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May 9, 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 2003 First Quarter Report

Dear Mr. Winter:

Enclosed is the Chicago Transit Authority’s (CTA) First Quarter progress report for the year 2003.  In comparison to the same period in 2002, the CTA showed marked improvements in reducing the trip denial rate to 0.4%.  This was primarily accomplished by daily monitoring of customer demand and adjusting trip levels as necessary.  However, ridership continues to increase; First Quarter 2003 performance indicates an 8.1% increase in trips provided over the same period in 2002.

Increased trip demand, higher costs and our goal to obtain greater efficiencies are the driving forces behind two projects that are currently being developed for paratransit services: (1) an automated reservation system, and (2) a study of paratransit service models.       

Finalization of the development phase of the automated reservation/scheduling/dispatching system (StrataGen) should be complete within the next quarter.  We remain on schedule for a November 1, 2003 implementation date. The new reservations system will automate current manual processes.  Anticipated benefits include:

· Increased utilization of vehicles and enhanced coordination across carriers.

· Improved on-time performance.

· Increased information to facilitate the use of CTA mainline service.

· Improved customer data to ensure that customers are directed to the most appropriate service based on their needs.

· Reduced duplication of service through increased ride sharing and integration with Bus/Rail system.

The feasibility study awarded to MultiSystems, Inc. is also on schedule.  This study will identify whether paratransit reservation functions should be centralized and evaluate Automated Fare Collection technologies such as “smart cards.”

Michael A. Winter
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The CTA’s newest supplemental program for people with disabilities, Mobility Direct, completed its second month as a permanent program on March 31st.  Currently, three taxi affiliations are providing service to approximately 450 paratransit customers who generated 25,667 trips during the first quarter.  Three additional affiliations have expressed interest in providing Mobility Direct services, as an increasing number of customers are choosing this direct, non-stop service.

If you have any questions about this report, 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

First Quarter Report (January 1 – March 31, 2003)

Date: May 9, 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


Per the FTA’s request, in the 4th Quarter, 2002, the CTA began providing 1st Monday telephone service performance data.  A comparison of 4th Quarter 2002 and 1st Quarter 2003 reveals little change.

See attachment #2A – 1st Monday Telephone Summary 

An analysis of telephone summary reports for the 1st Quarter 2003, in comparison to the same period in 2002, reflects that Carriers continue to meet the 2:30 hold time standard.  In addition, the number of calls received increased by 0.8% and abandoned calls decreased by 16.8%.

See attachment #2B – Carrier Telephone Performance Report

As stated in previous reports, the CTA estimates service demand for planning purposes, then adjusts as necessary.  In the 1st quarter of 2003, trip denials were recorded at 0.4%.  Service levels and corresponding budget levels during this period were increased by 7.0% and 11.2% respectively due to increased demand.

In addition, the CTA supplements the Special Services program with two taxi-based transportation services, TAP and Mobility Direct.  These services take advantage of abundant resources (there are approximately 17,000 taxicab drivers and 6,000 taxicabs in the City of Chicago), offer direct, non-stop service and, at half the expense of a Special Services trip, allow for better management of the high cost of paratransit 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 

On-Time Performance for the 1st Quarter 2003 decreased by 2.6% in comparison to the same period in 2002.  This is attributed to continued increases in trips provided. Since 2000, the CTA has provided more trips in each subsequent year, as outlined below:

On Time Performance

1st Quarter Comparisons

               Trips                   

Year     Provided   % Inc.     OTP
2003     333,202      8.1%    86.9%   

2002     308,117      2.1%    89.5%

2001     301,904    13.3%    84.6%

2000     266,546      N/A      88.0%

Compared to the 1st Quarter 2000, the CTA provided 66,656 more trips for the same period in 2003, which represents a 25% increase.  In 2003 the CTA began providing trips that were previously provided by agencies that had been recipients of state funded transportation.  To respond to this unanticipated rise in demand generated by the  elimination of state funding to these agencies, and to increase on-time performance, carriers are increasing the number of vehicles and drivers

In addition, the Automated Reservation, Scheduling and Dispatching System anticipated to be in place this Fall should improve on-time performance by fully utilizing existing resources. The planned “route system” will automatically group trips traveling in similar directions.  It will also identify customers eligible for direct, non-stop service available through the CTA’s supplemental taxi-provided programs.  

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
Vehicle conversion delays experienced throughout the industry resulted in late delivery of replacement and new vehicles for the Carriers.  In addition, the 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 minimize any differences.

Improvements were noted in trips over 90 minutes for both City and Suburban trips for the 1st Quarter in 2003 in comparison to the same period in 2002.  In 2003, 1.0% of City trips were over 90 minutes in comparison to 1.1% in 2002.  In 2003, 2.0% of Suburban trips were over 90 minutes in comparison to 2.3% in 2002.

In addition, Mobility Direct, as a non-stop, direct service has reduced in-vehicle travel time for our taxi customers to an average of 13 minutes per trip.  However, this information is not reflected on the On-Time performance reports that record only trips provided by Special Services.

See Attachment 5– Long Trip Summary
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No.

Description

#1

Paratransit Performance First Quarter 2003 vs. 2002

#2A

First Monday Telephone Summary

#2B

Carrier Telephone Performance Report  

#3

ADA Complementary Paratransit Service Delivery Report 

#4

On-Time Performance Report 

#5

Long Trip Summary
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Paratransit Operations

Long Trip Summary

Jan

Feb

Mar

Total

Oct

Nov

Dec

Total

City Trips

105277

100309

110441

316027

108967

99877

98558

307402

Over 90 Minutes

1055

1082

1165

3302

1194

1117

1069

3380

% Over 90

1.0%

1.1%

1.1%

1.0%

1.1%

1.1%

1.1%

1.1%

Suburban Trips

6576

6393

6881

19850

6892

6201

6058

19151

Over 90 Minutes

133

135

137

405

220

169

145

534

% Over 90

2.0%

2.1%

2.0%

2.0%

3.2%

2.7%

2.4%

2.8%

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.

