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VIA OVERNIGHT MAIL

March 19, 2003

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 2002 Fourth Quarter Report 



Dear Mr. Winter:

Enclosed is the Chicago Transit Authority’s (CTA) fourth quarter progress report. The CTA showed marked improvements this past year in comparison to 2001. Attachment #1 notes accomplishments in three major areas:

· Ridership–An additional 175,732 paratransit trips were provided in 2002 in comparison to 2001, a 12.8% increase. A total of 1,553,680 trips were provided.

· Trip Denial Rate–The trip denial rate decreased. We ended 2002 with a 1.3% denial rate in comparison to a 4.0% denial rate in 2001.

· On-Time Performance–Although operating at increased ridership levels throughout 2002, our carriers were successful in increasing on-time performance from 87.3% in 2001 to 88.3% in 2002.  

Enhanced performance was also extended to our paratransit customers riding mainline bus and rail services. In September of 2002, beginning with the O'Hare Blue Line Station, the CTA successfully implemented accessible vehicle shuttle service to maintain service during our Elevator Rehab Project. You may recall using this service during your last visit. Since September 2002, this service has operated at three other rail stations.

The outlook for 2003 remains positive. In the fourth quarter of 2002, the CTA Board awarded two contracts to enhance paratransit services. These are:

1. StrataGen Systems, Inc., to provide an Automated Reservation, Scheduling and Dispatching System.

2. Multisystems, Inc., to provide a feasibility study for Centralized Reservations, Scheduling and/or Dispatching of Paratransit Trips and Feasibility of an Automated Fare Collection System.
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Both projects began in January and are expected to improve efficiencies. In addition, the CTA Board also approved Mobility Direct as a permanent program effective February 1, 2003. This action allows for increased customer participation in direct, non-stop, taxi-based transportation service. Currently, our Mobility Direct customer base of 400 averages an in-vehicle travel time of 13 minutes for 1,600 weekly trips.

As requested in your August 29, 2002, letter, detailed information regarding telephone activity for the first Monday of each month (Attachment #2A) is included with this report.

If you have any questions, please contact Mr. Richard Winston, Executive Vice President Transit Operations, at (312) 733-7000, extension 3021.

Sincerely,

Frank Kruesi

Enclosure 

Chicago Transit Authority (CTA) ADA Complementary Paratransit Assessment

Fourth Quarter Report (October 1 – December 31, 2002)

Date: March 12, 2003
	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


	Number of incomplete calls on the AT&T toll-free number are minimal, indicating that the majority of our customers call the carrier of their choice directly. The majority of incomplete calls occur during the 0600 hour (14.5%),  then taper off through the remainder of the day. Calls to the toll-free number averaged 28,054 per month in the 4th quarter, and accounted for approximately 18.5% of the total calls (to both the carriers and the toll-free number) received regarding paratransit service.

As requested in FTA’s August 29, 2002 letter, 1st Monday telephone service performance data is provided. This report confirms that calls to the carriers peak at the start of the reservation period – 0600 hour (14.3%), then taper off through the remainder of the day. 

See attachment #2A – 1st Monday Telephone Summary 

The total month Carriers Telephone Performance Report is also included. 

See attachment #2B – Carrier Telephone Performance Report 

For planning purposes, the CTA estimates service demand. However, service levels are changed as necessary. In 2001 and 2002, service levels and corresponding budget levels increased by 14.9% and 18.4% respectively in 2001; and 12.8% and 10.8% respectively in 2002. In 2002 we were successful in improving efficiencies by shifting Special Services trips to the more cost-effective TAP and Mobility Direct services.
	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 the trip denial rate was revised effective Jan. 2002 per FTA's recommendation to double the denial rate to account for a round trip.

See attachment #3- ADA Complementary Paratransit Service Delivery 

Overall, On-Time Performance improved in 2002 in comparison to 2001. In December, the CTA Board approved a contract with StrataGen Systems, Inc. to provide an Automated Reservation, Scheduling and Dispatching System for paratransit. We anticipate full installation by Fall, 2003. The Board also approved a contract with Multisystems, Inc. to provide a feasibility study for Centralized Reservations, Scheduling and/or Dispatching of Paratransit Trips and Feasibility of an Automated Fare Collection System. We anticipate this study will be complete by early Summer, 2003. The results of this study in combination with an automated system will result in increased efficiencies and shorter travel times for our customers. 

See attachment 4- 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
	The CTA continues to work with carriers to increase the number of lift-equipped vehicles to improve on-time performance for non-ambulatory customers. We ended 2001 with a 81/234 breakdown of ambulatory/non-ambulatory vehicles. In comparison, we ended 2002 with a 79/238 breakdown. In addition, we must recognize that our current manual reservation/scheduling system does not have the capability to record the additional customer boarding time required for non-ambulatory customers. The  automated system will address this concern and result in more equitable comparisons.

Improvements were noted in trips over 90 minutes for both City and Suburban trips. In 2002, 1.1% of City trips were over 90 minutes in comparison to 1.8% in 2001. In 2002, 2.8% of Suburban trips were over 90 minutes in comparison to 3.6% in 2001.

In addition, it should be noted that  Mobility Direct, as a non-stop, direct service has reduced in-vehicle travel time for our taxi customers. However, this information is not reflected on the On-Time performance reports that record trips provided by Special Services only.

See Attachment 5– Long Trip Summary
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Paratransit Operations

Long Trip Summary

Oct

Nov

Dec

Total

July

Aug

Sept

Total

City Trips

108967

99877

98558

307402

100538

102774

99044

302356

Over 90 Minutes

1194

1117

1069

3380

1057

1064

1323

3444

% Over 90

1.1%

1.1%

1.1%

1.1%

1.1%

1.0%

1.3%

1.1%

Suburban Trips

6892

6201

6058

19151

5703

6258

6053

18014

Over 90 Minutes

220

169

145

534

155

187

190

532

% Over 90

3.2%

2.7%

2.4%

2.8%

2.7%

3.0%

3.1%

3.0%

Note: Contractually up to 2% of city trips and 4% of suburban trips are permitted to exceed 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.

2002 - 4th Quarter

2002 -  3rd Quarter
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4th Quarter FY2002

Ambulatory

Non-Ambulatory

Combined

October

91%

87%

89%

November

90%

86%

88%

December

88%

86%

87%

Quarter Average

90%

87%

88%

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.

On-Time Performance
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ADA Complementary Paratransit Service Delivery

October 2002

Number

%

Total Passenger Trip Requests

163,203

100.0%

Total Scheduled

161,770

99.1%

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 Boundaries

2

0

0.0%

Denial - Unanticipated Demand

1,433

0.9%

Total Denials

1,433

0.9%

Total Trips Provided

143,951

88.2%

Total Passenger No-Shows

2,057

1.3%

Total Missed Trips (by provider)

8

0.0%

November 2002

Number

%

Total Passenger Trip Requests

155,311

100.0%

Total Scheduled

153,750

99.0%

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 Boundaries

2

0

0.0%

Denial - Unanticipated Demand

1,561

1.0%

Total Denials

1,561

1.0%

Total Trips Provided

127,569

82.1%

Total Passenger No-Shows

2,288

1.5%

Total Missed Trips (by provider)

17

0.0%

December 2002

Number

%

Total Passenger Trip Requests

156,525

100.0%

Total Scheduled

154,721

98.8%

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 Boundaries

2

0

0.0%

Denial - Unanticipated Demand

1,804

1.2%

Total Denials

1,804

1.2%

Total Trips Provided

134,513

85.9%

Total Passenger No-Shows

2,334

1.5%

Total Missed Trips (by provider)

13

0.0%

1

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

2

The current manual reservation system does not identify trips that exceed the CTA's service  

hours and boundaries. The CTA Board awarded a contract for an automated reservation, 

scheduling and dispatching system in the 4th quarter that will address this issue.
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Attachment #2B

ALL CARRIERS AVERAGED

Oct-02

Nov-02

Dec-02

Calls received

75173

74396

70410

Calls abandoned

4006

4511

4528

Average hold time

2:10:40

1:53:20

1:26:20

Average abandoned time

2:14:40

2:17:40

2:02:40

Average talk time

0:51:40

0:56:20

0:53:20

Note:  Customers may call more than one carrier to schedule a trip and may call multiple times 

throughout the reservation period.  The purpose for calls that are abandoned may be to schedule, 

cancel or confirm trips.
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(6:00 a.m. - 9:00 p.m.)
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Calls

