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May 3, 2004

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: ADA Complementary Paratransit 2004 First Quarter Report

Dear Mr. Winter:

Enclosed is the Chicago Transit Authority’s (CTA) First Quarter 2004 progress report. At the time of the June 2000 FTA assessment, reservations per day totaled 4,100. Currently, daily reservations average 6,610, which represent a 61.2% increase in the number of ADA paratransit trips reserved by customers.   

During the quarter, 385,026 ADA paratransit (Special Services) trips were provided, which represent 44.45% more trips compared to the first quarter in 2000 (266,546), and represents 15.39% more trips compared to the same quarter in 2003 (333,661). In addition to providing significantly more ADA paratransit service, trips provided in our taxicab programs increased by 283% in 2004 (118,349), compared to the first quarter in 2000 (30,905), and increased by 7.6% compared to the first quarter in 2003 (109,984). Since 2000, our ADA paratransit budget for the past three years has contained increases and is commensurate with service demand levels. Actual expenses for ADA paratransit trips during the first quarter 2004 ($10,121,561) were 17.32% more than 2003 ($8,627,264), and 57.14% more than 2000 ($6,441,088).

During the first quarter 2004, the trip denial rate was 0.1% compared to year 2000, which was 3.33%. We achieved a 0% denial rate for the month of April, while the trip denial rate in the first quarter of 2003 was 0.4%. On-time performance for the quarter was 90% compared to 87.9% in 2000 and 90% in 2003. These accomplishments were achieved despite significant increases in the amount of service provided.  

Finally, I appreciated the opportunity to participate in the FTA regional dialogue, which was conducted in Chicago on April 8-9, 2004. We look forward to your continued support. 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 

FTA1st.04
Chicago Transit Authority (CTA) ADA Complementary Paratransit Assessment

First Quarter Report (January 1 – March 31, 2004)

Date: May 3, 2004
	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. 
	1/04

3/02

On-going


	On-going

On-going

On-going


	Due to increased growth in ridership, telephone service performance data for the first Monday of each month during the 1st quarter shows an 11% increase (18,913) in call volume during the first 3 hours of reservations (6:00 a.m. to 9:00 a.m.) compared to the previous quarter (17,015). To minimize delay times during the first 3 hours of reservation, the CTA is granting increased subscription service up to 50% of the number of trips available at a given time of day, unless there is excess non-subscription capacity.  

See attachment #2A – 1st Monday Telephone Summary 

CTA’s established hold time standard is 2:30. During the 1st quarter, we achieved an average hold time for all Carriers of 1:51. This represents a decrease from the 1st quarter in 2003, which was 2:03. The improvement in hold time is despite an 18% increase in call volume for the quarter from 219,597 calls in 2003 to 258,831 calls in 2004. 
See attachment #2B – Carrier Telephone Performance Report

Current daily trips reserved by customers average 6,610, which represent a 61.2% increase compared to June 2000. Quarterly expenditures for Special Services trips provided are 57.14% higher than June 2000. The budget is commensurate with service demand. ADA complementary paratransit reservations per day for the quarter are as follows:

Special Services Reservations

6,560 (Mon, Tu, Thur, Fri)

6,660 (Wednesday)

3,690 (Sat)

4,000 (Sun)

1st Quarter Special Services Expenditures  

Year   Budget          % Increase

‘00   $6,441,088         ------

‘01   $7,370,733        14.43%

‘02   $7,899,248          7.17% 

‘03   $8,627,264           9.21%   

‘04   $10,121,561       17.32%

During the quarter, the trip denial rate was 0.1%, a significant decrease from 3.33% compared to the same period in 2000. Service levels for Special Services represent a 44.45% increase compared to the 1st quarter 2000. 


	Richard N. Winston, Executive Vice President Transit Operations (contact person for all items)

(312) 733-7000, extension 6700



	 (2)

D.

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

Travel Time 

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

FTA Reporting Requirements:

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


	On-going

On-going
	On-going

On-going
	On-time performance for the 1st Quarter 2004 improved for all Carriers as follows:

1st Qtr On-Time Performance

Carrier   2004        2003

Art’s       89.5%      86.8%

SCR      93.1%       87.9%

CDT      86.9%       86.4%  

Total      89.8%       87.0%

See on-time performance for non-ambulatory vs. ambulatory (Attachment #4)

The percentage of “City Trips” that exceeded 90 minutes travel time was 1.2%.  A total of 2.3% of “Suburban Trips” exceeded 90 minutes travel time.

See Attachment 5– Long Trip Summary
	


FTA 1st Quarter Report

May 3, 2004

Attachments

No.