2003 - 1st Quarter

2002 - 4th Quarter
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First Quarter FY2003

Ambulatory

Non-Ambulatory

Combined

January

88%

86%

87%

February

87%

86%

87%

March

89%

87%

88%

Quarter Average

88%

86%

87%

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

January 2003

Number

%

Total Passenger Trip Requests

163,747

100.0%

Total Scheduled

163,524

99.9%

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

223

0.1%

Total Denials

223

0.1%

Total Trips Provided

137,433

83.9%

Total Passenger No-Shows

2,241

1.4%

Total Missed Trips (by provider)

7

0.0%

February 2003

Number

%

Total Passenger Trip Requests

155,040

100.0%

Total Scheduled

154,140

99.4%

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

900

0.6%

Total Denials

900

0.6%

Total Trips Provided

129,923

83.8%

Total Passenger No-Shows

2,301

1.5%

Total Missed Trips (by provider)

12

0.0%

March 2003

Number

%

Total Passenger Trip Requests

167,945

100.0%

Total Scheduled

167,173

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 Boundaries

2

0

0.0%

Denial - Unanticipated Demand

772

0.5%

Total Denials

772

0.5%

Total Trips Provided

140,235

83.5%

Total Passenger No-Shows

2,324

1.4%

Total Missed Trips (by provider)

4

0.0%

1

The CTA does not accept advance reservations prior to the day before trip.

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 that will address this issue.
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Attachment 2B

ALL CARRIERS AVERAGED

Average for

Jan-03

Feb-03

Mar-03

Quarter

Calls received

74322

71211

74064

73,199

Calls abandoned

4395

4716

4241

4,451

Average hold time

2:08:00

2:03:00

1:59:00

2:03:00

Average abandoned time

1:15:00

1:42:00

1:32:00

1:30:00

Average talk time

0:47:00

0:53:00

0:52:00

0:51:00

Average for

Jan-02

Feb-02

Mar-02

Quarter

Calls received

74660

68753

74439

72,617

Calls abandoned

5637

4912

5494

5,348

Average hold time

1:42:00

2:11:00

2:06:00

1:59:00

Average abandoned time

1:15:00

1:29:00

2:25:00

1:43:00

Average talk time

0:53:00

0:49:00

0:49:00

0:50:00

2002

2003

1st Quarter

1st Quarter

Variance

Average Calls Received

72,617

73,199

0.8%

Average Calls Abandoned

5,348

4,451

-16.8%

Average hold time

1:59:00

2:03:00

4.0%

Average abandoned time

1:43:00

1:30:00

-12.5%

Average talk time

0:50:00

0:51:00

2.0%

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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0:47
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182
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0:17

0:56

0800-0859

257

8

0:48
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209
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1:04
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0:59

1400-1459
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0:26
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0:17

0:46

1600-1659
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7

0:26

0:56

1700-1759

147

2

0:19

0:48

1800-1859

71

4

0:52

0:47

1900-1959

42

2

1:05

0:45

2000-2059

38

3

2:49

1:11

Calls

Calls

Average

Average

Time Period

Answered

Abandoned

Delay Time

Talk Time

0600-0659

691
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3:52

0:54

0700-0759
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2:16
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0800-0859

739
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0900-0959
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1:03

0:43

1000-1059
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1100-1159
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0:37

0:46
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410
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0:47

1300-1359

461

34

0:48

0:51

1400-1459
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0:49
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1:16

1:01

1600-1659
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0:50

1700-1759
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1:04

1:05

1900-1959

91

30

3:01
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9

0:38

0:52

Calls

Calls

Average

Average

Time Period

Answered

Abandoned

Delay Time

Talk Time

0600-0659
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17
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0:55

0700-0759
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2:17

0:53

0800-0859
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2:20
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0900-0959
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0:44

0:44

1100-1159

337
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1:08

0:44

1200-1259

385
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1:08

0:50

1300-1359
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17

0:45

0:51

1400-1459

379

18

0:56

0:51

1500-1559

346

36

0:38

0:54

1600-1659

328

35

1:10

0:50

1700-1759

243

75

1:44

0:58

1800-1859

172

35

1:18

1:18

1900-1959
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11

0:46

0:33

2000-2059
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1:33

0:50
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January 2003

Number

%

Total Passenger Trip Requests

163,747

100.0%

Total Scheduled

163,524

99.9%

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

223

0.1%

Total Denials

223

0.1%

Total Trips Provided

137,433

83.9%

Total Passenger No-Shows

2,241

1.4%

Total Missed Trips (by provider)

7

0.0%

February 2003

Number

%

Total Passenger Trip Requests

155,040

100.0%

Total Scheduled

154,140

99.4%

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

900

0.6%

Total Denials

900

0.6%

Total Trips Provided

129,923

83.8%

Total Passenger No-Shows

2,301

1.5%

Total Missed Trips (by provider)

12

0.0%

March 2003

Number

%

Total Passenger Trip Requests

167,945

100.0%

Total Scheduled

167,173

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 Boundaries

2

0

0.0%

Denial - Unanticipated Demand

772

0.5%

Total Denials

772

0.5%

Total Trips Provided

140,235

83.5%

Total Passenger No-Shows

2,324

1.4%

Total Missed Trips (by provider)

4

0.0%

1

The CTA does not accept advance reservations prior to the day before trip.

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 that will address this issue.

[image: image9.wmf]Attachment #4

First Quarter FY2003

Ambulatory

Non-Ambulatory

Combined

January

88%

86%

87%

February

87%

86%

87%

March

89%

87%

88%

Quarter Average

88%

86%

87%

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.
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Paratransit Operations

Long Trip Summary

Jan

Feb

Mar

Total

Oct

Nov

Dec

Total

City Trips

105277

100309

110441

316027

108967

99877

98558

307402

Over 90 Minutes

1055

1082

1165

3302

1194

1117

1069

3380

% Over 90

1.0%

1.1%

1.1%

1.0%

1.1%

1.1%

1.1%

1.1%

Suburban Trips

6576

6393

6881

19850

6892

6201

6058

19151

Over 90 Minutes

133

135

137

405

220

169

145

534

% Over 90

2.0%

2.1%

2.0%

2.0%

3.2%

2.7%

2.4%

2.8%

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.