Average

Average
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Abandoned
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0:57
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330
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0:06
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2000-2059
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0

0:07

0:45

Calls

Calls

Average

Average

Time Period

Answered

Abandoned

Delay Time

Talk Time

0600-0659
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Paratransit Trips 
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Paratransit Operations

Long Trip Summary

Oct

Nov

Dec

Total

July

Aug

Sept

Total

City Trips

108967

99877

98558

307402

100538

102774

99044

302356

Over 90 Minutes

1194

1117

1069

3380

1057

1064

1323

3444

% Over 90

1.1%

1.1%

1.1%

1.1%

1.1%

1.0%

1.3%

1.1%

Suburban Trips

6892

6201

6058

19151

5703

6258

6053

18014

Over 90 Minutes

220

169

145

534

155

187

190

532

% Over 90

3.2%

2.7%

2.4%

2.8%

2.7%

3.0%

3.1%

3.0%

Note: Contractually up to 2% of city trips and 4% of suburban trips are permitted to exceed 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.

2002 - 4th Quarter

2002 -  3rd Quarter

[image: image8.wmf]Attachment #4

4th Quarter FY2002

Ambulatory

Non-Ambulatory

Combined

October

91%

87%

89%

November

90%

86%

88%

December

88%

86%

87%

Quarter Average

90%

87%

88%

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.

On-Time Performance

[image: image9.wmf]Attachment #3

ADA Complementary Paratransit Service Delivery

October 2002

Number

%

Total Passenger Trip Requests

163,203

100.0%

Total Scheduled

161,770

99.1%

Vehicle Unavailable - Capacity Denial (next day)

0
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Vehicle Unavailable - Capacity Denial (2 - 7 days)

1

0

0.0%

Vehicle Available - Adversarial Denial 

0

0.0%

Denial - Eligibility Beyond Hours or Boundaries

2

0

0.0%

Denial - Unanticipated Demand

1,433

0.9%

Total Denials

1,433

0.9%

Total Trips Provided

143,951

88.2%

Total Passenger No-Shows

2,057

1.3%

Total Missed Trips (by provider)

8

0.0%

November 2002

Number

%

Total Passenger Trip Requests

155,311

100.0%

Total Scheduled

153,750

99.0%

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 Boundaries

2

0

0.0%

Denial - Unanticipated Demand

1,561

1.0%

Total Denials

1,561

1.0%

Total Trips Provided

127,569

82.1%

Total Passenger No-Shows

2,288

1.5%

Total Missed Trips (by provider)

17

0.0%

December 2002

Number

%

Total Passenger Trip Requests

156,525

100.0%

Total Scheduled

154,721

98.8%

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 Boundaries

2

0

0.0%

Denial - Unanticipated Demand

1,804

1.2%

Total Denials

1,804

1.2%

Total Trips Provided

134,513

85.9%

Total Passenger No-Shows

2,334

1.5%

Total Missed Trips (by provider)

13

0.0%

1

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

2

The current manual reservation system does not identify trips that exceed the CTA's service  

hours and boundaries. The CTA Board awarded a contract for an automated reservation, 

scheduling and dispatching system in the 4th quarter that will address this issue.
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ALL CARRIERS AVERAGED

Oct-02

Nov-02

Dec-02

Calls received

75173

74396

70410

Calls abandoned

4006

4511

4528

Average hold time

2:10:40

1:53:20

1:26:20

Average abandoned time

2:14:40

2:17:40

2:02:40

Average talk time

0:51:40

0:56:20

0:53:20

Note:  Customers may call more than one carrier to schedule a trip and may call multiple times 

throughout the reservation period.  The purpose for calls that are abandoned may be to schedule, 

cancel or confirm trips.
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		Paratransit Performance 2002 vs. 2001												Attachment #1

		Paratransit Trips																				2001		2002

																				Trips		1377948		1553680

		Paratransit Expenditures

																						2001		2002

																				Expenditures		$32,577,670		$36,106,118

		Trip Denial Rate

																						2001		2002

																				Denial Rate		4.0%		1.3%

																						2001		2002

		On-Time Performance																		On-Time Performance		87.3%		88.3%
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		AT & T Toll-Free Monthly Incomplete Call Report																Attachment 2A

						Oct-02		%				Nov-02		%				Dec-02		%

				Calls		Incomplete		Incomplete		Calls		Incomplete		Incomplete		Calls		Incomplete		Incomplete

		0600-0659		865		22		14.1%		925		26		14.9%		909		27		14.4%

		0700-0759		1081		14		9.0%		993		16		9.2%		981		18		9.6%

		0800-0859		1222		8		5.1%		1196		14		8.0%		1220		21		11.2%

		0900-0959		1502		18		11.5%		1392		19		10.9%		1354		13		6.9%

		1000-1059		1465		8		5.1%		1353		7		4.0%		1399		6		3.2%

		1100-1159		1328		8		5.1%		1276		7		4.0%		1451		17		9.0%

		1200-1259		1356		16		10.3%		1299		10		5.7%		1376		9		4.8%

		1300-1359		1374		14		9.0%		1334		10		5.7%		1374		15		8.0%

		1400-1459		1358		9		5.8%		1422		14		8.0%		1371		8		4.3%

		1500-1559		1383		7		4.5%		1419		13		7.5%		1308		11		5.9%

		1600-1659		1161		11		7.1%		1215		15		8.6%		1109		5		2.7%

		1700-1759		1014		3		1.9%		877		10		5.7%		877		9		4.8%

		1800-1859		837		5		3.2%		747		3		1.7%		758		8		4.3%

		1900-1959		549		7		4.5%		587		4		2.3%		612		11		5.9%

		2000-2059		431		6		3.8%		489		6		3.4%		453		10		5.3%						Carrier		Toll-Free

		Total		16926		156				16524		174				16552		188								Calls		Calls

																								Oct-02		81.6%		18.4%

																								Nov-02		81.8%		18.2%

																								Dec-02		81.0%		19.0%

																										Carrier		Toll-Free

																										Calls		Calls

																								Oct		75173		16926		92099

																								Nov		74396		16524		90920

																								Dec		70410		16552		86962





		37530		37530		37530

		37561		37561		37561

		37591		37591		37591



Carrier Calls

Toll-Free Calls

Toll-Free Calls

AT&T CALLS IN COMPARISON TO TOTAL CUSTOMER CALLS

0.8162195029

0.1837804971

0.8182578091

0.1817421909

0.8096639912

0.1903360088



		0		0

		0		0

		0		0



Carrier Calls

Toll-Free Calls

AT&T CALLS IN COMPARISON TO TOTAL CUSTOMER CALLS

0

0

0

0

0

0



		0		0

		0		0

		0		0



Carrier Calls

Toll-Free Calls

CUSTOMER CALL SUMMARY

0

0

0

0

0

0



		All Carriers - Hourly Monday Call Report														Attachment #2A

				(6:00 a.m. - 9:00 p.m.)