Description

#1

Paratransit Performance First Quarter (2000-2004)

#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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ALL CARRIERS AVERAGED

Average for

Jan-04
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Mar-04

Quarter

Calls received

89,197

85,633

84,001

86,277

Calls abandoned

6,309

7,189

5,726

6,408

Average hold time

2:08:00

1:41:20

1:45:20

1:51:33

Average abandoned time

1:15:00
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Average for
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Quarter
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2004

2003

1st Quarter
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Variance

Calls received

86,277

73,199

17.9%

Calls abandoned

6,408

4,451

44.0%

Average hold time

1:51:33

2:03:20

-9.5%

Average abandoned time

1:33:00

1:29:47

3.6%

Average talk time

0:52:53

0:51:00

3.7%

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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ADA Complementary Paratransit Service Delivery
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February 2004
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March 2004
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%
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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 that will address this issue.
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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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Paratransit Operations

Long Trip Summary
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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.

2004 - 1st Quarter

2003 - 1st Quarter
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ALL CARRIERS AVERAGED
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Variance

Calls received
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17.9%
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-9.5%
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3.7%

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

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

24

0.0%

Total Denials

24

0.013%

Total Trips Provided

158,628

87.5%

Total Passenger No-Shows

3,376

1.9%

Total Missed Trips (by provider)

16

0.0%

February 2004

Number

%

Total Passenger Trip Requests

177,693

100.0%

Total Scheduled

177,215

99.7%

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

478

0.3%

Total Denials

478

0.269%

Total Trips Provided

170,671

96.0%

Total Passenger No-Shows

3,041

1.7%

Total Missed Trips (by provider)

12

0.0%

March 2004

Number

%

Total Passenger Trip Requests

194,620

100.0%

Total Scheduled

194,616

100.0%

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

4

0.0%

Total Denials

4

0.00%

Total Trips Provided

174,076

89.4%

Total Passenger No-Shows

3,176

1.6%

Total Missed Trips (by provider)

5

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 that will address this issue.

[image: image10.wmf]Attachment #4

1st Quarter FY2004

Ambulatory

Non-Ambulatory

Combined

January

90%

88%

89%

February

90%

89%

89%

March

92%

91%

92%

Quarter Average

91%

89%

90%

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: image11.wmf]Attachment #5

Paratransit Operations

Long Trip Summary

Jan

Feb

Mar

Total

Jan

Feb

Mar

Total

City Trips

115941

117577

131459

364977

105277

100309

110441

316027

Over 90 Minutes

1421

1522

1554

4497

1055

1082

1165

3302

% Over 90

1.2%

1.3%

1.2%

1.2%

1.0%

1.1%

1.1%

1.0%

Suburban Trips

7342

7446

8587

23375

6576

6393

6881

19850

Over 90 Minutes

150

175

201

526

133

135

137

405

% Over 90

2.0%

2.4%

2.3%

2.3%

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.

2004 - 1st Quarter

2003 - 1st Quarter

[image: image12.wmf]1st Quarter Paratransit Performance  (2000 - 2004)

             Attachment #1

Paratransit Trips 
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On-Time Performance
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On-Time Performance

82.0%
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_1144060620.xls
2003 data entry 

		

		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		25982		12768		24698		11981		20092		22609		33002		25076		21646

		Calls abandoned				2704		4139		1449		3828		1704		3262		3215		2754		4239		5158		3070		3531

		Average hold time				2:21:00		2:37:00		2:54:00		2:58:00		2:36:00		2:36:00		3:17:00		2:16:00		2:48:00		2:33:00		2:20:00		2:29:00

		Average abandoned time				1:49:00		2:03:00		2:41:00		3:06:00		2:22:00		2:24:00		2:39:00		2:28:00		2:57:00		4:37:00		3:35:00		3:26:00

		Average talk time				0:55:00		0:55:00		0:54:00		0:57:00		0:56:00		0:57:00		0:57:00		0:55:00		1:00:00		1:05:00		1:04:00		1:05:00

		CDT

		Calls received				129760		123592		136689		138238		145828		149785		160311		151918		143986		153324		143295		165629

		Calls abandoned				9008		8183		9585		10666		11080		11220		13930		12333		11184		11648		10083		12175

		Average hold time				1:46:00		1:42:00		1:49:00		2:02:00		1:51:00		1:50:00		1:47:00		2:07:00		2:10:00		2:02:00		1:51:00		1:52:00

		Average abandoned time				0:53:00		0:50:00		0:51:00		1:04:00		0:59:00		1:05:00		0:56:00		1:08:00		0:53:00		1:01:00		1:03:00		1:09:00