2003 - 1st Quarter

2002 - 4th Quarter

[image: image12.wmf]Carrier Telephone Performance  Report

Attachment 2B

ALL CARRIERS AVERAGED

Average for

Jan-03

Feb-03

Mar-03

Quarter

Calls received

74322

71211

74064

73,199

Calls abandoned

4395

4716

4241

4,451

Average hold time

2:08:00

2:03:00

1:59:00

2:03:00

Average abandoned time

1:15:00

1:42:00

1:32:00

1:30:00

Average talk time

0:47:00

0:53:00

0:52:00

0:51:00

Average for

Jan-02

Feb-02

Mar-02

Quarter

Calls received

74660

68753

74439

72,617

Calls abandoned

5637

4912

5494

5,348

Average hold time

1:42:00

2:11:00

2:06:00

1:59:00

Average abandoned time

1:15:00

1:29:00

2:25:00

1:43:00

Average talk time

0:53:00

0:49:00

0:49:00

0:50:00

2002

2003

1st Quarter

1st Quarter

Variance

Average Calls Received

72,617

73,199

0.8%

Average Calls Abandoned

5,348

4,451

-16.8%

Average hold time

1:59:00

2:03:00

4.0%

Average abandoned time

1:43:00

1:30:00

-12.5%

Average talk time

0:50:00

0:51:00

2.0%

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.

_1113199283.xls
Data 1

						Jan		Feb		Mar

		Trip Requests

		Special Services Reservations				137,006		130,090		143,352

		Mobility Direct Reservations				0		0		0

		TAP				26,518		24,050		23,821

		Turndowns				223		900		772

		Total				163,747		155,040		167,945

		Total Less TAP				137,229		130,990		144,124

		Trips Scheduled				163,524		154,140		167,173

		Trips Scheduled Less TAP				137,006		130,090		143,352

		Trips Provided

		Special Services Trips				110,915		105,873		116,414

		Mobility Direct Trips				0		0		0

		TAP				26,518		24,050		23,821

		Total				137,433		129,923		140,235

		Total Less TAP				110,915		105,873		116,414

		Total Passenger No-Show				2,241		2,301		2,324

		Total Missed Trips (by provider)				7		12		4

		Customer cancellations				26,303		24,376		27,125



Lawrence Janasek:
From Mapper - Only ADA (minus rta/cdoa trips) customer reservations. Single function search of History.
Back into SS number by using Total ADA trips minus MD and TAP.

Lawrence Janasek:
Do not enter trip data -
leave at zero for now.

Lawrence Janasek:
From F:\common\admin\perf_rpt\turndowns\2003\fta turndowns.xls

Lawrence Janasek:
From Larry J. Turndown
report.

Lawrence Janasek:
from 2002.xls

Lawrence Janasek:
Do not enter trip data -
leave at zero for now.

Lawrence Janasek:
from Larry J. Turndown
report.

Lawrence Janasek:
from Mapper - Cabinet 184, 10H

Lawrence Janasek:
from Mapper, Cabinet 184, 10H

Cathy Garcia:
2002.xls



With TAP 1st Qtr

						Attachment #3

		ADA Complementary Paratransit Service Delivery

		January 2003

				Number		%

		Total Passenger Trip Requests		163,747		100.0%

		Total Scheduled		163,524		99.9%

		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		223		0.1%

		Total Denials		223		0.1%

		Total Trips Provided		137,433		83.9%

		Total Passenger No-Shows		2,241		1.4%

		Total Missed Trips (by provider)		7		0.0%

		February 2003

				Number		%

		Total Passenger Trip Requests		155,040		100.0%

		Total Scheduled		154,140		99.4%

		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		900		0.6%

		Total Denials		900		0.6%

		Total Trips Provided		129,923		83.8%

		Total Passenger No-Shows		2,301		1.5%

		Total Missed Trips (by provider)		12		0.0%

		March 2003

				Number		%

		Total Passenger Trip Requests		167,945		100.0%

		Total Scheduled		167,173		99.5%

		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		772		0.5%

		Total Denials		772		0.5%

		Total Trips Provided		140,235		83.5%

		Total Passenger No-Shows		2,324		1.4%

		Total Missed Trips (by provider)		4		0.0%

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

		scheduling and dispatching system that will address this issue.





Data 2

						Apr		May		June

		Trip Requests

		Special Services Reservations

		Mobility Direct Reservations

		TAP

		Turndowns

		Total				0		0		0

		Total Less TAP				0		0		0

		Trips Scheduled				0		0		0

		Trips Scheduled Less TAP				0		0		0

		Trips Provided

		Special Services Trips

		Mobility Direct Trips

		TAP

		Total				0		0		0

		Total Less TAP				0		0		0

		Total Passenger No-Show

		Total Missed Trips (by provider)

		Customer cancellations



Lawrence Janasek:
From Mapper - Only ADA customer reservations. Single function search of History.
Back into SS number by using Total ADA trips minus MD and TAP.

Lawrence Janasek:
From Mapper - Cabinet 172,22i

Lawrence Janasek:
From F:\common\admin\perf_rpt\turndowns\2002\fta turndowns2.xls

Lawrence Janasek:
From 2002.xls

Lawrence Janasek:
from 2002.xls

Lawrence Janasek:
from 2002.xls

Lawrence Janasek:
from 2002.xls

Lawrence Janasek:
from Mapper - Cabinet 184, 10H

Lawrence Janasek:
from Mapper, Cabinet 184, 10H

Cathy Garcia:
2002.xls



With TAP 2nd Qtr

						Attachment #3

		ADA Complementary Paratransit Service Delivery

		April 2003

				Number		%

		Total Passenger Trip Requests		0		0.0%

		Total Scheduled		0		0.0%

		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		0		0.0%

		Total Denials		0		0.0%

		Total Trips Provided		0		0.0%

		Total Passenger No-Shows		0		0.0%

		Total Missed Trips (by provider)		0		0.0%

		May 2003

				Number		%

		Total Passenger Trip Requests		0		0.0%

		Total Scheduled		0		0.0%

		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		0		0.0%

		Total Denials		0		0.0%

		Total Trips Provided		0		0.0%

		Total Passenger No-Shows		0		0.0%

		Total Missed Trips (by provider)		0		0.0%

		June 2003

				Number		%

		Total Passenger Trip Requests		0		0.0%

		Total Scheduled		0		0.0%

		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		0		0.0%

		Total Denials		0		0.0%

		Total Trips Provided		0		0.0%

		Total Passenger No-Shows		0		0.0%

		Total Missed Trips (by provider)		0		0.0%

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

		scheduling and dispatching system that will address this issue.






_1113384231.xls
2nd qtr

												Attachment #4

		2nd Quarter FY2003

						On-Time Performance

						Ambulatory		Non-Ambulatory		Combined		Early Pick-Ups

				April		91%		88%		90%		53%

				May		90%		85%		88%		50%

				June		89%		85%		87%		48%

				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.



