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July 22, 2002

Mr. Michael A. Winter, Director

Office of Civil Rights

U.S. Department of Transportation

Federal Transit Administration

400 Seventh Street, S.W.

Washington, D.C. 20590

RE: CTA ADA Complementary Paratransit Second Quarterly Report 



Dear Mr. Winter:

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

A. Reservation Process and Telephone Capacity

B. Service Capacity and Trip Denials

C. On-Time Performance

D. Travel Time

As your letter notes, a number of activities to improve paratransit services were begun some time ago and are continuing. Trip denial rate has been below 1% for the last two months. A total of 72% more trips were provided in the Taxi Access Program (TAP) during the second quarter of 2002 compared to the same quarter last year. An additional $1 million was allocated in May to provide additional ADA paratransit trips. This equates to a 26.4% budget increase since the June 2000 assessment.  As of January 1, 2003, the City of Chicago is requiring that all taxicab drivers be TAP-certified in order to obtain license renewal. 

If you have any questions or concerns, please contact Mr. Richard Winston, Executive Vice President Transit Operations, at (312) 733-7000, extension 6700.

Sincerely,

Frank Kruesi

Enclosure

Chicago Transit Authority (CTA) ADA Complementary Paratransit Assessment

Second Quarter Report (April 1 – June 30, 2002)

Date: July 15, 2002
Finding

Number
FTA Findings
Planned Completion Date
Actual Completion Date
Corrective Action Taken By the CTA
Contact Person 

Phone Number 

A.

(1)

(2) 

(3)

B.

(1)
Reservations Process and  Telephone Capacity

Severe capacity constraints in calling to reserve trips.

CTA has no set standards for telephone performance.

CTA limits the hours in which reservations can be made.

FTA Reporting Requirements:
With each quarterly report, please provide a summary of key telephone service performance data for reservations, dispatch, and customer service. Please note any changes to CTA’s reservations policy.

Please notify FTA of the standards, and incentives or disincentives for contractors to meet the standards.

Service Capacity and Trip Denials

ADA complementary paratransit trips were limited to 4,100 trips per day at the time of the assessment (6/00). Budgets for the past 3 years did not contain increases commensurate with recorded trip denial levels.

FTA Reporting Requirements:

Provide a copy of CTA’s original and revised Fiscal Year 2001 and 2002 budgets for ADA Complementary Paratransit service.

With each quarterly 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). Provide summaries and/or explanations for requested trips that were not scheduled. Include the number of trips denied, including trips negotiated outside of the one-hour window before or after the individual’s desired departure time. 
12/02

3/02

12/02

12/02
Pending

3/02

Pending 

Pending


CTA monitors the telephone reservations process daily via MAPPER software to ensure sufficient telephone staff and to minimize hold time. CTA took the following actions to reduce telephone capacity constraints:

· Established a hold time standard of 2:30 minutes

· Installed separate lines for trip cancellations to reduce busy signals on reservation line

· Increased Taxi Access Program ridership, which reduces call volume to carriers

· Obtained monthly telephone reports from carriers and AT&T to measure busy signals

CTA is updating the Customer’s Guide to include reservation hours. CTA’s new subscription service, Mobility Direct provides over 1,000 trips weekly and eliminates the need for customers to call a day in advance, thereby increasing telephone capacity. CTA’s hours of reservation are from 6:00 a.m. to 9:00 p.m. weekdays and 6:00 a.m. to 8:00 p.m. on weekends and holidays.

See Attachment 1- Telephone Performance Data

CTA monitors service demand daily and provides additional trips to minimize denials. Since June 2000, CTA increased average daily reservations to 4,800; a 17% increase. During the second quarter, 51,808 additional  TAP trips were also provided to meet demand.

Since the June 2000 FTA assessment, CTA increased its annual budget for ADA complementary paratransit trips by 26.4% from  $27,360,004 to $34,590,000. This includes an additional $1 million allocated in May 2002 to provide more ADA complementary paratransit trips.

See Attachment 2- Fiscal Year 2002 Budget: (Includes $1 million allocated in May 2002)
Richard N. Winston, Executive Vice President Transit Operations (contact person for all items)

(312) 733-7000, extension 6700



(2)

C.

(1)
Available trip denial rate information provided an incomplete picture of capacity constraints. Limited telephone service, inaccurate recording of denials and public awareness that reservations were generally not available after 9:00 a.m. contributed to the appearance of a deflated level of demand.