						07-Oct-02

				Calls		Calls		Average		Average

		Time Period		Answered		Abandoned		Delay Time		Talk Time

		0600-0659		867		12		3:03		0:48

		0700-0759		747		57		1:37		0:43

		0800-0859		822		75		1:40		0:40

		0900-0959		588		6		0:10		0:34

		1000-1059		450		9		0:08		0:43

		1100-1159		471		3		0:07		0:51

		1200-1259		507		6		0:09		0:52

		1300-1359		543		6		0:09		0:45

		1400-1459		588		0		0:10		0:49

		1500-1559		480		0		0:05		0:58

		1600-1659		429		15		0:10		0:57

		1700-1759		330		0		0:09		0:48

		1800-1859		249		0		0:06		0:45

		1900-1959		96		0		0:06		0:44

		2000-2059		90		0		0:07		0:45

						04-Nov-02

				Calls		Calls		Average		Average

		Time Period		Answered		Abandoned		Delay Time		Talk Time

		0600-0659		897		33		2:45		0:45

		0700-0759		894		51		1:22		0:40

		0800-0859		777		36		1:26		0:44

		0900-0959		570		9		0:11		0:31

		1000-1059		504		6		0:13		0:34

		1100-1159		561		9		0:11		0:38

		1200-1259		681		0		0:10		0:38

		1300-1359		531		3		0:09		0:34

		1400-1459		492		3		0:11		0:52

		1500-1559		420		0		0:10		0:41

		1600-1659		381		0		0:09		0:40

		1700-1759		258		0		0:10		0:36

		1800-1859		141		3		0:09		0:54

		1900-1959		126		3		0:20		1:05

		2000-2059		75		0		0:01		1:23

						02-Dec-02

				Calls		Calls		Average		Average

		Time Period		Answered		Abandoned		Delay Time		Talk Time

		0600-0659		822		45		3:05		0:29

		0700-0759		558		36		1:00		0:44

		0800-0859		576		66		2:27		0:47

		0900-0959		300		9		0:22		1:03

		1000-1059		303		9		0:15		0:45

		1100-1159		177		0		0:22		0:38

		1200-1259		117		0		0:14		0:43

		1300-1359		180		3		0:11		0:32

		1400-1459		177		0		0:21		0:49

		1500-1559		207		0		0:10		0:56

		1600-1659		102		6		0:16		1:02

		1700-1759		78		3		0:13		1:02

		1800-1859		66		0		0:06		0:52

		1900-1959		75		0		0:03		0:46

		2000-2059		63		0		0:04		1:03
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		Carrier Telephone Performance  Report								Attachment #2B

		ALL CARRIERS AVERAGED

						Oct-02		Nov-02		Dec-02

		Calls received				75173		74396		70410

		Calls abandoned				4006		4511		4528

		Average hold time				2:10:40		1:53:20		1:26:20

		Average abandoned time				2:14:40		2:17:40		2:02:40

		Average talk time				0:51:40		0:56:20		0:53:20

		Note:  Customers may call more than one carrier to schedule a trip and may call multiple times

		throughout the reservation period.  The purpose for calls that are abandoned may be to schedule,

		cancel or confirm trips.





						Attachment #3

		ADA Complementary Paratransit Service Delivery

		October 2002

				Number		%

		Total Passenger Trip Requests		163,203		100.0%

		Total Scheduled		161,770		99.1%

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

				0		0.0%

		Vehicle Available - Adversarial Denial		0		0.0%

				0		0.0%

		Denial - Unanticipated Demand		1,433		0.9%

		Total Denials		1,433		0.9%

		Total Trips Provided		143,951		88.2%

		Total Passenger No-Shows		2,057		1.3%

		Total Missed Trips (by provider)		8		0.0%

		November 2002

				Number		%

		Total Passenger Trip Requests		155,311		100.0%

		Total Scheduled		153,750		99.0%

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

				0		0.0%

		Vehicle Available - Adversarial Denial		0		0.0%

				0		0.0%

		Denial - Unanticipated Demand		1,561		1.0%

		Total Denials		1,561		1.0%

		Total Trips Provided		127,569		82.1%

		Total Passenger No-Shows		2,288		1.5%

		Total Missed Trips (by provider)		17		0.0%

		December 2002

				Number		%

		Total Passenger Trip Requests		156,525		100.0%

		Total Scheduled		154,721		98.8%

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

				0		0.0%

		Vehicle Available - Adversarial Denial		0		0.0%

				0		0.0%

		Denial - Unanticipated Demand		1,804		1.2%

		Total Denials		1,804		1.2%

		Total Trips Provided		134,513		85.9%

		Total Passenger No-Shows		2,334		1.5%

		Total Missed Trips (by provider)		13		0.0%

		hours and boundaries. The CTA Board awarded a contract for an automated reservation,

		scheduling and dispatching system in the 4th quarter that will address this issue.





												Attachment #4

		4th Quarter FY2002

						On-Time Performance

						Ambulatory		Non-Ambulatory		Combined

				October		91%		87%		89%

				November		90%		86%		88%

				December		88%		86%		87%

				Quarter Average		90%		87%		88%

		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.



Cathy Garcia:
Use Perf. Reports and
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																		Attachment #5

		Paratransit Operations

		Long Trip Summary

				2002 - 4th Quarter										2002 -  3rd Quarter

				Oct		Nov		Dec		Total				July		Aug		Sept		Total

		City Trips		108967		99877		98558		307402				100538		102774		99044		302356

		Over 90 Minutes		1194		1117		1069		3380				1057		1064		1323		3444

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

		Suburban Trips		6892		6201		6058		19151				5703		6258		6053		18014

		Over 90 Minutes		220		169		145		534				155		187		190		532

		% Over 90		3.2%		2.7%		2.4%		2.8%				2.7%		3.0%		3.1%		3.0%

		Note: Contractually up to 2% of city trips and 4% of suburban trips are permitted to exceed 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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		Paratransit Performance 2002 vs. 2001												Attachment #1

		Paratransit Trips																				2001		2002

																				Trips		1377948		1553680

		Paratransit Expenditures

																						2001		2002

																				Expenditures		$32,577,670		$36,106,118

		Trip Denial Rate

																						2001		2002

																				Denial Rate		4.0%		1.3%

																						2001		2002

		On-Time Performance																		On-Time Performance		87.3%		88.3%
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		AT & T Toll-Free Monthly Incomplete Call Report																Attachment 2A

						Oct-02		%				Nov-02		%				Dec-02		%

				Calls		Incomplete		Incomplete		Calls		Incomplete		Incomplete		Calls		Incomplete		Incomplete

		0600-0659		865		22		14.1%		925		26		14.9%		909		27		14.4%

		0700-0759		1081		14		9.0%		993		16		9.2%		981		18		9.6%

		0800-0859		1222		8		5.1%		1196		14		8.0%		1220		21		11.2%

		0900-0959		1502		18		11.5%		1392		19		10.9%		1354		13		6.9%

		1000-1059		1465		8		5.1%		1353		7		4.0%		1399		6		3.2%

		1100-1159		1328		8		5.1%		1276		7		4.0%		1451		17		9.0%

		1200-1259		1356		16		10.3%		1299		10		5.7%		1376		9		4.8%

		1300-1359		1374		14		9.0%		1334		10		5.7%		1374		15		8.0%

		1400-1459		1358		9		5.8%		1422		14		8.0%		1371		8		4.3%

		1500-1559		1383		7		4.5%		1419		13		7.5%		1308		11		5.9%

		1600-1659		1161		11		7.1%		1215		15		8.6%		1109		5		2.7%

		1700-1759		1014		3		1.9%		877		10		5.7%		877		9		4.8%

		1800-1859		837		5		3.2%		747		3		1.7%		758		8		4.3%

		1900-1959		549		7		4.5%		587		4		2.3%		612		11		5.9%

		2000-2059		431		6		3.8%		489		6		3.4%		453		10		5.3%						Carrier		Toll-Free

		Total		16926		156				16524		174				16552		188								Calls		Calls

																								Oct-02		81.6%		18.4%

																								Nov-02		81.8%		18.2%

																								Dec-02		81.0%		19.0%

																										Carrier		Toll-Free

																										Calls		Calls

																								Oct		75173		16926		92099

																								Nov		74396		16524		90920

																								Dec		70410		16552		86962
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		All Carriers - Hourly Monday Call Report														Attachment #2A

				(6:00 a.m. - 9:00 p.m.)