Cathy Garcia:
Use Perf. Reports and
ESVA



1st qtr

												Attachment #4

		First Quarter FY2003

						On-Time Performance

						Ambulatory		Non-Ambulatory		Combined

				January		88%		86%		87%

				February		87%		86%		87%

				March		89%		87%		88%

				Quarter Average		88%		86%		87%

		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
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_1111921706.xls
2nd qtr

																		Attachment #5

		Paratransit Operations

		Long Trip Summary

				2003 - 2nd Quarter										2003 - 1st Quarter

				Apr		May		June		Total				Jan		Feb		Mar		Total

		City Trips								0				105277		100309		110441		316027

		Over 90 Minutes								0				1055		1082		1165		3302

		% Over 90								0.0%				1.0%		1.1%		1.1%		1.0%

		Suburban Trips								0				6576		6393		6881		19850

		Over 90 Minutes								0				133		135		137		405

		% Over 90								0.0%				2.0%		2.1%		2.0%		2.0%

		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.

																												3rd Qtr.		4th Qtr.

																										City		1.1%		1.1%

																										Suburban		3.0%		2.8%



Cathy Garcia:
Use Mapper 25H - Trips 
Over 90 Min In Duration



1st qtr

																		Attachment #5

		Paratransit Operations

		Long Trip Summary

				2003 - 1st Quarter										2002 - 4th Quarter

				Jan		Feb		Mar		Total				Oct		Nov		Dec		Total

		City Trips		105277		100309		110441		316027				108967		99877		98558		307402

		Over 90 Minutes		1055		1082		1165		3302				1194		1117		1069		3380

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

		Suburban Trips		6576		6393		6881		19850				6892		6201		6058		19151

		Over 90 Minutes		133		135		137		405				220		169		145		534

		% Over 90		2.0%		2.1%		2.0%		2.0%				3.2%		2.7%		2.4%		2.8%

		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.



Cathy Garcia:
Use Mapper 25H - Trips 
Over 90 Min In Duration




_1111921942.xls
carrier hold times

		CARRIER TELEPHONE HOLD TIMES

						Arts'				CDT				SCR

		January-01				3:06				2:25				1:44

		February-01				3:59				2:06				1:21

		March-01								1:49				2:11

		April-01								System malfunction

		May-01				1:55				System malfunction				1:50

		June-01				2:36				2:38				1:50

		July-01								1:52				1:50

		August-01				1:40				1:39				1:50

		September-01				2:12				1:47				1:57

		October-01				2:14				1:28				2:12

		November-01								1:29				2:07

		December-01				2:34				1:31				2:10

		January-02				2:59				1:39				1:46

		February-02				3:03				1:42				1:48

		March-02				2:47				1:46				1:46

		April-02				2:50				1:44				1:54

		May-02				2:49				1:40				1:49

		June-02

		July-02

		August-02

		September-02

		October-02

		November-02

		December-02

		CARRIER AVERAGE				2:40				1:49				1:52

		OVERALL AVERAGE								2:07





2001

		Carrier Telephone Call Report Data

						Jan-01		Feb-01		Mar-01		Apr-01		May-01		Jun-01		Jul-01		Aug-01		Sep-01		Oct-01		Nov-01		Dec-01

		Art's

																				14408		35368		26868				18826

		Calls received				31644

		Calls abandoned

		Average hold time				3:06:00		3:59:00						1:55:00		2:36:00				1:40:00		2:12:00		2:14:00				2:34:00

		Average abandoned time

		Average talk time				0:47:00														0:45:00		0:39:00		0:37:00				0:38:00

		*Requested missing reports but ART's cannot recreate prior reports.  Requested required information going forward.

		CDT

		Calls received						106100		118730								115133		120658		121119		127164		125923		124848

		Calls abandoned						8142		9203								8598		9628		10675		10601		11422		11675

		Average hold time						2:02:00		1:49:00						2:38:00		1:52:00		1:39:00		1:47:00		1:28:00		1:29:00		1:31:00

		Average abandoned time						0:52:00		0:49:00								0:52:00		0:40:00		0:47:00		0:31:00		0:28:00		0:27:00

		Average talk time						0:54:00		0:55:00								0:55:00		0:56:00		0:55:00		0:52:00		0:52:00		0:54:00

		SCR

		Calls received				51236		Partial		37949												57570		39913		64973		61000

		Calls abandoned						Report														1229		976		1233		1224

		Average hold time				1:44:00				2:11:00		1:44:00		1:50:00		1:50:00		1:50:00		1:50:00		1:57:00		2:12:00		2:07:00		2:10:00

		Average abandoned time																				2:23:00		3:04:00		2:06:00		2:59:00

		Average talk time																				0:53:00		0:54:00		0:47:00		0:51:00
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2002

																								Attachment 1

																								DRAFT 4/4/02

		Carrier Telephone Call Report Data

						Jan-02		Feb-02		Mar-02		Apr-02		May-02		Jun-02		Jul-02		Aug-02		Sep-02		Oct-02		Nov-02		Dec-02

		Art's

		Calls received				31915		29834		34622		34597		33071		31657		31840		33007		29191		31815		31156		30272

		Calls abandoned								5352		4586		7504		3317		3012		3000		2846		1959		3886		3935

		Average hold time						3:03:00		2:47:00		2:50:00		2:49:00		2:50:00		2:47:00		2:27:00		2:32:00		3:08:00		2:05:00		2:30:00

		Average abandoned time								3:50:00		3:52:00		3:58:00		3:27:00		3:29:00		3:28:00		3:17:00		3:59:00		3:49:00		3:30:00

		Average talk time						0:38:00		0:40:00		0:41:00		0:44:00		0:45:00		0:49:00		0:48:00		0:52:00		0:51:00		1:01:00		0:54:00

		CDT

		Calls received				121216		112172		122472		118268		125916		121734		124112		126631		121526		128906		124950		109542

		Calls abandoned				9498		8538		8997		8614		8286		7963		8529		9135		8974		8700		8245		8249

		Average hold time				1:39:00		1:42:00		1:46:00		1:44:00		1:40:00		1:42:00		1:42:00		1:49:00		1:40:00		1:27:00		1:38:00		0:11:00

		Average abandoned time				0:36:00		0:42:00		0:39:00		0:42:00		0:43:00		0:44:00		0:44:00		0:53:00		0:44:00		0:34:00		0:54:00		1:03:00