FTA Reporting Requirements:

Describe in detail how the CTA records trip denials. In this explanation, describe how the CTA would record a trip scheduled outside of the allowable window. In addition, 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 segment.

On-Time Performance

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

FTA Reporting Requirements:

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

1/02

12/02


1/02

On-going
To account for round trips, the number of actual calls denied is doubled and a conservative estimate of denied trips taken via the voucher-based TAP program is subtracted. TAP provides ADA paratransit trips in excess of the daily reservations. TAP ridership increased by 72% this quarter (51,808) compared to the 2nd quarter 2001 (30,126).  

See Attachment 3- Trip Denial Report 

As of June 30, 2002, the overall on-time performance rate increased to 88.9%. CTA is continuing to work with carriers to achieve our on-time performance goal of 90% for all trips.

See Attachment 4- On-time Performance Report  


 (2)

D.

(1) 
At 2 of the 3 providers, on-time performance is significantly worse for non-ambulatory riders than for ambulatory riders.

Travel Time 

Travel times on CTA ADA complementary paratransit are within CTA’s established standards, with 1.6% of all trips having a trip length of over 90 minutes.

FTA Reporting Requirements:

Provide a copy of the performance reports for each quarterly progress report for the previous calendar quarter. 


12/02

12/02
Pending

3/02
CTA is working with carriers to increase the number of lift-equipped vehicles to improve on-time performance for non-ambulatory customers. CTA also re-assigns trips from carriers whose performance falls below the minimum standard of 82%.

CTA provides carriers a detailed hour-by-hour on-time performance analysis as a tool for identifying the time of day in which additional drivers and/or vehicles are required based on service needs.

CTA is currently in the process of procuring an automated scheduling system, which will improve on-time performance by calculating trip length and assigning pickups accordingly. 

The CTA includes in the monthly performance report, information about long trips that exceed 90 minutes. 

CTA’s new subscription service, Mobility Direct, reduces in-vehicle travel time because service is non-stop and other customers do not share the ride. This greatly improves on-time performance. Recorded on-time performance data does not include TAP and Mobility Direct trips.

See Attachment 5– Long Trip Summary 
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2nd Quarter FY2002

Ambulatory

Non-Ambulatory

Combined

Early Pick-Ups

Missed Trips*

April

90%

87%

89%

50%

13

May

90%

86%

88%

55%

8

June

90%

87%

89%

51%

20

Quarter Average

90%

87%

89%

*The  CTA assessed liquidated damages for missed trips.  Also, the CTA works with carriers to identify the circumstances

surrounding a missed trip to avoid recurrences.  If desired by the customer, a vehicle is sent back or the trip is rescheduled.

On-Time Peformance














Attachment #2

FY2002 Revised Budget for ADA Complementary Paratransit Service







Original

Revised

Purchased Transportation              
$33,590,544

$34,590,544

Note:  In May, 2002, an additional $1,000,000 was allocated for the purchase of

Paratransit trips.  This is not reflected in the published 2002 budget, as submitted in 

previous report.

