTA's paratransit team when this data stream comes online.

[image: image5.emf]Various Estimates of Annual Paratransit Ridership
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Dec-02

30,300         1,299,951      -6% 1,599,840      16%

Dec-03

27,900         1,196,985      -13% 1,473,120      7%

*Change from 2001's Annual Paratransit Ridership

Current Trip-Making Rate "High" Trip-Making Rate


Attachment #6

Non-Subscription

No Show/Late Cancellation Policy
CTA’s Special Services policy regarding customer no shows and late cancellations is designed to minimize customers from canceling scheduled trips without sufficient notice, and improving chronic no-show and/or late cancellation records.  No-shows and late cancellations are costly, disrupt service and inconvenience other customers.

Paratransit Operations staff regularly reviews customer no-shows and late cancellations for abuse.

DEFINITIONS

Late Cancellation - a prescheduled trip which is canceled less than two (2) hours before the scheduled pick up time.

No-Show - any prescheduled trip where the customer does not board the vehicle within five (5) minutes of the vehicle’s arrival. The vehicle can arrive within thirty (30) minutes of the scheduled pick up time.

If a Special Services vehicle is more than 30 minutes late and the customer leaves before it arrives, the customer must call the Carrier to cancel the trip. 

WARNING AND SUSPENSION PROCESS
Customers may not accumulate more than six (6) incidents within a calendar month where they cancel a trip late or are considered a no show before progressive corrective action is taken.  The six incidents may include one or a combination of no show or late cancellations.


To minimize occurrences, reminder letters are mailed to customers immediately following a first incident of canceling a trip less than two hours before the scheduled pick-up time or a no-show.
On exceeding six (6) incidents, customers will receive one warning letter indicating the dates and times of the violations.   Subsequent occurrences within a rolling calendar year will warrant the following suspensions:

1st suspension

1 week

2nd suspension

2 weeks 

3rd suspension

3 weeks

Addnl. Suspensions
4 weeks

Customers will be notified of warnings via U.S. Mail and of suspensions via certified letter.

APPEALS PROCESS

Customers may contact CTA in writing or by phone within fifteen (15) days from the date of the warning or suspension letter to request an Appeals Hearing. Special circumstances warranting consideration should be included in the customer’s request for appeal.

Right to Request an Oral Hearing

The customer may request an oral hearing and may bring an advocate with him/her to the oral hearing.

Appeals Committee

The Committee is a panel consisting of two Special Services customers and a member of the ADA Advisory Committee.

Appeals Notification
A confirmation letter will be sent to the customer indicating the date, time and location of the Appeals Hearing.

Hearing Cancellations 

Each customer is given up to two opportunities to appear before the Appeals Committee.  If the customer cancels the initial appointment, the meeting will be rescheduled once. The customer must call CTA to cancel prior to the date of the hearing. Only in cases of extreme emergency, will CTA accept a cancellation after the scheduled hearing.  

If the customer cancels or does not appear for the second hearing date, the hearing will occur without the customer present.
Failure to Appear for Hearing 

The Appeals Committee will allow only a 15-minute wait time before proceeding without the individual. It is at the Appeals Committee’s discretion whether to review the case of a customer arriving shortly after the hearing begins.

Should the customer cancel or not show for the second hearing date, the formal appeal will occur without the customer present.

Formal Appeal Hearing 


At the oral hearing, the customer and/or his/her advocate will be asked to provide committee members with information that should be considered to overturn the warning or suspension.  The customer and/or his/her advocate will be allowed approximately five (5) minutes to present his/her case.  The Committee members may request CTA to respond to any issue raised by the customer’s appeal statement.

Final Decision
CTA will provide the customer with written notification of the Committee’s final decision within 7 business days of the Appeals Hearing.  Until this notification has been received, the customer may continue to use Special Services.

Questions regarding the No Show and Late Cancellation Policy can be directed to:

CTA Paratransit Operations 

Monday through Friday

7:00 a.m. to 6:00 p.m.

Voice  
(312) 432-7025 

TTY
 
(312) 432-7140

Paratransit Operations
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	1st Quarter FY2002
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	On-Time Peformance
	
	
	
	
	

	
	
	Ambulatory
	Non-Ambulatory
	Combined
	Early Pick-Ups
	Missed Trips

	
	
	
	
	
	
	
	
	

	
	January
	92%
	89%
	90%
	52%
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	February
	91%
	87%
	89%
	54%
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	March
	91%
	88%
	90%
	52%
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	Quarter Average
	91%
	88%
	90%
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	Long Trip Summary 
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	

	Year
	City Trips
	Over 90 Min
	%
	Sub. Trip
	Over 90 Min
	%
	
	
	

	
	
	
	
	
	
	
	
	
	

	2000
	1,004,638
	18,336
	1.8%
	55,488
	1,723
	3.1%
	
	
	

	2001
	1,187,272
	21,404
	1.8%
	67,427
	2,412
	3.6%
	
	
	

	2002*
	294,130
	3,130
	1.1%
	17,032
	388
	2.3%
	
	
	

	
	
	
	
	
	
	
	
	
	

	*Through March 31, 2002
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	

	Note: Contractually up to 2% of city trips and 4% of suburban trips are allowed to be over 90 minutes in duration.