		Average talk time				0:53:00		0:55:00		0:57:00		0:56:00		0:59:00		1:00:00		1:01:00		0:59:00		0:56:00		0:56:00		1:00:00		0:59:00

		SCR

		Calls received				70850		64254		66224		62687		65235		62027		50146		65644		63967		64797		67083		71415

		Calls abandoned				1775		1286		1990		1108		975				1056		1497		1249		1359		1401		1399

		Average hold time				1:46:00		1:48:00		1:46:00		1:54:00		1:49:00				2:28:00		1:55:00		1:50:00		1:57:00		1:57:00		1:38:00

		Average abandoned time				1:54:00		2:17:00		1:27:00		2:04:00		2:29:00				2:17:00		1:51:00		2:13:00		2:11:00		2:10:00		1:35:00

		Average talk time				0:53:00		0:54:00		0:51:00		0:50:00		0:50:00				0:50:00		0:51:00		0:51:00		0:48:00		0:48:00		0:47:00

		ALL CARRIERS AVERAGED

		Calls received				74660		68753		74439		71851		74741		71806		68699		75094		71561		75173		74396		70410

		Calls abandoned				5637		4912		5494		4769		5588		5640		4199		4544		4356		4006		4511		4528

		Average hold time				1:42:00		2:11:00		2:06:00		2:09:20		2:06:00		2:16:00		2:19:00		2:03:40		2:00:40		2:10:40		1:53:20		1:26:20

		Average abandoned time				1:15:00		1:29:00		2:25:00		2:12:40		2:23:20		2:05:30		2:10:00		2:04:00		2:04:40		2:14:40		2:17:40		2:02:40

		Average talk time				0:53:00		0:49:00		0:49:00		0:49:00		0:51:00		0:52:30		0:53:20		0:52:40		0:53:00		0:51:40		0:56:20		0:53:20

		Art's estimated Jan. 2002, calls received

		SCR computer glitch June, 2002 - estimated calls received

		Art's estimated Aug. 2002, calls abandoned & avg. abandoned time
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		Carrier Telephone Call Report Data

						Jan-03		Feb-03		Mar-03		Apr-03		May-03		Jun-03		Jul-03		Aug-03		Sep-03		Oct-03		Nov-03		Dec-03

		Art's

		Calls received				19390		26075		11027

		Calls abandoned				2704		4139		1449

		Average hold time				2:21:00		2:37:00		2:54:00

		Average abandoned time				1:49:00		2:03:00		2:41:00

		Average talk time				0:55:00		0:55:00		0:54:00

		CDT

		Calls received				129760		123592		136689

		Calls abandoned				9008		8183		9585

		Average hold time				1:46:00		1:42:00		1:49:00

		Average abandoned time				0:53:00		0:50:00		0:51:00

		Average talk time				0:58:00		0:55:00		0:57:00

		SCR

		Calls received				73817		63967		74475

		Calls abandoned				1474		1249		1688

		Average hold time				1:07:00		1:50:00		1:14:00

		Average abandoned time				1:03:00		2:13:00		1:05:00

		Average talk time				0:50:00		0:51:00		0:46:00

		ALL CARRIERS AVERAGED

		Calls received				74322		71211		74064		0		0		0		0		0		0		0		0		0

		Calls abandoned				4395		4716		4241		0		0		0		0		0		0		0		0		0

		Average hold time				2:08:00		2:03:00		1:59:00		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00

		Average abandoned time				1:15:00		1:42:00		1:32:20		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00

		Average talk time				0:47:00		0:53:40		0:52:20		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00		0:00:00





fta 1st qtr

		Carrier Telephone Performance  Report												Attachment 2B

		ALL CARRIERS AVERAGED

						Jan-03		Feb-03		Mar-03

		Calls received				74322		71211		74064

		Calls abandoned				4395		4716		4241

		Average hold time				2:08:00		2:03:00		1:59:00

		Average abandoned time				1:15:00		1:42:00		1:32:20

		Average talk time				0:47:00		0:53:40		0:52:20

		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.





fta 2nd qtr

		Carrier Telephone Performance  Report										Attachment 1

		ALL CARRIERS AVERAGED

				Apr-03		May-03		Jun-03

		Calls received		0		0		0

		Calls abandoned		0		0		0

		Average hold time		0:00:00		0:00:00		0:00:00

		Average abandoned time		0:00:00		0:00:00		0:00:00

		Average talk time		0:00:00		0:00:00		0:00:00

		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.





fta 3rd qtr

		Carrier Telephone Performance  Report						Attachment 2

		ALL CARRIERS AVERAGED

				Jul-03		Aug-03		Sep-03

		Calls received		0		0		0

		Calls abandoned		0		0		0

		Average hold time		0:00:00		0:00:00		0:00:00

		Average abandoned time		0:00:00		0:00:00		0:00:00

		Average talk time		0:00:00		0:00:00		0:00:00

		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.





fta 4th qtr

		Carrier Telephone Performance  Report						Attachment #2B

		ALL CARRIERS AVERAGED

				Oct-03		Nov-03		Dec-03

		Calls received		0		0		0

		Calls abandoned		0		0		0

		Average hold time		0:00:00		0:00:00		0:00:00

		Average abandoned time		0:00:00		0:00:00		0:00:00

		Average talk time		0:00:00		0:00:00		0:00:00

		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.





comparison

		Carrier Telephone Performance  Report										Attachment 2B

		ALL CARRIERS AVERAGED

														Average for

						Jan-03		Feb-03		Mar-03				Quarter

		Calls received				74322		71211		74064				73,199

		Calls abandoned				4395		4716		4241				4,451

		Average hold time				2:08:00		2:03:00		1:59:00				2:03:00

		Average abandoned time				1:15:00		1:42:00		1:32:00				1:30:00

		Average talk time				0:47:00		0:53:00		0:52:00				0:51:00

														Average for

						Jan-02		Feb-02		Mar-02				Quarter

		Calls received				74660		68753		74439				72,617

		Calls abandoned				5637		4912		5494				5,348

		Average hold time				1:42:00		2:11:00		2:06:00				1:59:00

		Average abandoned time				1:15:00		1:29:00		2:25:00				1:43:00

		Average talk time				0:53:00		0:49:00		0:49:00				0:50:00

						2002				2003

						1st Quarter				1st Quarter				Variance

		Average Calls Received				72,617				73,199				0.8%

		Average Calls Abandoned				5,348				4,451				-16.8%

		Average hold time				1:59:00				2:03:00				4.0%

		Average abandoned time				1:43:00				1:30:00				-12.5%

		Average talk time				0:50:00				0:51:00				2.0%

		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.