Paratransit Operations






Attachment 3A



Trip Turndown Summary 










April 2002













































Special 

Total

Total
Total





Services
TAP
ADA
Trips
Callers
Trips
Percent


Day
Date
Trips
Trips
Trips
Negotiated1
Denied2
Denied3
Denied













Monday
04/01/02
4,505
682
5,187
0
9
18
0.3%


Tuesday
04/02/02
4,746
677
5,423
0
17
34
0.6%


Wednesday
04/03/02
4,783
688
5,471
0
169
334
5.7%


Thursday
04/04/02
4,788
679
5,467
0
127
251
4.4%


Friday
04/05/02
4,756
683
5,439
0
70
138
2.5%


Saturday
04/06/02
3,022
612
3,634
0
2
4
0.1%


Sunday
04/07/02
3,035
532
3,567
0
138
272
7.1%


Monday
04/08/02
4,662
703
5,365
0
2
4
0.1%


Tuesday
04/09/02
4,763
704
5,467
0
79
156
2.8%


Wednesday
04/10/02
4,786
710
5,496
0
153
302
5.2%


Thursday
04/11/02
4,779
705
5,484
0
77
152
2.7%


Friday
04/12/02
4,770
693
5,463
0
70
138
2.5%


Saturday
04/13/02
2,936
616
3,552
0
4
8
0.2%


Sunday
04/14/02
3,023
532
3,555
0
17
34
0.9%


Monday
04/15/02
4,633
692
5,325
0
8
16
0.3%


Tuesday
04/16/02
4,747
703
5,450
0
41
81
1.5%


Wednesday
04/17/02
4,749
699
5,448
0
19
38
0.7%


Thursday
04/18/02
4,763
701
5,464
0
9
18
0.3%


Friday
04/19/02
4,752
685
5,437
0
9
18
0.3%


Saturday
04/20/02
2,718
627
3,345
0
0
0
0.0%


Sunday
04/21/02
2,925
534
3,459
0
15
30
0.8%


Monday
04/22/02
4,570
697
5,267
0
9
18
0.3%


Tuesday
04/23/02
4,758
714
5,472
0
51
101
1.8%


Wednesday
04/24/02
4,764
720
5,484
0
102
201
3.5%


Thursday
04/25/02
4,776
710
5,486
0
65
128
2.3%


Friday
04/26/02
4,756
699
5,455
0
40
79
1.4%


Saturday
04/27/02
2,849
632
3,481
0
0
0
0.0%


Sunday
04/28/02
2,995
532
3,527
0
12
24
0.7%


Monday
04/29/02
4,499
709
5,208
0
0
0
0.0%


Tuesday
04/30/02
4,758
715
5,473
0
14
28
0.5%


 
 


 
 
 
 
 













Monthly Total

127,366
19,985
147,351
0
1,328
2,621
1.7%


Average Daily Denials



169





























Year to Date Reservations



574,512






Year to Date Total Denied



14,359






Year to Date Percentage



2.5%
















1 The current manual reservation system does not allow for trip negotiation. The CTA Board will consider award of a contract 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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Trip Turndown Summary 












May 2002





















































Special 

Total

Total
Total







Services
TAP
ADA
Trips
Callers
Trips
Percent




Day
Date
Trips
Trips
Trips
Negotiated1
Denied2
Denied3
Denied

















Wednesday
05/01/02
4,874
723
5,597
0
62
122
2.1%




Thursday
05/02/02
4,851
711
5,562
0
20
39
0.7%




Friday
05/03/02
4,788
700
5,488
0
104
205
3.6%




Saturday
05/04/02
2,988
634
3,622
0
7
14
0.4%




Sunday
05/05/02
3,042
534
3,576
0
55
109
2.9%




Monday
05/06/02
4,747
728
5,475
0
16
32
0.6%




Tuesday
05/07/02
4,785
737
5,522
0
103
203
3.6%




Wednesday
05/08/02
4,941
737
5,678
0
77
152
2.6%




Thursday
05/09/02
4,896
738
5,634
0
23
45
0.8%




Friday
05/10/02
4,907
724
5,631
0
23
45
0.8%




Saturday
05/11/02
2,824
634
3,458
0
0
0
0.0%




Sunday
05/12/02
2,943
534
3,477
0
17
34
1.0%




Monday
05/13/02
4,468
732
5,200
0
1
2
0.0%




Tuesday
05/14/02
4,764
740
5,504
0
0
0
0.0%




Wednesday
05/15/02
4,918
741
5,659
0
18
36
0.6%




Thursday
05/16/02
4,806
728
5,534
0
1
2
0.0%




Friday
05/17/02
4,799
720
5,519
0
2
4
0.1%




Saturday
05/18/02
2,763
638
3,401
0
0
0
0.0%




Sunday
05/19/02
3,065
534
3,599
0
15
30
0.8%




Monday
05/20/02
4,615
728
5,343
0
4
8
0.1%




Tuesday
05/21/02
4,916
745
5,661
0
4
8
0.1%




Wednesday
05/22/02
4,935
739
5,674
0
23
45
0.8%




Thursday
05/23/02
4,878
723
5,601
0
0
0
0.0%




Friday
05/24/02
4,742
734
5,476
0
1
2
0.0%




Saturday
05/25/02
2,633
633
3,266
0
10
20
0.6%




Sunday
05/26/02
3,059
534
3,593
0
7
14
0.4%




Monday
05/27/02
1,966
734
2,700
0
0
0
0.0%




Tuesday
05/28/02
4,715
727
5,442
0
0
0
0.0%




Wednesday
05/29/02
4,824
739
5,563
0
1
2
0.0%




Thursday
05/30/02
4,773
724
5,497
0
1
2
0.0%




Friday
05/31/02
4,962
739
5,701
0
1
2
0.0%

















Monthly Total

131,187
21,466
152,653
0
596
1,177
0.8%




Average Daily Denials



74



































Year to Date Reservations



727,165








Year to Date Total Denied



15,535








Year to Date Percentage



2.1%




















1 The current manual reservation system does not allow for trip negotiation. The CTA Board will consider award of a contract  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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Trip Turndown Summary 