						07-Oct-02

				Calls		Calls		Average		Average

		Time Period		Answered		Abandoned		Delay Time		Talk Time

		0600-0659		867		12		3:03		0:48

		0700-0759		747		57		1:37		0:43

		0800-0859		822		75		1:40		0:40

		0900-0959		588		6		0:10		0:34

		1000-1059		450		9		0:08		0:43

		1100-1159		471		3		0:07		0:51

		1200-1259		507		6		0:09		0:52

		1300-1359		543		6		0:09		0:45

		1400-1459		588		0		0:10		0:49

		1500-1559		480		0		0:05		0:58

		1600-1659		429		15		0:10		0:57

		1700-1759		330		0		0:09		0:48

		1800-1859		249		0		0:06		0:45

		1900-1959		96		0		0:06		0:44

		2000-2059		90		0		0:07		0:45

						04-Nov-02

				Calls		Calls		Average		Average

		Time Period		Answered		Abandoned		Delay Time		Talk Time

		0600-0659		897		33		2:45		0:45

		0700-0759		894		51		1:22		0:40

		0800-0859		777		36		1:26		0:44

		0900-0959		570		9		0:11		0:31

		1000-1059		504		6		0:13		0:34

		1100-1159		561		9		0:11		0:38

		1200-1259		681		0		0:10		0:38

		1300-1359		531		3		0:09		0:34

		1400-1459		492		3		0:11		0:52

		1500-1559		420		0		0:10		0:41

		1600-1659		381		0		0:09		0:40

		1700-1759		258		0		0:10		0:36

		1800-1859		141		3		0:09		0:54

		1900-1959		126		3		0:20		1:05

		2000-2059		75		0		0:01		1:23

						02-Dec-02

				Calls		Calls		Average		Average

		Time Period		Answered		Abandoned		Delay Time		Talk Time

		0600-0659		822		45		3:05		0:29

		0700-0759		558		36		1:00		0:44

		0800-0859		576		66		2:27		0:47

		0900-0959		300		9		0:22		1:03

		1000-1059		303		9		0:15		0:45

		1100-1159		177		0		0:22		0:38

		1200-1259		117		0		0:14		0:43

		1300-1359		180		3		0:11		0:32

		1400-1459		177		0		0:21		0:49

		1500-1559		207		0		0:10		0:56

		1600-1659		102		6		0:16		1:02

		1700-1759		78		3		0:13		1:02

		1800-1859		66		0		0:06		0:52

		1900-1959		75		0		0:03		0:46

		2000-2059		63		0		0:04		1:03
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		Carrier Telephone Performance  Report								Attachment #2B

		ALL CARRIERS AVERAGED

						Oct-02		Nov-02		Dec-02

		Calls received				75173		74396		70410

		Calls abandoned				4006		4511		4528

		Average hold time				2:10:40		1:53:20		1:26:20

		Average abandoned time				2:14:40		2:17:40		2:02:40

		Average talk time				0:51:40		0:56:20		0:53:20

		Note:  Customers may call more than one carrier to schedule a trip and may call multiple times

		throughout the reservation period.  The purpose for calls that are abandoned may be to schedule,

		cancel or confirm trips.





						Attachment #3

		ADA Complementary Paratransit Service Delivery

		October 2002

				Number		%

		Total Passenger Trip Requests		163,203		100.0%

		Total Scheduled		161,770		99.1%

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

				0		0.0%

		Vehicle Available - Adversarial Denial		0		0.0%

				0		0.0%

		Denial - Unanticipated Demand		1,433		0.9%

		Total Denials		1,433		0.9%

		Total Trips Provided		143,951		88.2%

		Total Passenger No-Shows		2,057		1.3%

		Total Missed Trips (by provider)		8		0.0%

		November 2002

				Number		%

		Total Passenger Trip Requests		155,311		100.0%

		Total Scheduled		153,750		99.0%

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

				0		0.0%

		Vehicle Available - Adversarial Denial		0		0.0%

				0		0.0%

		Denial - Unanticipated Demand		1,561		1.0%

		Total Denials		1,561		1.0%

		Total Trips Provided		127,569		82.1%

		Total Passenger No-Shows		2,288		1.5%

		Total Missed Trips (by provider)		17		0.0%

		December 2002

				Number		%

		Total Passenger Trip Requests		156,525		100.0%

		Total Scheduled		154,721		98.8%

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

				0		0.0%

		Vehicle Available - Adversarial Denial		0		0.0%

				0		0.0%

		Denial - Unanticipated Demand		1,804		1.2%

		Total Denials		1,804		1.2%

		Total Trips Provided		134,513		85.9%

		Total Passenger No-Shows		2,334		1.5%

		Total Missed Trips (by provider)		13		0.0%

		hours and boundaries. The CTA Board awarded a contract for an automated reservation,

		scheduling and dispatching system in the 4th quarter that will address this issue.





												Attachment #4

		4th Quarter FY2002

						On-Time Performance

						Ambulatory		Non-Ambulatory		Combined

				October		91%		87%		89%

				November		90%		86%		88%

				December		88%		86%		87%

				Quarter Average		90%		87%		88%

		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.



Cathy Garcia:
Use Perf. Reports and
ESVA



																		Attachment #5

		Paratransit Operations

		Long Trip Summary

				2002 - 4th Quarter										2002 -  3rd Quarter

				Oct		Nov		Dec		Total				July		Aug		Sept		Total

		City Trips		108967		99877		98558		307402				100538		102774		99044		302356

		Over 90 Minutes		1194		1117		1069		3380				1057		1064		1323		3444

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

		Suburban Trips		6892		6201		6058		19151				5703		6258		6053		18014

		Over 90 Minutes		220		169		145		534				155		187		190		532

		% Over 90		3.2%		2.7%		2.4%		2.8%				2.7%		3.0%		3.1%		3.0%

		Note: Contractually up to 2% of city trips and 4% of suburban trips are permitted to exceed 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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Attch 1

		Paratransit Performance 2002 vs. 2001												Attachment #1

		Paratransit Trips																				2001		2002

																				Trips		1377948		1553680

		Paratransit Expenditures

																						2001		2002

																				Expenditures		$32,577,670		$36,106,118

		Trip Denial Rate

																						2001		2002

																				Denial Rate		4.0%		1.3%

																						2001		2002

		On-Time Performance																		On-Time Performance		87.3%		88.3%
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		AT & T Toll-Free Monthly Incomplete Call Report																Attachment 2A

						Oct-02		%				Nov-02		%				Dec-02		%

				Calls		Incomplete		Incomplete		Calls		Incomplete		Incomplete		Calls		Incomplete		Incomplete

		0600-0659		865		22		14.1%		925		26		14.9%		909		27		14.4%

		0700-0759		1081		14		9.0%		993		16		9.2%		981		18		9.6%

		0800-0859		1222		8		5.1%		1196		14		8.0%		1220		21		11.2%

		0900-0959		1502		18		11.5%		1392		19		10.9%		1354		13		6.9%

		1000-1059		1465		8		5.1%		1353		7		4.0%		1399		6		3.2%

		1100-1159		1328		8		5.1%		1276		7		4.0%		1451		17		9.0%

		1200-1259		1356		16		10.3%		1299		10		5.7%		1376		9		4.8%

		1300-1359		1374		14		9.0%		1334		10		5.7%		1374		15		8.0%

		1400-1459		1358		9		5.8%		1422		14		8.0%		1371		8		4.3%

		1500-1559		1383		7		4.5%		1419		13		7.5%		1308		11		5.9%

		1600-1659		1161		11		7.1%		1215		15		8.6%		1109		5		2.7%

		1700-1759		1014		3		1.9%		877		10		5.7%		877		9		4.8%

		1800-1859		837		5		3.2%		747		3		1.7%		758		8		4.3%

		1900-1959		549		7		4.5%		587		4		2.3%		612		11		5.9%

		2000-2059		431		6		3.8%		489		6		3.4%		453		10		5.3%						Carrier		Toll-Free

		Total		16926		156				16524		174				16552		188								Calls		Calls

																								Oct-02		81.6%		18.4%

																								Nov-02		81.8%		18.2%

																								Dec-02		81.0%		19.0%

																										Carrier		Toll-Free

																										Calls		Calls

																								Oct		75173		16926		92099

																								Nov		74396		16524		90920

																								Dec		70410		16552		86962





		37530		37530		37530

		37561		37561		37561

		37591		37591		37591



Carrier Calls

Toll-Free Calls

Toll-Free Calls

AT&T CALLS IN COMPARISON TO TOTAL CUSTOMER CALLS

0.8162195029

0.1837804971

0.8182578091

0.1817421909

0.8096639912

0.1903360088



		0		0

		0		0

		0		0



Carrier Calls

Toll-Free Calls

AT&T CALLS IN COMPARISON TO TOTAL CUSTOMER CALLS

0

0

0

0

0

0



		0		0

		0		0

		0		0



Carrier Calls

Toll-Free Calls

CUSTOMER CALL SUMMARY

0

0

0

0

0

0



		All Carriers - Hourly Monday Call Report														Attachment #2A

				(6:00 a.m. - 9:00 p.m.)