_1113028327.xls
1st qtr

		First Quarter Performance 2003 vs. 2002												Attachment #1

		Paratransit Trips																				2002		2003

																				Trips		308117		333202

		Paratransit Expenditures

																						2002		2003

																				Expenditures		$7,899,248		$8,627,264

		Trip Denial Rate

																						2002		2003

																				Denial Rate		2.7%		0.4%

																						2002		2003

		On-Time Performance																		On-Time Performance		89.5%		86.9%
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		All Carriers Combined

				Calls		Calls		Average		Average

		Time Period		Answered		Abandoned		Delay Time		Talk Time

		0600-0659

		0700-0759

		0800-0859

		0900-0959

		1000-1059

		1100-1159

		1200-1259

		1300-1359

		1400-1459

		1500-1559

		1600-1659

		1700-1759

		1800-1859

		1900-1959

		2000-2059





arts 1st qtr

		Art's Transportation Telephone Hourly Call Report (6:00 a.m. - 9:00p.m.)

						1/13/2003*

				Calls		Calls		Average		Average

		Time Period		Answered		Abandoned		Delay Time		Talk Time

		0600-0659		237		12		3:48		0:47

		0700-0759		81		6		0:26		0:56

		0800-0859		119		6		1:20		1:01

		0900-0959		83		4		0:29		1:12

		1000-1059		57		7		0:28		0:55

		1100-1159		60		4		0:35		0:48

		1200-1259		57		7		1:22		0:59

		1300-1359		67		8		0:36		1:06

		1400-1459		48		4		0:36		1:20

		1500-1559		50		4		0:25		0:48

		1600-1659		44		6		0:37		1:07

		1700-1759		38		0		0:24		0:42

		1800-1859		11		3		1:31		0:30

		1900-1959		3		1		2:01		0:30

		2000-2059		5		3		5:36		0:40

		*No 1/6/03 report because of computer glitch.

						03-Feb-03

				Calls		Calls		Average		Average

		Time Period		Answered		Abandoned		Delay Time		Talk Time

		0600-0659		208		57		5:13		0:44

		0700-0759		132		74		2:07		0:37

		0800-0859		181		22		2:34		0:41

		0900-0959		105		13		0:32		0:45

		1000-1059		83		17		0:40		0:46

		1100-1159		51		5		0:28		0:48

		1200-1259		62		6		0:49		0:49

		1300-1359		63		3		1:03		1:07

		1400-1459		69		5		0:24		0:53

		1500-1559		63		4		0:49		1:35

		1600-1659		64		3		0:19		1:07

		1700-1759		43		17		1:31		1:29

		1800-1859		19		6		0:23		1:12

		1900-1959		6		6		4:45		0:30

		2000-2059		3		3		0:43		0:51

						03-Mar-03

				Calls		Calls		Average		Average

		Time Period		Answered		Abandoned		Delay Time		Talk Time

		0600-0659		240		5		4:20		0:49

		0700-0759		162		21		2:06		0:32

		0800-0859		188		31		3:12		0:58

		0900-0959		107		10		1:02		1:01

		1000-1059		78		7		0:55		0:44

		1100-1159		57		9		1:40		0:38

		1200-1259		71		7		2:06		1:00

		1300-1359		68		3		0:25		1:07

		1400-1459		83		8		1:28		1:06

		1500-1559		78		16		0:32		1:02

		1600-1659		55		9		0:47		1:10

		1700-1759		24		8		1:06		1:04

		1800-1859		18		14		1:30		2:18

		1900-1959		0		0		0:00		0:00

		2000-2059		3		7		2:36		0:57





cdt1st qtr

		CDT Transportation Telephone Hourly Call Report (6:00 a.m. - 9:00p.m.)

						06-Jan-03

				Calls		Calls		Average		Average

		Time Period		Answered		Abandoned		Delay Time		Talk Time

		0600-0659		System Technical Difficulties - cannot retrieve hour by hour data.

		0700-0759

		0800-0859

		0900-0959

		1000-1059

		1100-1159

		1200-1259

		1300-1359

		1400-1459

		1500-1559

		1600-1659

		1700-1759

		1800-1859

		1900-1959

		2000-2059

						03-Feb-03

				Calls		Calls		Average		Average

		Time Period		Answered		Abandoned		Delay Time		Talk Time

		0600-0659		208		0		3:05		1:09

		0700-0759		227		26		2:39		1:18

		0800-0859		277		9		1:52		1:05

		0900-0959		221		27		2:21		0:43

		1000-1059		170		26		2:05		0:50

		1100-1159		158		11		1:05		0:51

		1200-1259		171		20		1:50		0:46

		1300-1359		166		9		0:47		0:49

		1400-1459		157		22		0:59		0:47

		1500-1559		177		25		2:52		0:46

		1600-1659		139		46		3:52		0:43

		1700-1759		138		17		2:19		0:56

		1800-1859		80		26		2:31		1:12

		1900-1959		65		24		4:17		0:53

		2000-2059		51		6		1:09		1:03

						03-Mar-03

				Calls		Calls		Average		Average

		Time Period		Answered		Abandoned		Delay Time		Talk Time

		0600-0659		184		5		3:40		1:08

		0700-0759		192		8		3:15		1:21

		0800-0859		246		5		2:20		1:05

		0900-0959		196		32		1:33		0:51

		1000-1059		147		13		1:12		0:50

		1100-1159		130		14		1:39		0:48

		1200-1259		143		13		1:13		0:50

		1300-1359		141		10		1:37		0:51

		1400-1459		156		9		1:13		0:45

		1500-1559		161		19		1:16		0:53

		1600-1659		124		24		2:35		0:40

		1700-1759		110		65		3:57		0:55

		1800-1859		103		21		2:04		0:54

		1900-1959		94		11		2:05		0:49

		2000-2059		69		14		1:52		0:50





scr1st qtr

		SCR Transportation Telephone Hourly Call Report (6:00 a.m. - 9:00p.m.)