June 2002



























Special 

Total

Total
Total







Services
TAP
ADA
Trips
Callers
Trips
Percent




Day
Date
Trips
Trips
Trips
Negotiated1
Denied2
Denied3
Denied

















Saturday
06/01/02
3,040
640
3,680
0
1
2
0.1%




Sunday
06/02/02
3,077
534
3,611
0
16
32
0.9%




Monday
06/03/02
4,697
718
5,415
0
49
97
1.8%




Tuesday
06/04/02
4,714
740
5,454
0
85
168
3.0%




Wednesday
06/05/02
4,834
729
5,563
0
110
217
3.8%




Thursday
06/06/02
4,801
731
5,532
0
26
51
0.9%




Friday
06/07/02
4,807
720
5,527
0
65
128
2.3%




Saturday
06/08/02
2,871
634
3,505
0
0
0
0.0%




Sunday
06/09/02
3,102
534
3,636
0
14
28
0.8%




Monday
06/10/02
4,671
727
5,398
0
8
16
0.3%




Tuesday
06/11/02
4,810
740
5,550
0
33
65
1.2%




Wednesday
06/12/02
4,913
732
5,645
0
53
105
1.8%




Thursday
06/13/02
4,899
742
5,641
0
25
49
0.9%




Friday
06/14/02
4,923
724
5,647
0
23
45
0.8%




Saturday
06/15/02
2,891
647
3,538
0
2
4
0.1%




Sunday
06/16/02
3,094
534
3,628
0
3
6
0.2%




Monday
06/17/02
4,484
717
5,201
0
1
2
0.0%




Tuesday
06/18/02
4,646
725
5,371
0
0
0
0.0%




Wednesday
06/19/02
4,782
739
5,521
0
27
53
1.0%




Thursday
06/20/02
4,645
728
5,373
0
1
2
0.0%




Friday
06/21/02
4,657
725
5,382
0
0
0
0.0%




Saturday
06/22/02
2,766
646
3,412
0
0
0
0.0%




Sunday
06/23/02
3,043
535
3,578
0
10
20
0.5%




Monday
06/24/02
4,530
735
5,265
0
2
4
0.1%




Tuesday
06/25/02
4,657
729
5,386
0
1
2
0.0%




Wednesday
06/26/02
4,785
745
5,530
0
4
8
0.1%




Thursday
06/27/02
4,645
726
5,371
0
3
6
0.1%




Friday
06/28/02
4,772
726
5,498
0
26
51
0.9%




Saturday
06/29/02
2,731
648
3,379
0
0
0
0.0%




Sunday
06/30/02
2,929
532
3,461
0
10
20
0.6%

















Monthly Total

124,216
20,482
144,698
0
598
1,180
0.8%




Average Daily Denials



76









Year to Date Reservations



871,863








Year to Date Total Denied



16,716








Year to Date Percentage



1.9%




















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












[image: image1.wmf]Carrier Telephone Performance  Report

ALL CARRIERS AVERAGED

Apr-02

May-02

Jun-02*

Calls received

71851

74741

76696

Calls abandoned

4769

5588

5640

Average hold time

2:09:20

2:06:00

2:16:00

Average abandoned time

2:12:40

2:23:20

2:05:30

Average talk time

0:49:00

0:51:00

0:52:00

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.