		Average talk time				0:58:00		0:55:00		0:57:00		1:04:00		1:03:00		1:00:00		1:01:00		1:01:00		1:01:00		0:58:00		0:56:00		0:54:00

		SCR

		Calls received				73817		63967		74475		75485		71973		73991		71178		83491		84491		64453		74338		81892

		Calls abandoned				1474		1249		1688		1702		1385		1350		1498		1074		1074		1053		1059		3141

		Average hold time				1:07:00		1:50:00		1:14:00		1:10:00		1:06:00		1:03:00		1:00:00		1:01:00		1:01:00		0:55:00		0:54:00		0:58:00

		Average abandoned time				1:03:00		2:13:00		1:05:00		1:02:00		0:59:00		1:00:00		1:08:00		1:00:00		1:00:00		0:49:00		0:45:00		1:11:00

		Average talk time				0:50:00		0:51:00		0:46:00		0:46:00		0:48:00		0:46:00		0:49:00		0:45:00		0:46:00		0:46:00		0:49:00		0:53:00

		ALL CARRIERS AVERAGED

		Calls received				74322		71211		74064		79902		76856		82825		81157		85167		83695		83593		80903		89722

		Calls abandoned				4395		4716		4241		5399		4723		5277		6214		5387		5499		5953		4737		6282

		Average hold time				2:08:00		2:03:00		1:59:00		2:03:20		1:51:00		1:49:40		2:01:20		1:48:00		1:59:40		1:50:00		1:41:40		1:46:20

		Average abandoned time				1:15:00		1:42:00		1:32:20		1:44:00		1:26:40		1:29:40		1:34:20		1:32:00		1:36:40		2:09:00		1:47:40		1:55:20

		Average talk time				0:47:00		0:53:40		0:52:20		0:55:40		0:55:40		0:54:20		0:55:40		0:53:40		0:55:40		0:56:20		0:56:20		0:57:20

		*Art's - Incomplete data for May & July because of computer glitch.





2004 data entry

		

		Carrier Telephone Call Report Data

						Jan-04		Feb-04		Mar-04		Apr-04		May-04		Jun-04		Jul-04		Aug-04		Sep-04		Oct-04		Nov-04		Dec-04

		Art's

		Calls received				31143		29445		19672

		Calls abandoned				3756		3585		2373

		Average hold time				2:11:00		2:08:00		1:53:00

		Average abandoned time				2:51:00		2:43:00		3:10:00

		Average talk time				1:00:00		0:57:00		0:53:00

		CDT

		Calls received				158949		148532		154633

		Calls abandoned				12525		12087		12125

		Average hold time				2:05:00		2:12:00		2:17:00

		Average abandoned time				1:04:00		1:07:00		1:09:00

		Average talk time				0:56:00		1:01:00		1:03:00

		SCR

		Calls received				77498		78921		77698

		Calls abandoned				2646		2291		2680

		Average hold time				1:00:00		0:44:00		1:06:00

		Average abandoned time				1:16:00		0:56:00		1:07:00

		Average talk time				1:01:00		0:41:00		1:00:00

		ALL CARRIERS AVERAGED

		Calls received				89197		85633		84001		0		0		0		0		0		0		0		0		0

		Calls abandoned				6309		7189		5726		0		0		0		0		0		0		0		0		0

		Average hold time				2:08:00		1:41:20		1:45:20		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 abandoned time				1:15:00		1:35:20		1:48:40		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		0:53:00		0:58:40		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

		*Art's - Incomplete data for May & July because of computer glitch.