	Because of the size of the CTA's service area, some trips are as long as 50 miles in city traffic and thus inevitably may exceed 90 minutes in the vehicle, as also can occur on mainline trips.
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Special 

Total

Total

Total

Services

TAP

ADA

Trips

Callers

Trips

Percent

Day

Date

Trips

Trips

Trips

Negotiated1

Denied2

Denied3

Denied

Friday

03/01/02

4,898

535

5,433

0

169

334

5.8%

Saturday

03/02/02

2,968

459

3,427

0

0

0

0.0%

Sunday

03/03/02

2,799

381

3,180

0

2

4

0.1%

Monday

03/04/02

4,618

529

5,147

0

1

2

0.0%

Tuesday

03/05/02

4,872

522

5,394

0

50

99

1.8%

Wednesday

03/06/02

4,892

537

5,429

0

132

261

4.6%

Thursday

03/07/02

4,879

525

5,404

0

64

126

2.3%

Friday

03/08/02

4,889

533

5,422

0

94

186

3.3%

Saturday

03/09/02

2,998

458

3,456

0

2

4

0.1%

Sunday

03/10/02

3,028

381

3,409

0

27

53

1.5%

Monday

03/11/02

4,775

543

5,318

0

0

0

0.0%

Tuesday

03/12/02

4,856

527

5,383

0

46

91

1.7%

Wednesday

03/13/02

4,877

545

5,422

0

119

235

4.2%

Thursday

03/14/02

4,772

532

5,304

0

115

227

4.1%

Friday

03/15/02

4,767

523

5,290

0

117

231

4.2%

Saturday

03/16/02

2,854

461

3,315

0

0

0

0.0%

Sunday

03/17/02

3,056

381

3,437

0

34

67

1.9%

Monday

03/18/02

4,675

538

5,213

0

12

24

0.5%

Tuesday

03/19/02

4,840

535

5,375

0

33

65

1.2%

Wednesday

03/20/02

4,774

546

5,320

0

84

166

3.0%

Thursday

03/21/02

4,773

527

5,300

0

62

122

2.3%

Friday

03/22/02

4,741

531

5,272

0

80

158

2.9%

Saturday

03/23/02

2,902

454

3,356

0

1

2

0.1%

Sunday

03/24/02

2,944

381

3,325

0

6

12

0.4%

Monday

03/25/02

4,609

551

5,160

0

7

14

0.3%

Tuesday

03/26/02

4,728

538

5,266

0

13

26

0.5%

Wednesday

03/27/02

4,762

561

5,323

0

100

197

3.6%

Thursday

03/28/02

4,756

546

5,302

0

87

172

3.1%

Friday

03/29/02

4,372

486

4,858

0

3

6

0.1%

Saturday

03/30/02

2,651

466

3,117

0

0

0

0.0%

Sunday

03/31/02

3,035

379

3,414

0

26

51

1.5%

Monthly Total

129,360

15,411

144,771

0

1,486

2,933

2.0%

Average Daily Denials

183

Year to Date Reservations

413,368

Year to Date Total Denied

11,737

Year to Date Percentage

2.8%

1 

The current manual reservation system does not allow for trip negotiation. The CTA Board will consider award of a contract by July 2002 for an automated

reservation, scheduling and dispatching system which provides for trip negotiation.

2 

TAP is available to all Paratransit eligible customers.

3 

Total trips denied = the total calls denied x 2. A conservative estimate of the number of customers using TAP who were denied a Special Services trip

has been factored into the denial rate.
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		Paratransit Operations														Attachment 4A