*Does not include SCR (one of CTA's carriers) data due to carrier computer malfunction.
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Paratransit Operations










LongTrip Summary






















2002 - 2nd Quarter


2002 -1st Quarter



April
May
June
Total

January
February
March
Total












City Trips
100412
103420
97371
301203

99609
93196
101325
294130












Over 90 Minutes
1221
1370
1148
3739

1044
1006
1080
3130












% Over 90
1.2%
1.3%
1.2%
1.2%

1.0%
1.1%
1.1%
1.1%


































Suburban Trips
6078
6202
5641
17921

5758
5454
5820
17032












Over 90 Minutes
169
217
184
570

121
127
140
388












% Over 90
2.8%
3.5%
3.3%
3.2%

2.1%
2.3%
2.4%
2.3%


































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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[image: image2.wmf]Attachment #4

2nd Quarter FY2002

Ambulatory

Non-Ambulatory

Combined

Early Pick-Ups

Missed Trips*

April

90%

87%

89%

50%

13

May

90%

86%

88%

55%

8

June

90%

87%

89%

51%

20

Quarter Average

90%

87%

89%

*The  CTA assessed liquidated damages for missed trips.  Also, the CTA works with carriers to identify the circumstances

surrounding a missed trip to avoid recurrences.  If desired by the customer, a vehicle is sent back or the trip is rescheduled.

On-Time Peformance



_1088249795.xls
attachment 1

														Attachment #1

		Carrier Telephone Performance  Report

		ALL CARRIERS AVERAGED

						Apr-02		May-02		Jun-02*

		Calls received				71851		74741		76696

		Calls abandoned				4769		5588		5640

		Average hold time				2:09:20		2:06:00		2:16:00

		Average abandoned time				2:12:40		2:23:20		2:05:30

		Average talk time				0:49:00		0:51:00		0:52:00

		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.

		*Does not include SCR (one of CTA's carriers) data due to carrier computer malfunction.





attachment 7

												Attachment 7

		2nd Quarter FY2002

						On-Time Peformance

						Ambulatory		Non-Ambulatory		Combined		Early Pick-Ups				Missed Trips

				April		90%		87%		89%		50%				13

				May		90%		86%		88%		55%				8

				June						0%

				Quarter Average		60%		58%		59%

		2nd Quarter FY2001

						On-Time Peformance

						Ambulatory		Non-Ambulatory		Combined		Early Pick-Ups				Missed Trips

				April		88%		85%		87%		50%				3

				May		89%		86%		87%		51%				4

				June		88%		85%		87%		50%				6

				Quarter Average		88%		85%		87%

		Note: In comparison to 1st quarter 2001, increased performance of 4% for non-ambulatory and

		5% for ambulatory trips was realized.

		Prep notes:  Early pick-ups use Mapper 5H184 report.

				Missed trips use Monthly Financial report.

				Use Monthly Financial On-Time report.





attachment 8

		

		Paratransit Operations																Attachment 8

		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*		497,962		5,721		1.1%		29,312		774		2.3%

		*Through June 30, 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.





MIX CHART attchmt 6

				TAP		SPECIAL SERVICES								TAP		SPECIAL SERVICES

		January		15810		104039				119849		January		13.2%		86.8%

		February		18857		97712				116569		February		16.2%		83.8%

		March		20898		106366				127264		March		16.4%		83.6%

				55565		308117				363682				15.3%		84.7%

		April		25152		105774				130926		April		19.2%		80.8%

		May		19082		108708				127790		May		14.9%		85.1%

		June										June		0.0%		0.0%

				44234		214482				258716				17.1%		82.9%

		July										July

		August										August

		September										September

		October										October

		November										November

		December										December

						1st Quarter		2nd Quarter

		SPECIAL SERVICES				84.7%		82.9%

		TAP				15.3%		17.1%





MIX CHART attchmt 6

		0		0

		0		0

		0		0

		0		0



&RAttachment 6

SPECIAL SERVICES

TAP

FY2002 % TRIP MIX



trip turndowns

		Trip Turndowns 2002

				1st Quarter										2nd Quarter

				Jan.		4,834		3.4%				April		2,621		1.7%

				Feb.		3,970		2.8%				May		1,177		0.8%

				March		2,933		1.9%				June		1,180		0.8%

				Average		3,912		2.7%				Average		1,659		1.1%

				Over the 1st quarter 2002, the 2nd quarter trip turndowns

				realized a 57.6% decrease.
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		Carrier Telephone Performance  Report												Attachment 1

		ALL CARRIERS AVERAGED

						Apr-02		May-02		Jun-02

		Calls received				71851		74741

		Calls abandoned				4769		5588

		Average hold time				2:09:20		2:06:00

		Average abandoned time				2:12:40		2:23:20

		Average talk time				0:49:00		0:51:00

		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.