fta 1st qtr

		Carrier Telephone Performance  Report												Attachment 2B

		ALL CARRIERS AVERAGED

						Jan-04		Feb-04		Mar-04

		Calls received				89197		85633		84001

		Calls abandoned				6309		7189		5726

		Average hold time				2:08:00		1:41:20		1:45:20

		Average abandoned time				1:15:00		1:35:20		1:48:40

		Average talk time				0:47:00		0:53:00		0:58:40

		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 1st qtr-2 

		Carrier Telephone Performance  Report								Attachment #2B

		ALL CARRIERS AVERAGED

												Average for

				Jan-04		Feb-04		Mar-04				Quarter

		Calls received		89,197		85,633		84,001				86,277

		Calls abandoned		6,309		7,189		5,726				6,408

		Average hold time		2:08:00		1:41:20		1:45:20				1:51:33

		Average abandoned time		1:15:00		1:35:20		1:48:40				1:33:00

		Average talk time		0:47:00		0:53:00		0:58:40				0:52:53

												Average for

				Jan-03		Feb-03		Mar-03				Quarter

		Calls received		74,322		71,211		74,064				73,199

		Calls abandoned		4,395		4,716		4,241				4,451

		Average hold time		2:08:00		2:03:00		1:59:00				2:03:20

		Average abandoned time		1:15:00		1:42:00		1:32:20				1:29:46

		Average talk time		0:47:00		0:53:40		0:52:20				0:51:00

				2004				2003

				1st Quarter				1st Quarter				Variance

		Calls received		86,277				73,199				17.9%

		Calls abandoned		6,408				4,451				44.0%

		Average hold time		1:51:33				2:03:20				-9.5%

		Average abandoned time		1:33:00				1:29:46				3.6%

		Average talk time		0:52:53				0:51:00				3.7%

		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 2B

		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 2nd qtr-2

		Carrier Telephone Performance  Report								Attachment #2B

		ALL CARRIERS AVERAGED

												Average for

				Apr-04		May-04		Jun-04				Quarter

		Calls received		0		0		0				0

		Calls abandoned		0		0		0				0

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

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

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

												Average for

				Apr-03		May-03		Jun-03				Quarter

		Calls received		79,902		76,856		82,825				79,861

		Calls abandoned		5,399		4,723		5,277				5,133

		Average hold time		2:03:20		1:51:00		1:49:40				1:54:40

		Average abandoned time		1:44:00		1:26:40		1:29:40				1:33:26

		Average talk time		0:55:40		0:55:40		0:54:20				0:55:13

				2004				2003

				2nd Quarter				2nd Quarter				Variance

		Calls received		0				79,861				-100.0%

		Calls abandoned		0				5,133				-100.0%

		Average hold time		0:00:00				1:54:40				-100.0%

		Average abandoned time		0:00:00				1:33:26				-100.0%

		Average talk time		0:00:00				0:55:13				-100.0%

		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.





fta 3rd qtr

		Carrier Telephone Performance  Report						Attachment #2B

		ALL CARRIERS AVERAGED

				Jul-04		Aug-04		Sep-04

		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.





fta 3rd qtr-2

		Carrier Telephone Performance  Report								Attachment #2B

		ALL CARRIERS AVERAGED

												Average for

				Jul-04		Aug-04		Sep-04				Quarter

		Calls received		0		0		0				0

		Calls abandoned		0		0		0				0

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

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

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

												Average for

				Jul-03		Aug-03		Sep-03				Quarter

		Calls received		81,157		85,167		83,695				83,340

		Calls abandoned		6,214		5,387		5,499				5,700

		Average hold time		2:01:20		1:48:00		1:59:40				1:56:20

		Average abandoned time		1:34:20		1:32:00		1:36:40				1:34:20

		Average talk time		0:55:40		0:53:40		0:55:40				0:55:00

				2004				2003

				3rd Quarter				3rd Quarter				Variance

		Calls received		0				83,340				-100.0%

		Calls abandoned		0				5,700				-100.0%

		Average hold time		0:00:00				1:56:20				-100.0%

		Average abandoned time		0:00:00				1:34:20				-100.0%

		Average talk time		0:00:00				0:55:00				-100.0%

		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.





fta 4th qtr

		Carrier Telephone Performance  Report						Attachment #2B

		ALL CARRIERS AVERAGED

				Oct-04		Nov-04		Dec-04

		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.





fta 4th qtr-2

		Carrier Telephone Performance  Report								Attachment #2B

		ALL CARRIERS AVERAGED

												Average for

				Oct-04		Nov-04		Dec-04				Quarter

		Calls received		0		0		0				0

		Calls abandoned		0		0		0				0

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

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

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

												Average for

				Oct-03		Nov-03		Dec-03				Quarter

		Calls received		83,593		80,903		89,722				84,739

		Calls abandoned		5,953		4,737		6,282				5,658

		Average hold time		1:50:00		1:41:40		1:46:20				1:46:00

		Average abandoned time		2:09:00		1:47:40		1:55:20				1:57:20

		Average talk time		0:56:20		0:56:20		0:57:20				0:56:40

				2004				2003

				4th Quarter				4th Quarter				Variance

		Calls received		0				84,739				-100.0%

		Calls abandoned		0				5,658				-100.0%

		Average hold time		0:00:00				1:46:00				-100.0%

		Average abandoned time		0:00:00				1:57:20				-100.0%

		Average talk time		0:00:00				0:56:40				-100.0%

		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.