						06-Jan-03

				Calls		Calls		Average		Average

		Time Period		Answered		Abandoned		Delay Time		Talk Time

		0600-0659		277		9		1:59		0:48

		0700-0759		101		0		0:08		0:56

		0800-0859		138		2		0:17		0:59

		0900-0959		126		1		0:12		0:57

		1000-1059		158		1		0:12		0:51

		1100-1159		125		1		0:08		0:54

		1200-1259		126		0		0:12		0:53

		1300-1359		148		2		0:07		0:52

		1400-1459		135		4		0:16		0:48

		1500-1559		157		1		0:09		0:45

		1600-1659		152		1		0:15		0:46

		1700-1759		109		2		0:15		0:55

		1800-1859		60		1		0:13		1:04

		1900-1959		39		1		0:10		1:00

		2000-2059		33		0		0:03		1:43

						03-Feb-03

				Calls		Calls		Average		Average

		Time Period		Answered		Abandoned		Delay Time		Talk Time

		0600-0659		275		3		3:20		0:49

		0700-0759		300		17		2:03		0:46

		0800-0859		281		28		2:03		0:51

		0900-0959		264		2		0:16		0:41

		1000-1059		206		2		0:12		0:42

		1100-1159		214		4		0:20		0:40

		1200-1259		177		11		0:27		0:46

		1300-1359		232		22		0:35		0:39

		1400-1459		155		2		0:21		0:49

		1500-1559		159		2		0:09		0:43

		1600-1659		159		1		0:15		0:42

		1700-1759		78		0		0:16		0:37

		1800-1859		41		1		0:18		0:52

		1900-1959		20		0		0:02		0:58

		2000-2059		27		0		0:02		0:44

						03-Mar-03

				Calls		Calls		Average		Average

		Time Period		Answered		Abandoned		Delay Time		Talk Time

		0600-0659		287		7		3:09		0:48

		0700-0759		288		15		1:31		0:47

		0800-0859		252		15		1:28		0:50

		0900-0959		171		0		0:14		0:44

		1000-1059		141		0		0:07		0:40

		1100-1159		150		0		0:07		0:47

		1200-1259		171		1		0:06		0:41

		1300-1359		193		4		0:13		0:37

		1400-1459		140		1		0:08		0:42

		1500-1559		107		1		0:08		0:48

		1600-1659		149		2		0:09		0:42

		1700-1759		109		2		0:11		0:56

		1800-1859		51		0		0:22		0:44

		1900-1959		54		0		0:14		0:50

		2000-2059		35		1		0:11		0:43





all 1st qtr

		All Carriers - 6:00 a.m.- 9:00 p.m. Hourly Monday Call Report														Attachment #2A

						06-Jan-03

				Calls		Calls		Average		Average

		Time Period		Answered		Abandoned		Delay Time		Talk Time

		0600-0659		514		21		2:53		0:47

		0700-0759		182		6		0:17		0:56

		0800-0859		257		8		0:48		1:00

		0900-0959		209		5		0:20		1:04

		1000-1059		215		8		0:20		0:53

		1100-1159		185		5		0:21		0:51

		1200-1259		183		7		0:47		0:56

		1300-1359		215		10		0:21		0:59

		1400-1459		183		8		0:26		1:04

		1500-1559		207		5		0:17		0:46

		1600-1659		196		7		0:26		0:56

		1700-1759		147		2		0:19		0:48

		1800-1859		71		4		0:52		0:47

		1900-1959		42		2		1:05		0:45

		2000-2059		38		3		2:49		1:11

						03-Feb-03

				Calls		Calls		Average		Average

		Time Period		Answered		Abandoned		Delay Time		Talk Time

		0600-0659		691		60		3:52		0:54

		0700-0759		659		117		2:16		0:53

		0800-0859		739		59		2:09		0:52

		0900-0959		590		42		1:03		0:43

		1000-1059		459		45		0:59		0:46

		1100-1159		423		20		0:37		0:46

		1200-1259		410		37		1:02		0:47

		1300-1359		461		34		0:48		0:51

		1400-1459		381		29		0:34		0:49

		1500-1559		399		31		1:16		1:01

		1600-1659		362		50		1:28		0:50

		1700-1759		259		34		1:22		1:00

		1800-1859		140		33		1:04		1:05

		1900-1959		91		30		3:01		0:47

		2000-2059		81		9		0:38		0:52

						03-Mar-03

				Calls		Calls		Average		Average

		Time Period		Answered		Abandoned		Delay Time		Talk Time

		0600-0659		711		17		3:43		0:55

		0700-0759		642		44		2:17		0:53

		0800-0859		686		51		2:20		0:57

		0900-0959		474		42		0:56		0:52

		1000-1059		366		20		0:44		0:44

		1100-1159		337		23		1:08		0:44

		1200-1259		385		21		1:08		0:50

		1300-1359		402		17		0:45		0:51

		1400-1459		379		18		0:56		0:51

		1500-1559		346		36		0:38		0:54

		1600-1659		328		35		1:10		0:50

		1700-1759		243		75		1:44		0:58

		1800-1859		172		35		1:18		1:18

		1900-1959		148		11		0:46		0:33

		2000-2059		107		22		1:33		0:50





all 1st qtr
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scr 2nd qtr

		Art's Transportation Telephone Hourly Call Report (6:00 a.m. - 9:00p.m.)

						07-Apr-03

				Calls		Calls		Average		Average

		Time Period		Answered		Abandoned		Delay Time		Talk Time

		0600-0659		145		13		0:20		0:57

		0700-0759		94		5		0:51		1:01

		0800-0859		54		4		0:50		0:48

		0900-0959		35		15		1:59		1:05

		1000-1059		24		2		0:21		0:54

		1100-1159		19		2		0:27		0:40

		1200-1259		19		2		0:12		1:05

		1300-1359		19		2		0:06		1:16

		1400-1459		19		1		0:14		1:22

		1500-1559		17		1		0:11		0:45

		1600-1659		8		1		0:39		1:53

		1700-1759		6		8		2:43		1:51

		1800-1859		13		9		0:39		2:47

		1900-1959		5		1		0:37		2:15

		2000-2059		0		1		0:00		0:00

				Calls		Calls		Average		Average

		Time Period		Answered		Abandoned		Delay Time		Talk Time

		0600-0659

		0700-0759

		0800-0859

		0900-0959

		1000-1059

		1100-1159

		1200-1259

		1300-1359

		1400-1459

		1500-1559

		1600-1659

		1700-1759

		1800-1859

		1900-1959

		2000-2059

				Calls		Calls		Average		Average

		Time Period		Answered		Abandoned		Delay Time		Talk Time

		0600-0659

		0700-0759

		0800-0859

		0900-0959

		1000-1059

		1100-1159

		1200-1259

		1300-1359

		1400-1459

		1500-1559

		1600-1659

		1700-1759

		1800-1859

		1900-1959

		2000-2059





all 2nd qtr

		CDT Telephone Hourly Call Report (6:00 a.m. - 9:00p.m.)