MIX CHART attchmt 6

				TAP		SPECIAL SERVICES								TAP		SPECIAL SERVICES

		January		15810		104039				119849		January		13.2%		86.8%

		February		18857		97712				116569		February		16.2%		83.8%

		March		20898		106366				127264		March		16.4%		83.6%

				55565		308117				363682				15.3%		84.7%

		April		25152		105774				130926		April		19.2%		80.8%

		May		19082		108708				127790		May		14.9%		85.1%

		June		20600		102257				122857		June		16.8%		83.2%

				64834		316739				381573				17.0%		83.0%

		July										July

		August										August

		September										September

		October										October

		November										November

		December										December

						1st Quarter		2nd Quarter

		SPECIAL SERVICES				84.7%		83.0%

		TAP (Includes Mobility Direct)				15.3%		17.0%





MIX CHART attchmt 6

		0		0

		0		0
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attachment 7

												Attachment #4

		2nd Quarter FY2002

						On-Time Peformance

						Ambulatory		Non-Ambulatory		Combined		Early Pick-Ups				Missed Trips*

				April		90%		87%		89%		50%				13

				May		90%		86%		88%		55%				8

				June		90%		87%		89%		51%				20

				Quarter Average		90%		87%		89%

		*The  CTA assessed liquidated damages for missed trips.  Also, the CTA works with carriers to identify the circumstances

		surrounding a missed trip to avoid recurrences.  If desired by the customer, a vehicle is sent back or the trip is rescheduled.

		Prep notes:  Early pick-ups use Mapper 5H184 report.

				Missed trips use Monthly Financial report.

				Use Monthly Financial On-Time report.





attachment 8

		

		Paratransit Operations																Attachment 8

		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*		497,962		5,721		1.1%		29,312		774		2.3%

		*Through June 30, 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.





trip turndowns

		Trip Turndowns 2002

				1st Quarter										2nd Quarter

				Jan.		4,834		3.4%				April		2,621		1.7%

				Feb.		3,970		2.8%				May		1,177		0.8%

				March		2,933		1.9%				June		1,180		0.8%

				Average		3,912		2.7%				Average		1,659		1.1%

				Over the 1st quarter 2002, the 2nd quarter trip turndowns

				realized a 57.6% decrease.





att 1 comp

		Carrier Telephone Performance  Report												Attachment 1

		ALL CARRIERS AVERAGED

						Apr-02		May-02		Jun-02

		Calls received				71851		74741

		Calls abandoned				4769		5183

		Average hold time				2:09:20		2:06:00

		Average abandoned time				2:12:40		2:23:20

		Average talk time				0:49:00		0:51:00

						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.
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												Attachment 7

		2nd Quarter FY2002

						On-Time Peformance

						Ambulatory		Non-Ambulatory		Combined		Early Pick-Ups				Missed Trips

				April		90%		87%		89%		50%				13

				May		90%		86%		88%		55%				8

				June		90%		87%		89%		51%				20

				Quarter Average		90%		87%		89%

		1st Quarter FY2002

						On-Time Peformance

						Ambulatory		Non-Ambulatory		Combined		Early Pick-Ups				Missed Trips

				January		92%		89%		90%		52%				4

				February		91%		87%		89%		54%				4

				March		91%		88%		90%		52%				4

				Quarter Average		91%		88%		90%

		Prep notes:  Early pick-ups use Mapper 5H184 report.

				Missed trips use Monthly Financial report.

				Use Monthly Financial On-Time report.





att 8 comp

		

		Paratransit Operations

		Long Trip Summary

				2002 - 2nd Quarter										2002 -1st Quarter

				April		May		June		Total				January		February		March		Total

		City Trips		100412		103420		97371		301203				99609		93196		101325		294130

		Over 90 Minutes		1221		1370		1148		3739				1044		1006		1080		3130

		% Over 90		1.2%		1.3%		1.2%		1.2%				1.0%		1.1%		1.1%		1.1%

		Suburban Trips		6078		6202		5641		17921				5758		5454		5820		17032

		Over 90 Minutes		169		217		184		570				121		127		140		388

		% Over 90		2.8%		3.5%		3.3%		3.2%				2.1%		2.3%		2.4%		2.3%

		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.