comparison for fta report

		Carrier Telephone Performance  Report										Attachment #2B

		ALL CARRIERS AVERAGED

														Average for

						Apr-03		May-03		Jun-03				Quarter

		Calls received				79902		76856		0				52,253

		Calls abandoned				5399		4723		0				3,374

		Average hold time				2:03:20		1:51:00		0:00:00				1:57:00

		Average abandoned time				1:44:00		1:26:40		0:00:00				1:33:00

		Average talk time				0:55:40		0:55:40		0:00:00				0:55:00

														Average for

						Apr-02		May-02		Jun-02				Quarter

		Calls received				71851		74741		71806				72,799

		Calls abandoned				4769		5588		5640				5,332

		Average hold time				2:09:20		2:06:00		2:16:00				2:10:00

		Average abandoned time				2:12:40		2:23:20		2:05:30				2:13:00

		Average talk time				0:49:00		0:51:00		0:52:30				0:51:00

						2002				2003

						2nd Quarter				2nd Quarter				Variance

		Average Calls Received				72,799				79,861				9.7%

		Average Calls Abandoned				5,332				5,133				-3.7%

		Average hold time				2:10:00				1:57:00				-10.0%

		Average abandoned time				2:13:00				1:33:00				-30.1%

		Average talk time				0:51:00				0:55:00				7.8%

		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.






_1144060764.xls
4th qtr

												Attachment #4

		4th Quarter FY2004

						On-Time Performance

						Ambulatory		Non-Ambulatory		Combined

				October		88%		87%		87%

				November		89%		87%		88%

				December		88%		84%		86%

				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



3rd qtr 

												Attachment #4

		3rd Quarter FY2004

						On-Time Performance

						Ambulatory		Non-Ambulatory		Combined

				July		88%		87%		88%

				August		90%		89%		89%

				September		88%		86%		87%

				Quarter Average		89%		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



2nd qtr

												Attachment #4

		2nd Quarter FY2004

						On-Time Performance

						Ambulatory		Non-Ambulatory		Combined

				April		88%		87%		87%

				May		88%		86%		87%

				June		89%		87%		88%

				Quarter Average		88%		87%		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



1st qtr

												Attachment #4

		1st Quarter FY2004

						On-Time Performance

						Ambulatory		Non-Ambulatory		Combined

				January		90%		88%		89%

				February		90%		89%		89%

				March		92%		91%		92%

				Quarter Average		91%		89%		90%

		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 .  Use prescheduled and will call percentages



Sheet3

		






_1144648000.xls
1st qtr

		1st Quarter Paratransit Performance  (2000 - 2004)												Attachment #1

		Paratransit Trips																				2000		2001		2002		2003		2004

																				Trips		266546		301904		305117		333202		385026

		Paratransit Expenditures

																						2000		2001		2002		2003		2004

																				Expenditures		$6,441,088		$7,370,733		$7,899,248		$8,627,264		$10,121,560

		Trip Denial Rate

																						2000		2001		2002		2003		2004

																				Denial Rate		3.5%		2.1%		2.7%		0.4%		0.1%

																						2000		2001		2002		2003		2004

		On-Time Performance																		On-Time Performance		88.0%		84.6%		89.5%		86.9%		89.3%





1st qtr
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2nd qtr

		



Expenditures
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3rd qtr

		



Denial Rate
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Trip Denial Rate



4th qtr

		



On-Time Performance
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Sheet2

		Paratransit Performance 2004 vs. 2003												Attachment #1

		Paratransit Trips																				2003		2004

																				Trips		350362

		Paratransit Expenditures

																						2003		2004

																				Expenditures		$9,048,075

		Trip Denial Rate

																						2003		2004

																				Denial Rate		0.04%

																						2003		2004

		On-Time Performance																		On-Time Performance		86.8%
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		Paratransit Performance 2004 vs. 2003												Attachment #1

		Paratransit Trips																				2003		2004

																				Trips		358109

		Paratransit Expenditures

																						2003		2004

																				Expenditures		$9,243,582

		Trip Denial Rate

																						2003		2004

																				Denial Rate		0.1%

																						2003		2004

		On-Time Performance																		On-Time Performance		87.6%
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On-Time Performance
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		4th Quarter

		Paratransit Performance 2004 vs. 2003												Attachment #1

		Paratransit Trips																				2003		2004

																				Trips		365613

		Paratransit Expenditures

																						2003		2004

																				Expenditures		$9,376,495

		Trip Denial Rate

																						2003		2004

																				Denial Rate		0.3%

																						2003		2004

		On-Time Performance																		On-Time Performance		86.4%
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_1144060877.xls
4th qtr 

