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October 15, 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 Third Quarter Report 



Dear Mr. Winter:

Enclosed is the Chicago Transit Authority’s (CTA) third quarter progress report in response to the findings from the Federal Transit Administration’s compliance assessment of the CTA’s ADA Complementary Paratransit service. The report summarizes activities in four areas:

1. Reservation Process and Telephone Capacity

2. Service Capacity and Trip Denials

3. On-time Performance 

4. Travel Time

Compared to the second quarter, the trip denial rate decreased from an average of 1.3% to an average of 0.5% during the third quarter. We provided 5.4% more ADA Complementary Paratransit and Taxi Access Program (TAP) trips during the third quarter compared to the previous quarter. The rate of calls abandoned by customers decreased by 1.2%, which suggests improved telephone service provided by our three carriers.  As previously reported, an additional $1 million was allocated in May 2002 to provide additional ADA paratransit trips.  This equates to a 26.4% budget increase since the 2000 assessment.  Under our new Mobility Direct pilot program, an average of 88.3% of all trips provided were responded to within 30 minutes of the scheduled pickup time. 

As requested in your August 29, 2002 letter, we have requested more detailed information and will provide in our fourth quarter report telephone service data depicting activity in one-hour increments from 6:00 a.m. to 9:00 p.m. and AT&T Reports. 

If you have any questions, 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

Third Quarter Report (July 1 – September 30, 2002)

Date: October 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. 
	On-going

3/02

On-going


	On-going

3/02

On-going


	The service area consists of 6 area codes. To eliminate customer costs, CTA provides a toll-free reservation number. Monthly calls average 24,211.  Set standards were provided in 4/15/02 report. AT&T reports that aid in identifying capacity constraints will be included in the 4th quarter report. 
Starting the 4th quarter, CTA will submit telephone performance data for the 1st Monday of each month during the reporting quarter. We will provide activity during each 1-hour time period from 6 a.m. to 9:00 p.m. to provide additional documentation of any remaining telephone capacity constraints. 

Carriers increased reservationists & installed separate phone lines for cancellations/customer concerns.  

See attachment 1- Carrier Phone Report 
For planning purposes, the CTA estimates service demand, however, this estimate is not a fixed number or “cap.” If demand exceeds projections, in most instances, the trip is provided. The Taxi Access Program (TAP) is not a substitute for paratransit service, but instead a supplement that is available to ADA paratransit customers who volunteer to use it for trips under 5 miles one-way. These customers pay $1.50, which is the same fare paid by paratransit customers. Trips provided do not remain constant, but instead expand and contract based on demand.


	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

On-going


	1/02

On-going
	The methodology for calculating trip denial rate was revised effective 1/02 per FTA's recommendation to double the denial rate to account for a round trip.

See attachment 2- ADA Complementary Paratransit Service Delivery 

CTA is presently reviewing the scope of work & legal documents submitted by vendor for installation of an Automated Scheduling System. On-time performance statistics are obtained from information posted by the carriers, independent review by CTA staff and information reported by customers. Carriers calculate on-time performance based on making the pickup within 20 minutes of a scheduled reservation and within 60 minutes of a will-call trip. 

Carriers are expected to achieve on-time performance equaling or exceeding 90% of the pickups within 20 minutes of the scheduled reservation and within 60 minutes of a will-call. On-time performance is based on data for the calendar month.    

See attachment 3- On-time Performance 

  
	

	 (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. 


	On-going

On-going
	On-going

On-going
	On time performance for ambulatory customers was 90% and 86% for non-ambulatory customers. An average of 50% of  pickups were made prior to the customer’s scheduled pickup time.  CTA continues to work 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 is currently developing additional internal controls to monitor on-time performance in addition to those previously reported.

Included in the monthly perfor-mance report is information relevant to trips that exceed 90 minutes. 

CTA’s pilot program, Mobility Direct, is a non-stop, direct service that reduces in-vehicle travel time. Recorded on-time performance data does not include TAP and Mobility Direct trips.

See Attachment 4– Long Trip Summary
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No.
References
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#1
A(1)


Carrier Telephone Performance Report  

#2
B(2)


ADA Complementary Paratransit Service Delivery Report 

#3
C(1)


On-Time Performance Report 

#4
D(1) 


Long Trip Summary

	Carrier Telephone Performance  Report
	
	Attachment #1
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	ALL CARRIERS AVERAGED
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	Jul-02
	Aug-02
	Sep-02
	
	

	
	
	
	
	
	
	

	Calls received
	
	68699
	75094
	71561
	
	

	Calls abandoned
	
	4199
	4544
	4356
	
	

	Average hold time
	
	2:19:00
	2:03:40
	2:00:40
	
	

	Average abandoned time
	
	2:10:00
	2:04:00
	2:04:40
	
	

	Average talk time
	
	0:53:20
	0:52:40
	0:53:00
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	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.
	