						07-Oct-02

				Calls		Calls		Average		Average

		Time Period		Answered		Abandoned		Delay Time		Talk Time

		0600-0659		867		12		3:03		0:48

		0700-0759		747		57		1:37		0:43

		0800-0859		822		75		1:40		0:40

		0900-0959		588		6		0:10		0:34

		1000-1059		450		9		0:08		0:43

		1100-1159		471		3		0:07		0:51

		1200-1259		507		6		0:09		0:52

		1300-1359		543		6		0:09		0:45

		1400-1459		588		0		0:10		0:49

		1500-1559		480		0		0:05		0:58

		1600-1659		429		15		0:10		0:57

		1700-1759		330		0		0:09		0:48

		1800-1859		249		0		0:06		0:45

		1900-1959		96		0		0:06		0:44

		2000-2059		90		0		0:07		0:45

						04-Nov-02

				Calls		Calls		Average		Average

		Time Period		Answered		Abandoned		Delay Time		Talk Time

		0600-0659		897		33		2:45		0:45

		0700-0759		894		51		1:22		0:40

		0800-0859		777		36		1:26		0:44

		0900-0959		570		9		0:11		0:31

		1000-1059		504		6		0:13		0:34

		1100-1159		561		9		0:11		0:38

		1200-1259		681		0		0:10		0:38

		1300-1359		531		3		0:09		0:34

		1400-1459		492		3		0:11		0:52

		1500-1559		420		0		0:10		0:41

		1600-1659		381		0		0:09		0:40

		1700-1759		258		0		0:10		0:36

		1800-1859		141		3		0:09		0:54

		1900-1959		126		3		0:20		1:05

		2000-2059		75		0		0:01		1:23

						02-Dec-02

				Calls		Calls		Average		Average

		Time Period		Answered		Abandoned		Delay Time		Talk Time

		0600-0659		822		45		3:05		0:29

		0700-0759		558		36		1:00		0:44

		0800-0859		576		66		2:27		0:47

		0900-0959		300		9		0:22		1:03

		1000-1059		303		9		0:15		0:45

		1100-1159		177		0		0:22		0:38

		1200-1259		117		0		0:14		0:43

		1300-1359		180		3		0:11		0:32

		1400-1459		177		0		0:21		0:49

		1500-1559		207		0		0:10		0:56

		1600-1659		102		6		0:16		1:02

		1700-1759		78		3		0:13		1:02

		1800-1859		66		0		0:06		0:52

		1900-1959		75		0		0:03		0:46

		2000-2059		63		0		0:04		1:03
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		Carrier Telephone Performance  Report								Attachment #2B

		ALL CARRIERS AVERAGED

						Oct-02		Nov-02		Dec-02

		Calls received				75173		74396		70410

		Calls abandoned				4006		4511		4528

		Average hold time				2:10:40		1:53:20		1:26:20

		Average abandoned time				2:14:40		2:17:40		2:02:40

		Average talk time				0:51:40		0:56:20		0:53:20

		Note:  Customers may call more than one carrier to schedule a trip and may call multiple times

		throughout the reservation period.  The purpose for calls that are abandoned may be to schedule,

		cancel or confirm trips.





						Attachment #3

		ADA Complementary Paratransit Service Delivery

		October 2002

				Number		%

		Total Passenger Trip Requests		163,203		100.0%

		Total Scheduled		161,770		99.1%

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

				0		0.0%

		Vehicle Available - Adversarial Denial		0		0.0%

				0		0.0%

		Denial - Unanticipated Demand		1,433		0.9%

		Total Denials		1,433		0.9%

		Total Trips Provided		143,951		88.2%

		Total Passenger No-Shows		2,057		1.3%

		Total Missed Trips (by provider)		8		0.0%

		November 2002

				Number		%

		Total Passenger Trip Requests		155,311		100.0%

		Total Scheduled		153,750		99.0%

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

				0		0.0%

		Vehicle Available - Adversarial Denial		0		0.0%

				0		0.0%

		Denial - Unanticipated Demand		1,561		1.0%

		Total Denials		1,561		1.0%

		Total Trips Provided		127,569		82.1%

		Total Passenger No-Shows		2,288		1.5%

		Total Missed Trips (by provider)		17		0.0%

		December 2002

				Number		%

		Total Passenger Trip Requests		156,525		100.0%

		Total Scheduled		154,721		98.8%

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

				0		0.0%

		Vehicle Available - Adversarial Denial		0		0.0%

				0		0.0%

		Denial - Unanticipated Demand		1,804		1.2%

		Total Denials		1,804		1.2%

		Total Trips Provided		134,513		85.9%

		Total Passenger No-Shows		2,334		1.5%

		Total Missed Trips (by provider)		13		0.0%

		hours and boundaries. The CTA Board awarded a contract for an automated reservation,

		scheduling and dispatching system in the 4th quarter that will address this issue.





												Attachment #4

		4th Quarter FY2002

						On-Time Performance

						Ambulatory		Non-Ambulatory		Combined

				October		91%		87%		89%

				November		90%		86%		88%

				December		88%		86%		87%

				Quarter Average		90%		87%		88%

		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.



Cathy Garcia:
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																		Attachment #5

		Paratransit Operations

		Long Trip Summary

				2002 - 4th Quarter										2002 -  3rd Quarter

				Oct		Nov		Dec		Total				July		Aug		Sept		Total

		City Trips		108967		99877		98558		307402				100538		102774		99044		302356

		Over 90 Minutes		1194		1117		1069		3380				1057		1064		1323		3444

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

		Suburban Trips		6892		6201		6058		19151				5703		6258		6053		18014

		Over 90 Minutes		220		169		145		534				155		187		190		532

		% Over 90		3.2%		2.7%		2.4%		2.8%				2.7%		3.0%		3.1%		3.0%

		Note: Contractually up to 2% of city trips and 4% of suburban trips are permitted to exceed 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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		Paratransit Performance 2002 vs. 2001												Attachment #1

		Paratransit Trips																				2001		2002

																				Trips		1377948		1553680

		Paratransit Expenditures

																						2001		2002

																				Expenditures		$32,577,670		$36,106,118

		Trip Denial Rate

																						2001		2002

																				Denial Rate		4.0%		1.3%

																						2001		2002

		On-Time Performance																		On-Time Performance		87.3%		88.3%
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		AT & T Toll-Free Monthly Incomplete Call Report																Attachment 2A

						Oct-02		%				Nov-02		%				Dec-02		%

				Calls		Incomplete		Incomplete		Calls		Incomplete		Incomplete		Calls		Incomplete		Incomplete

		0600-0659		865		22		14.1%		925		26		14.9%		909		27		14.4%

		0700-0759		1081		14		9.0%		993		16		9.2%		981		18		9.6%

		0800-0859		1222		8		5.1%		1196		14		8.0%		1220		21		11.2%

		0900-0959		1502		18		11.5%		1392		19		10.9%		1354		13		6.9%

		1000-1059		1465		8		5.1%		1353		7		4.0%		1399		6		3.2%

		1100-1159		1328		8		5.1%		1276		7		4.0%		1451		17		9.0%

		1200-1259		1356		16		10.3%		1299		10		5.7%		1376		9		4.8%

		1300-1359		1374		14		9.0%		1334		10		5.7%		1374		15		8.0%

		1400-1459		1358		9		5.8%		1422		14		8.0%		1371		8		4.3%

		1500-1559		1383		7		4.5%		1419		13		7.5%		1308		11		5.9%

		1600-1659		1161		11		7.1%		1215		15		8.6%		1109		5		2.7%

		1700-1759		1014		3		1.9%		877		10		5.7%		877		9		4.8%

		1800-1859		837		5		3.2%		747		3		1.7%		758		8		4.3%

		1900-1959		549		7		4.5%		587		4		2.3%		612		11		5.9%

		2000-2059		431		6		3.8%		489		6		3.4%		453		10		5.3%						Carrier		Toll-Free

		Total		16926		156				16524		174				16552		188								Calls		Calls

																								Oct-02		81.6%		18.4%

																								Nov-02		81.8%		18.2%

																								Dec-02		81.0%		19.0%

																										Carrier		Toll-Free

																										Calls		Calls

																								Oct		75173		16926		92099

																								Nov		74396		16524		90920

																								Dec		70410		16552		86962
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		All Carriers - Hourly Monday Call Report														Attachment #2A

				(6:00 a.m. - 9:00 p.m.)