																		Attachment #5

		Paratransit Operations

		Long Trip Summary

				2004 - 4th Quarter										2003 - 4th Quarter

				Oct		Nov		Dec		Total				Oct		Nov		Dec		Total

		City Trips								0				122850		110125		113439		346414

		Over 90 Minutes								0				1529		1331		1413		4273

		% Over 90								0.0%				1.2%		1.2%		1.2%		1.2%

		Suburban Trips								0				7970		6958		7026		21954

		Over 90 Minutes								0				183		161		210		554

		% Over 90								0.0%				2.3%		2.3%		3.0%		2.5%

		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



3rd qtr 

																		Attachment #5

		Paratransit Operations

		Long Trip Summary

				2004 - 3rd Quarter										2003 - 3rd Quarter

				July		August		September		Total				July		August		September		Total

		City Trips								0				112763		112201		113731		338695

		Over 90 Minutes								0				1248		1119		1471		3838

		% Over 90								0.0%				1.1%		1.0%		1.3%		1.1%

		Suburban Trips								0				7265		7319		7512		22096

		Over 90 Minutes								0				142		159		199		500

		% Over 90								0.0%				2.0%		2.2%		2.6%		2.3%

		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



2nd qtr

																		Attachment #5

		Paratransit Operations

		Long Trip Summary

				2004 - 2nd Quarter										2003 - 2nd Quarter

				Apr		May		June		Total				Apr		May		June		Total

		City Trips								0				110405		111945		109981		332331

		Over 90 Minutes								0				1190		1380		1238		3808

		% Over 90								0.0%				1.1%		1.2%		1.1%		1.1%

		Suburban Trips								0				6890		7076		7091		21057

		Over 90 Minutes								0				136		163		163		462

		% Over 90								0.0%				2.0%		2.3%		2.3%		2.2%

		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

				2004 - 1st Quarter										2003 - 1st Quarter

				Jan		Feb		Mar		Total				Jan		Feb		Mar		Total

		City Trips		115941		117577		131459		364977				105277		100309		110441		316027

		Over 90 Minutes		1421		1522		1554		4497				1055		1082		1165		3302

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

		Suburban Trips		7342		7446		8587		23375				6576		6393		6881		19850

		Over 90 Minutes		150		175		201		526				133		135		137		405

		% Over 90		2.0%		2.4%		2.3%		2.3%				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.



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




_1144060688.xls
Data 4

						January		February		March

		Trip Requests

		Special Services Reservations				155,785		153,464		169,227

		Mobility Direct Reservations				0		0		0

		TAP				25,389		23,751		25,389

		Turndowns				24		478		4

		Total				181,198		177,693		194,620

		Total Less TAP				155,809		153,942		169,231

		Trips Scheduled				181,174		177,215		194,616

		Trips Scheduled Less TAP				155,785		153,464		169,227

		Trips Provided

		Special Services Trips				122,240		124,011		138,775

		Mobility Direct Trips				0		0		0

		TAP				36,388		46,660		35,301

		Total				158,628		170,671		174,076

		Total Less TAP				122,240		124,011		138,775

		Total Passenger No-Show				3,376		3,041		3,176

		Total Missed Trips (by provider)				16		12		5

		Customer cancellations				33,769		29,678		30,663



Lawrence Janasek:
From Turndown report.

Lawrence Janasek:
From Mapper - Cabinet 172,22i
Do not enter trip data - leave zero for now.

Lawrence Janasek:
From Turndown report.

Lawrence Janasek:
From Turndown report.

Lawrence Janasek:
from 2003 Financial.xls

Lawrence Janasek:
from 2003 Financial.xls 
Do not enter trip data - leave zero for now.

Lawrence Janasek:
from 2003 Financial.xls

Lawrence Janasek:
from Mapper - Cabinet 184, 10H

Lawrence Janasek:
from Mapper, Cabinet 184, 10H

Cathy Garcia:
2003 Financial.xls



With TAP 1st Qtr 

						Attachment #3

		ADA Complementary Paratransit Service Delivery

		January 2004

				Number		%

		Total Passenger Trip Requests		181,198		100.0%

		Total Scheduled		181,174		100.0%

		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		24		0.0%

		Total Denials		24		0.013%

		Total Trips Provided		158,628		87.5%

		Total Passenger No-Shows		3,376		1.9%

		Total Missed Trips (by provider)		16		0.0%

		February 2004

				Number		%

		Total Passenger Trip Requests		177,693		100.0%

		Total Scheduled		177,215		99.7%

		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		478		0.3%

		Total Denials		478		0.269%

		Total Trips Provided		170,671		96.0%

		Total Passenger No-Shows		3,041		1.7%

		Total Missed Trips (by provider)		12		0.0%

		March 2004

				Number		%

		Total Passenger Trip Requests		194,620		100.0%

		Total Scheduled		194,616		100.0%

		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		4		0.0%

		Total Denials		4		0.00%

		Total Trips Provided		174,076		89.4%

		Total Passenger No-Shows		3,176		1.6%

		Total Missed Trips (by provider)		5		0.0%

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

		scheduling and dispatching system that will address this issue.