	
	
	
	
	
	
	


	ADA Complementary Paratransit Service Delivery
	
	Attachment #2
	
	

	July 2002
	
	
	
	

	
	Number
	%
	
	

	Total Passenger Trip Requests
	156,311
	100.0%
	
	

	Total Scheduled
	155,585
	99.5%
	
	

	Vehicle Unavailable - Capacity Denial (next day)
	0
	0.0%
	
	

	Vehicle Unavailable - Capacity Denial (2 - 7 days)1
	0
	0.0%
	
	

	Vehicle Available - Adversarial Denial 
	0
	0.0%
	
	

	Denial – Eligibility Beyond Hours or Boundaries2
	0
	0.0%
	
	

	Denial – Unanticipated Demand
	726
	0.5%
	
	

	Total Denials
	726
	0.5%
	
	

	Total Trips Provided*
	133,272
	85.3%
	
	

	Total Passenger No-Shows
	2,049
	1.3%
	
	

	Total Missed Trips (by provider)
	15
	0.0%
	
	

	* Includes 11.9% customer cancellation rate
	
	
	
	

	
	
	
	
	

	August 2002
	
	
	
	

	
	Number
	%
	
	

	Total Passenger Trip Requests
	156,228
	100.0%
	
	

	Total Scheduled
	155,918
	99.8%
	
	

	Vehicle Unavailable - Capacity Denial (next day)
	0
	0.0%
	
	

	Vehicle Unavailable - Capacity Denial (2 - 7 days)1
	0
	0.0%
	
	

	Vehicle Available - Adversarial Denial 
	0
	0.0%
	
	

	Denial – Eligibility Beyond Hours or Boundaries2
	0
	0.0%
	
	

	Denial – Unanticipated Demand
	310
	0.2%
	
	

	Total Denials
	310
	0.2%
	
	

	Total Trips Provided*
	132,392
	84.7%
	
	

	Total Passenger No-Shows
	1,989
	1.3%
	
	

	Total Missed Trips (by provider)
	11
	0.0%
	
	

	* Includes 13.4% customer cancellation rate
	
	
	
	

	
	
	
	
	

	September 2002
	
	
	
	

	
	Number
	%
	
	

	Total Passenger Trip Requests
	160,409
	100.0%
	
	

	Total Scheduled
	159,242
	99.3%
	
	

	Vehicle Unavailable - Capacity Denial (next day)
	0
	0.0%
	
	

	Vehicle Unavailable - Capacity Denial (2 - 7 days)1
	0
	0.0%
	
	

	Vehicle Available - Adversarial Denial 
	0
	0.0%
	
	

	Denial – Eligibility Beyond Hours or Boundaries2
	0
	0.0%
	
	

	Denial – Unanticipated Demand
	1,167
	0.7%
	
	

	Total Denials
	1,167
	0.7%
	
	

	Total Trips Provided*
	136,728
	85.2%
	
	

	Total Passenger No-Shows
	2,021
	1.3%
	
	

	Total Missed Trips (by provider)
	6
	0.0%
	
	

	* Includes 11.4% customer cancellation rate
	
	
	
	

	
	
	
	

	1The CTA does not accept advance reservations in excess of next day.
	
	
	

	2The current manual reservation system does not identify trips that exceed the CTA's service hours and boundaries.  The CTA Board  

	  will consider award of a contract for an automated reservation, scheduling and dispatching system that will address this issue.


	
	
	
	
	
	Attachment #3

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	3rd Quarter FY2002
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	On-Time Performance
	
	
	

	
	
	Ambulatory
	Non-Ambulatory
	Combined
	

	
	
	
	
	
	
	

	
	July
	91%
	88%
	90%
	
	

	
	
	
	
	
	
	

	
	August
	90%
	85%
	88%
	
	

	
	
	
	
	
	
	

	
	September
	89%
	85%
	87%
	
	

	
	
	
	
	
	
	

	
	Quarter Average
	90%
	86%
	89%
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	Note:  Statistics are obtained from carriers and are independently verified by the CTA on a random basis.  On-Time performance is calculated based on making the pickup within 20 minutes of the scheduled reservation and within 60 minutes of a will call trip. 

	


	
	
	
	
	
	
	
	
	Attachment #4

	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	

	Paratransit Operations
	
	
	
	
	
	
	
	

	Long Trip Summary


	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	

	
	2002 - 3rd Quarter
	
	2002 - 2nd Quarter

	
	July
	Aug
	Sept
	Total
	
	April
	May
	June
	Total

	
	
	
	
	
	
	
	
	
	

	City Trips
	100538
	102774
	99044
	302356
	
	100412
	103420
	97371
	301203

	
	
	
	
	
	
	
	
	
	

	Over 90 Minutes
	1057
	1064
	1323
	3444
	
	1221
	1370
	1148
	3739

	
	
	
	
	
	
	
	
	
	

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

	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	

	Suburban Trips
	5703
	6258
	6053
	18014
	
	6078
	6202
	5641
	17921

	
	
	
	
	
	
	
	
	
	

	Over 90 Minutes
	155
	187
	190
	532
	
	169
	217
	184
	570

	
	
	
	
	
	
	
	
	
	

	% Over 90
	2.7%
	3.0%
	3.1%
	3.0%
	
	2.8%
	3.5%
	3.3%
	3.2%

	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	

	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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