		Trip Turndown Summary

		January 2002

						Special				Total				Total		Total

						Services		TAP		ADA		Trips		Callers		Trips		Percent

		Day		Date		Trips		Trips		Trips		Negotiated1		Denied2		Denied3		Denied

		Tuesday		01/01/02		1,568		183		1,751		0		0		0		0.0%

		Wednesday		01/02/02		3,972		510		4,482		0		34		67		1.5%

		Thursday		01/03/02		4,431		533		4,964		0		78		154		3.0%

		Friday		01/04/02		4,706		589		5,295		0		100		197		3.6%

		Saturday		01/05/02		2,678		388		3,066		0		32		63		2.0%

		Sunday		01/06/02		2,948		291		3,239		0		55		109		3.2%

		Monday		01/07/02		4,676		545		5,221		0		41		81		1.5%

		Tuesday		01/08/02		4,659		560		5,219		0		167		330		5.9%

		Wednesday		01/09/02		4,680		563		5,243		0		334		659		11.2%

		Thursday		01/10/02		4,680		565		5,245		0		165		326		5.8%

		Friday		01/11/02		4,669		570		5,239		0		115		227		4.2%

		Saturday		01/12/02		2,925		343		3,268		0		8		16		0.5%

		Sunday		01/13/02		2,963		273		3,236		0		24		47		1.4%

		Monday		01/14/02		4,626		521		5,147		0		10		20		0.4%

		Tuesday		01/15/02		4,766		515		5,281		0		71		140		2.6%

		Wednesday		01/16/02		4,784		576		5,360		0		204		403		7.0%

		Thursday		01/17/02		4,749		518		5,267		0		67		132		2.4%

		Friday		01/18/02		4,759		467		5,226		0		79		156		2.9%

		Saturday		01/19/02		2,769		301		3,070		0		0		0		0.0%

		Sunday		01/20/02		2,987		253		3,240		0		33		65		2.0%

		Monday		01/21/02		3,238		294		3,532		0		0		0		0.0%

		Tuesday		01/22/02		4,764		422		5,186		0		130		257		4.7%

		Wednesday		01/23/02		4,763		390		5,153		0		198		391		7.1%

		Thursday		01/24/02		4,752		352		5,104		0		115		227		4.3%

		Friday		01/25/02		4,753		237		4,990		0		97		191		3.7%

		Saturday		01/26/02		2,828		131		2,959		0		0		0		0.0%

		Sunday		01/27/02		2,964		119		3,083		0		47		93		2.9%

		Monday		01/28/02		4,657		235		4,892		0		26		51		1.0%

		Tuesday		01/29/02		4,756		174		4,930		0		80		158		3.1%

		Wednesday		01/30/02		4,761		177		4,938		0		115		227		4.4%

		Thursday		01/31/02		4,726		140		4,866		0		24		47		1.0%

		Monthly Total				125,957		11,735		137,692		0		2,449		4,834		3.4%

		Average Daily Denials								302

				Year to Date Reservations								137,692

				Year to Date Total Denied								4,834

				Year to Date Percentage								3.4%

		1 The current manual reservation system does not allow for trip negotiation. The CTA Board will consider award of a contract by July 2002 for an automated

		reservation, scheduling and dispatching system which provides for trip negotiation.

		2 TAP is available to all Paratransit eligible customers.

		3 Total trips denied = the total calls denied x 2. A conservative estimate of the number of customers using TAP who were denied a Special Services trip

		has been factored into the denial rate.