_1144060522.xls
report

		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.)

						05-Jan-04

				Calls		Calls		Average		Average

		Time Period		Answered		Abandoned		Delay Time		Talk Time

		0600-0659		130		9		8:41		0:59

		0700-0759		155		28		6:50		1:06

		0800-0859		146		16		1:40		0:50

		0900-0959		100		15		2:28		0:48

		1000-1059		75		12		1:41		0:54

		1100-1159		79		58		1:55		0:53

		1200-1259		67		6		1:18		0:50

		1300-1359		58		2		1:58		1:07

		1400-1459		55		11		1:34		0:59

		1500-1559		53		1		1:27		0:56

		1600-1659		47		1		1:32		1:12

		1700-1759		28		3		1:36		1:16

		1800-1859		14		2		1:12		0:55

		1900-1959		0		1		0:00		0:00

		2000-2059		3		0		2:11		1:58

				1010										3252

						2/9/2004*

				Calls		Calls		Average		Average

		Time Period		Answered		Abandoned		Delay Time		Talk Time

		0600-0659		207		19		2:03		1:01

		0700-0759		175		12		0:26		0:47

		0800-0859		166		8		0:38		1:03

		0900-0959		113		5		0:46		1:05

		1000-1059		123		11		1:07		1:07

		1100-1159		100		8		1:11		1:21

		1200-1259		55		4		1:24		0:51

		1300-1359		51		7		1:46		1:11

		1400-1459		33		4		1:03		1:17

		1500-1559		57		5		1:45		1:11

		1600-1659		42		11		1:36		1:14

		1700-1759		39		13		2:28		1:07

		1800-1859		20		8		1:45		1:56

		1900-1959		6		7		0:48		0:29

		2000-2059		6		2		0:13		0:26

				1193

		*No 2/9/04 report because of computer glitch.