						07-Oct-02

				Calls		Calls		Average		Average

		Time Period		Answered		Abandoned		Delay Time		Talk Time

		0600-0659		867		12		3:03		0:48

		0700-0759		747		57		1:37		0:43

		0800-0859		822		75		1:40		0:40

		0900-0959		588		6		0:10		0:34

		1000-1059		450		9		0:08		0:43

		1100-1159		471		3		0:07		0:51

		1200-1259		507		6		0:09		0:52

		1300-1359		543		6		0:09		0:45

		1400-1459		588		0		0:10		0:49

		1500-1559		480		0		0:05		0:58

		1600-1659		429		15		0:10		0:57

		1700-1759		330		0		0:09		0:48

		1800-1859		249		0		0:06		0:45

		1900-1959		96		0		0:06		0:44

		2000-2059		90		0		0:07		0:45

						04-Nov-02

				Calls		Calls		Average		Average

		Time Period		Answered		Abandoned		Delay Time		Talk Time

		0600-0659		897		33		2:45		0:45

		0700-0759		894		51		1:22		0:40

		0800-0859		777		36		1:26		0:44

		0900-0959		570		9		0:11		0:31

		1000-1059		504		6		0:13		0:34

		1100-1159		561		9		0:11		0:38

		1200-1259		681		0		0:10		0:38

		1300-1359		531		3		0:09		0:34

		1400-1459		492		3		0:11		0:52

		1500-1559		420		0		0:10		0:41

		1600-1659		381		0		0:09		0:40

		1700-1759		258		0		0:10		0:36

		1800-1859		141		3		0:09		0:54

		1900-1959		126		3		0:20		1:05

		2000-2059		75		0		0:01		1:23

						02-Dec-02

				Calls		Calls		Average		Average

		Time Period		Answered		Abandoned		Delay Time		Talk Time

		0600-0659		822		45		3:05		0:29

		0700-0759		558		36		1:00		0:44

		0800-0859		576		66		2:27		0:47

		0900-0959		300		9		0:22		1:03

		1000-1059		303		9		0:15		0:45

		1100-1159		177		0		0:22		0:38

		1200-1259		117		0		0:14		0:43

		1300-1359		180		3		0:11		0:32

		1400-1459		177		0		0:21		0:49

		1500-1559		207		0		0:10		0:56

		1600-1659		102		6		0:16		1:02

		1700-1759		78		3		0:13		1:02

		1800-1859		66		0		0:06		0:52

		1900-1959		75		0		0:03		0:46

		2000-2059		63		0		0:04		1:03
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		Carrier Telephone Performance  Report								Attachment #2B

		ALL CARRIERS AVERAGED

						Oct-02		Nov-02		Dec-02

		Calls received				75173		74396		70410

		Calls abandoned				4006		4511		4528

		Average hold time				2:10:40		1:53:20		1:26:20

		Average abandoned time				2:14:40		2:17:40		2:02:40

		Average talk time				0:51:40		0:56:20		0:53:20

		Note:  Customers may call more than one carrier to schedule a trip and may call multiple times

		throughout the reservation period.  The purpose for calls that are abandoned may be to schedule,

		cancel or confirm trips.





						Attachment #3

		ADA Complementary Paratransit Service Delivery

		October 2002

				Number		%

		Total Passenger Trip Requests		163,203		100.0%

		Total Scheduled		161,770		99.1%

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

				0		0.0%

		Vehicle Available - Adversarial Denial		0		0.0%

				0		0.0%

		Denial - Unanticipated Demand		1,433		0.9%

		Total Denials		1,433		0.9%

		Total Trips Provided		143,951		88.2%

		Total Passenger No-Shows		2,057		1.3%

		Total Missed Trips (by provider)		8		0.0%

		November 2002

				Number		%

		Total Passenger Trip Requests		155,311		100.0%

		Total Scheduled		153,750		99.0%

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

				0		0.0%

		Vehicle Available - Adversarial Denial		0		0.0%

				0		0.0%

		Denial - Unanticipated Demand		1,561		1.0%

		Total Denials		1,561		1.0%

		Total Trips Provided		127,569		82.1%

		Total Passenger No-Shows		2,288		1.5%

		Total Missed Trips (by provider)		17		0.0%

		December 2002

				Number		%

		Total Passenger Trip Requests		156,525		100.0%

		Total Scheduled		154,721		98.8%

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

				0		0.0%

		Vehicle Available - Adversarial Denial		0		0.0%

				0		0.0%

		Denial - Unanticipated Demand		1,804		1.2%

		Total Denials		1,804		1.2%

		Total Trips Provided		134,513		85.9%

		Total Passenger No-Shows		2,334		1.5%

		Total Missed Trips (by provider)		13		0.0%

		hours and boundaries. The CTA Board awarded a contract for an automated reservation,

		scheduling and dispatching system in the 4th quarter that will address this issue.





												Attachment #4

		4th Quarter FY2002

						On-Time Performance

						Ambulatory		Non-Ambulatory		Combined

				October		91%		87%		89%

				November		90%		86%		88%

				December		88%		86%		87%

				Quarter Average		90%		87%		88%

		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.



Cathy Garcia:
Use Perf. Reports and
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																		Attachment #5

		Paratransit Operations

		Long Trip Summary

				2002 - 4th Quarter										2002 -  3rd Quarter

				Oct		Nov		Dec		Total				July		Aug		Sept		Total

		City Trips		108967		99877		98558		307402				100538		102774		99044		302356

		Over 90 Minutes		1194		1117		1069		3380				1057		1064		1323		3444

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

		Suburban Trips		6892		6201		6058		19151				5703		6258		6053		18014

		Over 90 Minutes		220		169		145		534				155		187		190		532

		% Over 90		3.2%		2.7%		2.4%		2.8%				2.7%		3.0%		3.1%		3.0%

		Note: Contractually up to 2% of city trips and 4% of suburban trips are permitted to exceed 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.






_1104571759.xls
Attch 1

		Paratransit Performance 2002 vs. 2001												Attachment #1

		Paratransit Trips																				2001		2002

																				Trips		1377948		1553680

		Paratransit Expenditures

																						2001		2002

																				Expenditures		$32,577,670		$36,106,118

		Trip Denial Rate

																						2001		2002

																				Denial Rate		4.0%		1.3%

																						2001		2002

		On-Time Performance																		On-Time Performance		87.3%		88.3%





Attch 1

		2001

		2002



Trips

Paratransit Trips



VOID

		2001

		2002



Cost (In millions)

Expenditures for Paratransit Trips



Attch 2A

		2001

		2002



Denial Rate

Trip Denial Rate



Attch 2B

		2001

		2002



On-Time Performance Rate



Attch 3

		



Trips

Trips

Paratransit Trips



Attch 4

		



Expenditures

Cost (In millions)

Expenditures for Paratransit Trips



Attch 5

		



Denial Rate

Denial Rate

Trip Denial Rate



		



On-Time Performance

On-Time Performance Rate



		AT & T Toll-Free Monthly Incomplete Call Report																Attachment 2A

						Oct-02		%				Nov-02		%				Dec-02		%

				Calls		Incomplete		Incomplete		Calls		Incomplete		Incomplete		Calls		Incomplete		Incomplete