Feb

		Paratransit Operations														Attachment 4B

		Trip Turndown Summary

		February 2002

						Special				Total				Total		Total

						Services		TAP		ADA		Trips		Callers		Trips		Percent

		Day		Date		Trips		Trips		Trips		Negotiated1		Denied2		Denied3		Denied

		Friday		02/01/02		4,765		379		5,144		0		162		320		5.9%

		Saturday		02/02/02		2,972		379		3,351		0		21		41		1.2%

		Sunday		02/03/02		3,027		379		3,406		0		63		124		3.5%

		Monday		02/04/02		4,747		508		5,255		0		60		118		2.2%

		Tuesday		02/05/02		4,752		518		5,270		0		145		286		5.2%

		Wednesday		02/06/02		4,748		520		5,268		0		203		401		7.1%

		Thursday		02/07/02		4,754		503		5,257		0		175		345		6.2%

		Friday		02/08/02		4,768		509		5,277		0		128		253		4.6%

		Saturday		02/09/02		2,962		432		3,394		0		22		43		1.3%

		Sunday		02/10/02		2,970		381		3,351		0		29		57		1.7%

		Monday		02/11/02		4,635		532		5,167		0		19		38		0.7%

		Tuesday		02/12/02		4,657		485		5,142		0		5		10		0.2%

		Wednesday		02/13/02		4,586		528		5,114		0		116		229		4.3%

		Thursday		02/14/02		4,830		509		5,339		0		97		191		3.5%

		Friday		02/15/02		4,823		506		5,329		0		47		93		1.7%

		Saturday		02/16/02		2,912		437		3,349		0		32		63		1.9%

		Sunday		02/17/02		2,988		381		3,369		0		62		122		3.5%

		Monday		02/18/02		3,721		478		4,199		0		145		286		6.4%

		Tuesday		02/19/02		4,748		508		5,256		0		48		95		1.8%

		Wednesday		02/20/02		4,754		531		5,285		0		79		156		2.9%

		Thursday		02/21/02		4,738		522		5,260		0		26		51		1.0%

		Friday		02/22/02		4,734		524		5,258		0		11		22		0.4%

		Saturday		02/23/02		2,840		447		3,287		0		21		41		1.2%

		Sunday		02/24/02		3,035		535		3,570		0		46		91		2.5%

		Monday		02/25/02		4,590		530		5,120		0		91		180		3.4%

		Tuesday		02/26/02		4,759		530		5,289		0		21		41		0.8%

		Wednesday		02/27/02		4,763		540		5,303		0		46		91		1.7%

		Thursday		02/28/02		4,773		523		5,296		0		91		180		3.3%

		Monthly Total				117,351		13,554		130,905		0		2,011		3,970		2.9%

		Average Daily Denials								274

				Year to Date Reservations								268,597

				Year to Date Total Denied								8,804

				Year to Date Percentage								3.3%

		1 The current manual reservation system does not allow for trip negotiation. The CTA Board will consider award of a contract by July 2002 for an automated

		reservation, scheduling and dispatching system which provides for trip negotiation.

		2 TAP is available to all Paratransit eligible customers.

		3 Total trips denied = the total calls denied x 2. A conservative estimate of the number of customers using TAP who were denied a Special Services trip

		has been factored into the denial rate.





Mar

		Paratransit Operations														Attachment 4C

		Trip Turndown Summary

		March 2002

						Special				Total				Total		Total

						Services		TAP		ADA		Trips		Callers		Trips		Percent

		Day		Date		Trips		Trips		Trips		Negotiated1		Denied2		Denied3		Denied

		Friday		03/01/02		4,898		535		5,433		0		169		334		5.8%

		Saturday		03/02/02		2,968		459		3,427		0		0		0		0.0%

		Sunday		03/03/02		2,799		381		3,180		0		2		4		0.1%

		Monday		03/04/02		4,618		529		5,147		0		1		2		0.0%

		Tuesday		03/05/02		4,872		522		5,394		0		50		99		1.8%

		Wednesday		03/06/02		4,892		537		5,429		0		132		261		4.6%

		Thursday		03/07/02		4,879		525		5,404		0		64		126		2.3%

		Friday		03/08/02		4,889		533		5,422		0		94		186		3.3%

		Saturday		03/09/02		2,998		458		3,456		0		2		4		0.1%

		Sunday		03/10/02		3,028		381		3,409		0		27		53		1.5%

		Monday		03/11/02		4,775		543		5,318		0		0		0		0.0%

		Tuesday		03/12/02		4,856		527		5,383		0		46		91		1.7%

		Wednesday		03/13/02		4,877		545		5,422		0		119		235		4.2%

		Thursday		03/14/02		4,772		532		5,304		0		115		227		4.1%

		Friday		03/15/02		4,767		523		5,290		0		117		231		4.2%

		Saturday		03/16/02		2,854		461		3,315		0		0		0		0.0%

		Sunday		03/17/02		3,056		381		3,437		0		34		67		1.9%

		Monday		03/18/02		4,675		538		5,213		0		12		24		0.5%

		Tuesday		03/19/02		4,840		535		5,375		0		33		65		1.2%

		Wednesday		03/20/02		4,774		546		5,320		0		84		166		3.0%

		Thursday		03/21/02		4,773		527		5,300		0		62		122		2.3%

		Friday		03/22/02		4,741		531		5,272		0		80		158		2.9%

		Saturday		03/23/02		2,902		454		3,356		0		1		2		0.1%

		Sunday		03/24/02		2,944		381		3,325		0		6		12		0.4%

		Monday		03/25/02		4,609		551		5,160		0		7		14		0.3%

		Tuesday		03/26/02		4,728		538		5,266		0		13		26		0.5%

		Wednesday		03/27/02		4,762		561		5,323		0		100		197		3.6%

		Thursday		03/28/02		4,756		546		5,302		0		87		172		3.1%

		Friday		03/29/02		4,372		486		4,858		0		3		6		0.1%

		Saturday		03/30/02		2,651		466		3,117		0		0		0		0.0%

		Sunday		03/31/02		3,035		379		3,414		0		26		51		1.5%

		Monthly Total				129,360		15,411		144,771		0		1,486		2,933		2.0%

		Average Daily Denials								183

				Year to Date Reservations								413,368

				Year to Date Total Denied								11,737

				Year to Date Percentage								2.8%

		1 The current manual reservation system does not allow for trip negotiation. The CTA Board will consider award of a contract by July 2002 for an automated

		reservation, scheduling and dispatching system which provides for trip negotiation.

		2 TAP is available to all Paratransit eligible customers.

		3 Total trips denied = the total calls denied x 2. A conservative estimate of the number of customers using TAP who were denied a Special Services trip

		has been factored into the denial rate.
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