						07-Apr-03

				Calls		Calls		Average		Average

		Time Period		Answered		Abandoned		Delay Time		Talk Time

		0600-0659		201		7		3:09		1:17

		0700-0759		264		13		2:07		1:18

		0800-0859		211		10		2:53		1:18

		0900-0959		134		18		5:16		1:21

		1000-1059		166		33		2:59		1:08

		1100-1159		158		18		1:48		0:48

		1200-1259		159		29		3:10		1:11

		1300-1359		148		25		2:17		1:00

		1400-1459		130		17		0:58		1:00

		1500-1559		132		18		1:06		0:59

		1600-1659		134		18		2:17		0:48

		1700-1759		74		12		2:07		1:10

		1800-1859		61		8		1:04		1:06

		1900-1959		51		13		0:54		1:24

		2000-2059		55		10		2:04		1:16

				Calls		Calls		Average		Average

		Time Period		Answered		Abandoned		Delay Time		Talk Time

		0600-0659

		0700-0759

		0800-0859

		0900-0959

		1000-1059

		1100-1159

		1200-1259

		1300-1359

		1400-1459

		1500-1559

		1600-1659

		1700-1759

		1800-1859

		1900-1959

		2000-2059

				Calls		Calls		Average		Average

		Time Period		Answered		Abandoned		Delay Time		Talk Time

		0600-0659

		0700-0759

		0800-0859

		0900-0959

		1000-1059

		1100-1159

		1200-1259

		1300-1359

		1400-1459

		1500-1559

		1600-1659

		1700-1759

		1800-1859

		1900-1959

		2000-2059





		SCR Transportation Telephone Hourly Call Report (6:00 a.m. - 9:00p.m.)

						07-Apr-03

				Calls		Calls		Average		Average

		Time Period		Answered		Abandoned		Delay Time		Talk Time

		0600-0659		320		12		1:30		0:45

		0700-0759		254		8		1:08		1:08

		0800-0859		196		1		0:06		0:41

		0900-0959		135		1		0:09		0:49

		1000-1059		48		0		0:11		0:40

		1100-1159		84		0		0:06		0:55

		1200-1259		148		1		0:06		0:49

		1300-1359		126		0		0:07		0:47

		1400-1459		123		1		0:10		0:54

		1500-1559		123		0		0:10		0:46

		1600-1659		145		2		0:12		0:42

		1700-1759		79		0		0:10		0:37

		1800-1859		45		0		0:10		0:50

		1900-1959		35		0		0:15		0:46

		2000-2059		31		0		0:06		0:36

				Calls		Calls		Average		Average

		Time Period		Answered		Abandoned		Delay Time		Talk Time

		0600-0659

		0700-0759

		0800-0859

		0900-0959

		1000-1059

		1100-1159

		1200-1259

		1300-1359

		1400-1459

		1500-1559

		1600-1659

		1700-1759

		1800-1859

		1900-1959

		2000-2059

				Calls		Calls		Average		Average

		Time Period		Answered		Abandoned		Delay Time		Talk Time

		0600-0659

		0700-0759

		0800-0859

		0900-0959

		1000-1059

		1100-1159

		1200-1259

		1300-1359

		1400-1459

		1500-1559

		1600-1659

		1700-1759

		1800-1859

		1900-1959

		2000-2059





		All Carriers - 6:00 a.m.- 9:00 p.m. Hourly Monday Call Report

				Calls		Calls		Average		Average

		Time Period		Answered		Abandoned		Delay Time		Talk Time

		0600-0659		666		32		1:39		0:59

		0700-0759		612		26		1:22		1:09

		0800-0859		461		15		1:16		0:55

		0900-0959		304		34		2:28		1:05

		1000-1059		238		35		1:10		0:54

		1100-1159		261		20		0:47		0:47

		1200-1259		326		32		1:09		1:01

		1300-1359		293		27		0:50		1:01

		1400-1459		272		19		0:27		1:05

		1500-1559		272		19		0:29		0:50

		1600-1659		287		21		1:02		1:07

		1700-1759		159		20		1:40		1:12

		1800-1859		119		17		0:37		1:34

		1900-1959		91		14		0:35		1:28

		2000-2059		86		11		0:43		0:37

				Calls		Calls		Average		Average

		Time Period		Answered		Abandoned		Delay Time		Talk Time

		0600-0659		0		0		0:00		0:00

		0700-0759		0		0		0:00		0:00

		0800-0859		0		0		0:00		0:00

		0900-0959		0		0		0:00		0:00

		1000-1059		0		0		0:00		0:00

		1100-1159		0		0		0:00		0:00

		1200-1259		0		0		0:00		0:00

		1300-1359		0		0		0:00		0:00

		1400-1459		0		0		0:00		0:00

		1500-1559		0		0		0:00		0:00

		1600-1659		0		0		0:00		0:00

		1700-1759		0		0		0:00		0:00

		1800-1859		0		0		0:00		0:00

		1900-1959		0		0		0:00		0:00

		2000-2059		0		0		0:00		0:00

				Calls		Calls		Average		Average

		Time Period		Answered		Abandoned		Delay Time		Talk Time

		0600-0659		0		0		0:00		0:00

		0700-0759		0		0		0:00		0:00

		0800-0859		0		0		0:00		0:00

		0900-0959		0		0		0:00		0:00

		1000-1059		0		0		0:00		0:00

		1100-1159		0		0		0:00		0:00

		1200-1259		0		0		0:00		0:00

		1300-1359		0		0		0:00		0:00

		1400-1459		0		0		0:00		0:00

		1500-1559		0		0		0:00		0:00

		1600-1659		0		0		0:00		0:00

		1700-1759		0		0		0:00		0:00

		1800-1859		0		0		0:00		0:00

		1900-1959		0		0		0:00		0:00

		2000-2059		0		0		0:00		0:00