		0600-0659		865		22		14.1%		925		26		14.9%		909		27		14.4%

		0700-0759		1081		14		9.0%		993		16		9.2%		981		18		9.6%

		0800-0859		1222		8		5.1%		1196		14		8.0%		1220		21		11.2%

		0900-0959		1502		18		11.5%		1392		19		10.9%		1354		13		6.9%

		1000-1059		1465		8		5.1%		1353		7		4.0%		1399		6		3.2%

		1100-1159		1328		8		5.1%		1276		7		4.0%		1451		17		9.0%

		1200-1259		1356		16		10.3%		1299		10		5.7%		1376		9		4.8%

		1300-1359		1374		14		9.0%		1334		10		5.7%		1374		15		8.0%

		1400-1459		1358		9		5.8%		1422		14		8.0%		1371		8		4.3%

		1500-1559		1383		7		4.5%		1419		13		7.5%		1308		11		5.9%

		1600-1659		1161		11		7.1%		1215		15		8.6%		1109		5		2.7%

		1700-1759		1014		3		1.9%		877		10		5.7%		877		9		4.8%

		1800-1859		837		5		3.2%		747		3		1.7%		758		8		4.3%

		1900-1959		549		7		4.5%		587		4		2.3%		612		11		5.9%

		2000-2059		431		6		3.8%		489		6		3.4%		453		10		5.3%						Carrier		Toll-Free

		Total		16926		156				16524		174				16552		188								Calls		Calls

																								Oct-02		81.6%		18.4%

																								Nov-02		81.8%		18.2%

																								Dec-02		81.0%		19.0%

																										Carrier		Toll-Free

																										Calls		Calls

																								Oct		75173		16926		92099

																								Nov		74396		16524		90920

																								Dec		70410		16552		86962





		37530		37530		37530

		37561		37561		37561

		37591		37591		37591



Carrier Calls

Toll-Free Calls

Toll-Free Calls

AT&T CALLS IN COMPARISON TO TOTAL CUSTOMER CALLS

0.8162195029

0.1837804971

0.8182578091

0.1817421909

0.8096639912

0.1903360088



		0		0

		0		0

		0		0



Carrier Calls

Toll-Free Calls

AT&T CALLS IN COMPARISON TO TOTAL CUSTOMER CALLS

0

0

0

0

0

0



		0		0

		0		0

		0		0



Carrier Calls

Toll-Free Calls

CUSTOMER CALL SUMMARY

0

0

0

0

0

0



		All Carriers - Hourly Monday Call Report														Attachment #2A

				(6:00 a.m. - 9:00 p.m.)

						07-Oct-02

				Calls		Calls		Average		Average

		Time Period		Answered		Abandoned		Delay Time		Talk Time

		0600-0659		867		12		3:03		0:48

		0700-0759		747		57		1:37		0:43

		0800-0859		822		75		1:40		0:40

		0900-0959		588		6		0:10		0:34

		1000-1059		450		9		0:08		0:43

		1100-1159		471		3		0:07		0:51

		1200-1259		507		6		0:09		0:52

		1300-1359		543		6		0:09		0:45

		1400-1459		588		0		0:10		0:49

		1500-1559		480		0		0:05		0:58

		1600-1659		429		15		0:10		0:57

		1700-1759		330		0		0:09		0:48

		1800-1859		249		0		0:06		0:45

		1900-1959		96		0		0:06		0:44

		2000-2059		90		0		0:07		0:45

						04-Nov-02

				Calls		Calls		Average		Average

		Time Period		Answered		Abandoned		Delay Time		Talk Time

		0600-0659		897		33		2:45		0:45

		0700-0759		894		51		1:22		0:40

		0800-0859		777		36		1:26		0:44

		0900-0959		570		9		0:11		0:31

		1000-1059		504		6		0:13		0:34

		1100-1159		561		9		0:11		0:38

		1200-1259		681		0		0:10		0:38

		1300-1359		531		3		0:09		0:34

		1400-1459		492		3		0:11		0:52

		1500-1559		420		0		0:10		0:41

		1600-1659		381		0		0:09		0:40

		1700-1759		258		0		0:10		0:36

		1800-1859		141		3		0:09		0:54

		1900-1959		126		3		0:20		1:05

		2000-2059		75		0		0:01		1:23

						02-Dec-02

				Calls		Calls		Average		Average

		Time Period		Answered		Abandoned		Delay Time		Talk Time

		0600-0659		822		45		3:05		0:29

		0700-0759		558		36		1:00		0:44

		0800-0859		576		66		2:27		0:47

		0900-0959		300		9		0:22		1:03

		1000-1059		303		9		0:15		0:45

		1100-1159		177		0		0:22		0:38

		1200-1259		117		0		0:14		0:43

		1300-1359		180		3		0:11		0:32

		1400-1459		177		0		0:21		0:49

		1500-1559		207		0		0:10		0:56

		1600-1659		102		6		0:16		1:02

		1700-1759		78		3		0:13		1:02

		1800-1859		66		0		0:06		0:52

		1900-1959		75		0		0:03		0:46

		2000-2059		63		0		0:04		1:03
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		Carrier Telephone Performance  Report								Attachment #2B

		ALL CARRIERS AVERAGED

						Oct-02		Nov-02		Dec-02

		Calls received				75173		74396		70410

		Calls abandoned				4006		4511		4528

		Average hold time				2:10:40		1:53:20		1:26:20

		Average abandoned time				2:14:40		2:17:40		2:02:40

		Average talk time				0:51:40		0:56:20		0:53:20

		Note:  Customers may call more than one carrier to schedule a trip and may call multiple times

		throughout the reservation period.  The purpose for calls that are abandoned may be to schedule,

		cancel or confirm trips.





						Attachment #3

		ADA Complementary Paratransit Service Delivery

		October 2002

				Number		%

		Total Passenger Trip Requests		163,203		100.0%

		Total Scheduled		161,770		99.1%

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

				0		0.0%

		Vehicle Available - Adversarial Denial		0		0.0%

				0		0.0%

		Denial - Unanticipated Demand		1,433		0.9%

		Total Denials		1,433		0.9%

		Total Trips Provided		143,951		88.2%

		Total Passenger No-Shows		2,057		1.3%

		Total Missed Trips (by provider)		8		0.0%

		November 2002

				Number		%

		Total Passenger Trip Requests		155,311		100.0%

		Total Scheduled		153,750		99.0%

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

				0		0.0%

		Vehicle Available - Adversarial Denial		0		0.0%

				0		0.0%

		Denial - Unanticipated Demand		1,561		1.0%

		Total Denials		1,561		1.0%

		Total Trips Provided		127,569		82.1%

		Total Passenger No-Shows		2,288		1.5%

		Total Missed Trips (by provider)		17		0.0%

		December 2002

				Number		%

		Total Passenger Trip Requests		156,525		100.0%

		Total Scheduled		154,721		98.8%

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

				0		0.0%

		Vehicle Available - Adversarial Denial		0		0.0%

				0		0.0%

		Denial - Unanticipated Demand		1,804		1.2%

		Total Denials		1,804		1.2%

		Total Trips Provided		134,513		85.9%

		Total Passenger No-Shows		2,334		1.5%

		Total Missed Trips (by provider)		13		0.0%

		hours and boundaries. The CTA Board awarded a contract for an automated reservation,

		scheduling and dispatching system in the 4th quarter that will address this issue.





												Attachment #4

		4th Quarter FY2002

						On-Time Performance

						Ambulatory		Non-Ambulatory		Combined

				October		91%		87%		89%

				November		90%		86%		88%

				December		88%		86%		87%

				Quarter Average		90%		87%		88%

		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.



Cathy Garcia:
Use Perf. Reports and
ESVA



																		Attachment #5

		Paratransit Operations

		Long Trip Summary

				2002 - 4th Quarter										2002 -  3rd Quarter

				Oct		Nov		Dec		Total				July		Aug		Sept		Total

		City Trips		108967		99877		98558		307402				100538		102774		99044		302356

		Over 90 Minutes		1194		1117		1069		3380				1057		1064		1323		3444

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

		Suburban Trips		6892		6201		6058		19151				5703		6258		6053		18014

		Over 90 Minutes		220		169		145		534				155		187		190		532

		% Over 90		3.2%		2.7%		2.4%		2.8%				2.7%		3.0%		3.1%		3.0%

		Note: Contractually up to 2% of city trips and 4% of suburban trips are permitted to exceed 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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Attch 1

		Paratransit Performance 2002 vs. 2001												Attachment #1

		Paratransit Trips																				2001		2002

																				Trips		1377948		1553680

		Paratransit Expenditures

																						2001		2002

																				Expenditures		$32,577,670		$36,106,118

		Trip Denial Rate

																						2001		2002

																				Denial Rate		4.0%		1.3%

																						2001		2002

		On-Time Performance																		On-Time Performance		87.3%		88.3%
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		AT & T Toll-Free Monthly Incomplete Call Report																Attachment 2A

						Oct-02		%				Nov-02		%				Dec-02		%

				Calls		Incomplete		Incomplete		Calls		Incomplete		Incomplete		Calls		Incomplete		Incomplete

		0600-0659		865		22		14.1%		925		26		14.9%		909		27		14.4%

		0700-0759		1081		14		9.0%		993		16		9.2%		981		18		9.6%

		0800-0859		1222		8		5.1%		1196		14		8.0%		1220		21		11.2%

		0900-0959		1502		18		11.5%		1392		19		10.9%		1354		13		6.9%

		1000-1059		1465		8		5.1%		1353		7		4.0%		1399		6		3.2%

		1100-1159		1328		8		5.1%		1276		7		4.0%		1451		17		9.0%

		1200-1259		1356		16		10.3%		1299		10		5.7%		1376		9		4.8%

		1300-1359		1374		14		9.0%		1334		10		5.7%		1374		15		8.0%

		1400-1459		1358		9		5.8%		1422		14		8.0%		1371		8		4.3%

		1500-1559		1383		7		4.5%		1419		13		7.5%		1308		11		5.9%

		1600-1659		1161		11		7.1%		1215		15		8.6%		1109		5		2.7%

		1700-1759		1014		3		1.9%		877		10		5.7%		877		9		4.8%

		1800-1859		837		5		3.2%		747		3		1.7%		758		8		4.3%

		1900-1959		549		7		4.5%		587		4		2.3%		612		11		5.9%

		2000-2059		431		6		3.8%		489		6		3.4%		453		10		5.3%						Carrier		Toll-Free

		Total		16926		156				16524		174				16552		188								Calls		Calls

																								Oct-02		81.6%		18.4%

																								Nov-02		81.8%		18.2%

																								Dec-02		81.0%		19.0%

																										Carrier		Toll-Free

																										Calls		Calls

																								Oct		75173		16926		92099

																								Nov		74396		16524		90920

																								Dec		70410		16552		86962
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		All Carriers - Hourly Monday Call Report														Attachment #2A

				(6:00 a.m. - 9:00 p.m.)

						07-Oct-02

				Calls		Calls		Average		Average

		Time Period		Answered		Abandoned		Delay Time		Talk Time

		0600-0659		867		12		3:03		0:48

		0700-0759		747		57		1:37		0:43

		0800-0859		822		75		1:40		0:40

		0900-0959		588		6		0:10		0:34

		1000-1059		450		9		0:08		0:43

		1100-1159		471		3		0:07		0:51

		1200-1259		507		6		0:09		0:52

		1300-1359		543		6		0:09		0:45

		1400-1459		588		0		0:10		0:49

		1500-1559		480		0		0:05		0:58

		1600-1659		429		15		0:10		0:57

		1700-1759		330		0		0:09		0:48

		1800-1859		249		0		0:06		0:45

		1900-1959		96		0		0:06		0:44

		2000-2059		90		0		0:07		0:45

						04-Nov-02

				Calls		Calls		Average		Average

		Time Period		Answered		Abandoned		Delay Time		Talk Time

		0600-0659		897		33		2:45		0:45

		0700-0759		894		51		1:22		0:40

		0800-0859		777		36		1:26		0:44

		0900-0959		570		9		0:11		0:31

		1000-1059		504		6		0:13		0:34

		1100-1159		561		9		0:11		0:38

		1200-1259		681		0		0:10		0:38

		1300-1359		531		3		0:09		0:34

		1400-1459		492		3		0:11		0:52

		1500-1559		420		0		0:10		0:41

		1600-1659		381		0		0:09		0:40

		1700-1759		258		0		0:10		0:36

		1800-1859		141		3		0:09		0:54

		1900-1959		126		3		0:20		1:05

		2000-2059		75		0		0:01		1:23

						02-Dec-02

				Calls		Calls		Average		Average

		Time Period		Answered		Abandoned		Delay Time		Talk Time

		0600-0659		822		45		3:05		0:29

		0700-0759		558		36		1:00		0:44

		0800-0859		576		66		2:27		0:47

		0900-0959		300		9		0:22		1:03

		1000-1059		303		9		0:15		0:45

		1100-1159		177		0		0:22		0:38

		1200-1259		117		0		0:14		0:43

		1300-1359		180		3		0:11		0:32

		1400-1459		177		0		0:21		0:49

		1500-1559		207		0		0:10		0:56

		1600-1659		102		6		0:16		1:02

		1700-1759		78		3		0:13		1:02

		1800-1859		66		0		0:06		0:52

		1900-1959		75		0		0:03		0:46

		2000-2059		63		0		0:04		1:03
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		Carrier Telephone Performance  Report								Attachment #2B

		ALL CARRIERS AVERAGED

						Oct-02		Nov-02		Dec-02

		Calls received				75173		74396		70410

		Calls abandoned				4006		4511		4528

		Average hold time				2:10:40		1:53:20		1:26:20

		Average abandoned time				2:14:40		2:17:40		2:02:40

		Average talk time				0:51:40		0:56:20		0:53:20

		Note:  Customers may call more than one carrier to schedule a trip and may call multiple times

		throughout the reservation period.  The purpose for calls that are abandoned may be to schedule,

		cancel or confirm trips.





						Attachment #3

		ADA Complementary Paratransit Service Delivery

		October 2002

				Number		%

		Total Passenger Trip Requests		163,203		100.0%

		Total Scheduled		161,770		99.1%

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

				0		0.0%

		Vehicle Available - Adversarial Denial		0		0.0%

				0		0.0%

		Denial - Unanticipated Demand		1,433		0.9%

		Total Denials		1,433		0.9%

		Total Trips Provided		143,951		88.2%

		Total Passenger No-Shows		2,057		1.3%

		Total Missed Trips (by provider)		8		0.0%

		November 2002

				Number		%

		Total Passenger Trip Requests		155,311		100.0%

		Total Scheduled		153,750		99.0%

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

				0		0.0%

		Vehicle Available - Adversarial Denial		0		0.0%

				0		0.0%

		Denial - Unanticipated Demand		1,561		1.0%

		Total Denials		1,561		1.0%

		Total Trips Provided		127,569		82.1%

		Total Passenger No-Shows		2,288		1.5%

		Total Missed Trips (by provider)		17		0.0%

		December 2002

				Number		%

		Total Passenger Trip Requests		156,525		100.0%

		Total Scheduled		154,721		98.8%

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

				0		0.0%

		Vehicle Available - Adversarial Denial		0		0.0%

				0		0.0%

		Denial - Unanticipated Demand		1,804		1.2%

		Total Denials		1,804		1.2%

		Total Trips Provided		134,513		85.9%

		Total Passenger No-Shows		2,334		1.5%

		Total Missed Trips (by provider)		13		0.0%

		hours and boundaries. The CTA Board awarded a contract for an automated reservation,

		scheduling and dispatching system in the 4th quarter that will address this issue.





												Attachment #4

		4th Quarter FY2002

						On-Time Performance

						Ambulatory		Non-Ambulatory		Combined

				October		91%		87%		89%

				November		90%		86%		88%

				December		88%		86%		87%

				Quarter Average		90%		87%		88%

		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.



Cathy Garcia:
Use Perf. Reports and
ESVA



																		Attachment #5

		Paratransit Operations

		Long Trip Summary

				2002 - 4th Quarter										2002 -  3rd Quarter

				Oct		Nov		Dec		Total				July		Aug		Sept		Total

		City Trips		108967		99877		98558		307402				100538		102774		99044		302356

		Over 90 Minutes		1194		1117		1069		3380				1057		1064		1323		3444

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

		Suburban Trips		6892		6201		6058		19151				5703		6258		6053		18014

		Over 90 Minutes		220		169		145		534				155		187		190		532

		% Over 90		3.2%		2.7%		2.4%		2.8%				2.7%		3.0%		3.1%		3.0%

		Note: Contractually up to 2% of city trips and 4% of suburban trips are permitted to exceed 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.