						01-Mar-04

				Calls		Calls		Average		Average

		Time Period		Answered		Abandoned		Delay Time		Talk Time

		0600-0659		191		13		2:24		0:45

		0700-0759		117		11		0:17		0:42

		0800-0859		133		8		0:24		0:51

		0900-0959		97		8		0:53		0:53

		1000-1059		75		35		4:59		0:36

		1100-1159		58		22		3:03		0:54

		1200-1259		82		6		0:43		0:48

		1300-1359		40		4		1:28		0:52

		1400-1459		61		12		1:06		0:51

		1500-1559		52		8		0:28		0:59

		1600-1659		60		4		0:48		1:07

		1700-1759		44		4		0:39		1:06

		1800-1859		21		1		0:22		1:01

		1900-1959		12		2		3:14		0:40

		2000-2059		6		0		0:24		1:23

				1049





cdt1st qtr

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

						05-Jan-04

				Calls		Calls		Average		Average

		Time Period		Answered		Abandoned		Delay Time		Talk Time

		0600-0659		305		15		1:59		1:03

		0700-0759		270		14		2:22		1:10

		0800-0859		270		15		2:14		1:14

		0900-0959		200		20		3:16		1:00

		1000-1059		204		35		3:13		0:54

		1100-1159		229		28		2:35		0:48

		1200-1259		197		46		2:48		0:46

		1300-1359		177		21		2:03		0:58

		1400-1459		172		22		2:34		0:46

		1500-1559		147		45		4:18		0:48

		1600-1659		132		51		5:20		0:53

		1700-1759		118		32		3:59		1:00

		1800-1859		64		12		2:14		0:53

		1900-1959		54		22		3:10		1:07

		2000-2059		61		18		1:28		1:01

				2600

														7595

						02-Feb-04

				Calls		Calls		Average		Average

		Time Period		Answered		Abandoned		Delay Time		Talk Time

		0600-0659		278		23		1:59		1:07

		0700-0759		305		28		1:44		1:19

		0800-0859		240		33		2:17		1:18

		0900-0959		203		42		2:44		1:06

		1000-1059		170		62		3:11		0:59

		1100-1159		162		55		2:49		0:48

		1200-1259		180		74		2:06		0:49

		1300-1359		210		57		1:12		0:41

		1400-1459		160		49		2:44		0:40

		1500-1559		174		46		3:47		0:41

		1600-1659		163		64		3:53		0:32

		1700-1759		150		67		3:54		0:44

		1800-1859		140		50		2:08		0:44

		1900-1959		91		54		4:05		0:45

		2000-2059		72		29		2:58		1:01

				2698

						01-Mar-04

				Calls		Calls		Average		Average

		Time Period		Answered		Abandoned		Delay Time		Talk Time

		0600-0659		290		2		2:09		1:12

		0700-0759		224		9		2:48		1:17

		0800-0859		217		25		2:57		1:21

		0900-0959		170		29		3:07		1:09

		1000-1059		147		32		4:15		1:09

		1100-1159		146		30		3:20		1:13

		1200-1259		164		39		3:17		1:00

		1300-1359		164		44		2:50		0:53

		1400-1459		171		36		2:06		0:42

		1500-1559		156		47		3:36		0:50

		1600-1659		130		39		3:33		1:00

		1700-1759		93		60		2:58		0:53

		1800-1859		91		15		1:08		0:55

		1900-1959		78		22		4:47		1:13

		2000-2059		56		19		1:45		1:01

				2297





scr1st qtr

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

						05-Jan-04

				Calls		Calls		Average		Average

		Time Period		Answered		Abandoned		Delay Time		Talk Time

		0600-0659		250		11		3:25		0:52

		0700-0759		287		38		1:56		0:48

		0800-0859		222		58		2:16		0:52

		0900-0959		243		54		1:34		0:48

		1000-1059		234		16		0:30		0:49

		1100-1159		215		11		0:38		0:51

		1200-1259		200		7		0:29		0:52

		1300-1359		241		5		0:28		0:52

		1400-1459		212		7		0:32		0:59

		1500-1559		194		2		0:21		0:58

		1600-1659		163		1		0:25		0:55

		1700-1759		108		3		0:35		0:52

		1800-1859		62		0		0:06		1:12

		1900-1959		47		0		0:18		1:05

		2000-2059		45		2		1:05		0:48

				2723

														8066

						02-Feb-04

				Calls		Calls		Average		Average

		Time Period		Answered		Abandoned		Delay Time		Talk Time

														18913

		0600-0659		236		16		3:53		0:54

		0700-0759		333		30		1:47		0:47

		0800-0859		319		36		1:15		0:51

		0900-0959		293		26		0:46		0:47

		1000-1059		245		14		0:43		0:51

		1100-1159		268		16		0:50		0:45

		1200-1259		206		22		1:25		0:49

		1300-1359		208		45		1:26		0:42

		1400-1459		200		36		1:33		1:11

		1500-1559		191		21		0:54		1:03

		1600-1659		200		21		1:07		0:55

		1700-1759		144		10		0:49		1:03

		1800-1859		85		6		0:57		1:05

		1900-1959		61		1		0:36		1:14

		2000-2059		47		0		0:10		1:01

				3036

						01-Mar-04

				Calls		Calls		Average		Average

		Time Period		Answered		Abandoned		Delay Time		Talk Time

		0600-0659		281		9		2:18		1:01

		0700-0759		255		7		1:08		1:05

		0800-0859		244		20		1:02		1:03

		0900-0959		168		4		0:22		1:00

		1000-1059		152		5		0:24		0:54

		1100-1159		174		8		0:29		1:03

		1200-1259		179		0		0:20		0:54

		1300-1359		178		6		0:25		1:04

		1400-1459		150		4		0:28		0:55

		1500-1559		120		1		0:20		1:14

		1600-1659		133		7		0:37		1:09

		1700-1759		87		3		0:39		1:37

		1800-1859		87		4		0:55		1:26

		1900-1959		44		3		0:34		1:19

		2000-2059		55		3		0:25		0:57

				2307





all 1st qtr

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

						05-Jan-04

				Calls		Calls		Average		Average

		Time Period		Answered		Abandoned		Delay Time		Talk Time

		0600-0659		380		20		6:03		0:55

		0700-0759		442		66		4:23		0:57

		0800-0859		368		74		1:58		0:51

		0900-0959		343		69		2:01		0:48

		1000-1059		309		28		1:05		0:51

		1100-1159		294		69		1:16		0:52

		1200-1259		267		13		0:53		0:51

		1300-1359		299		7		1:13		0:59

		1400-1459		267		18		1:03		0:59

		1500-1559		247		3		0:54		0:57

		1600-1659		210		2		0:58		1:03

		1700-1759		136		6		1:05		1:04

		1800-1859		76		2		0:39		1:03

		1900-1959		47		1		0:09		0:32

		2000-2059		48		2		1:38		1:23

						02-Feb-04

				Calls		Calls		Average		Average

		Time Period		Answered		Abandoned		Delay Time		Talk Time

		0600-0659		721		58		2:38		1:00

		0700-0759		813		70		1:19		0:57

		0800-0859		725		77		1:23		1:04

		0900-0959		609		73		1:25		0:59

		1000-1059		538		87		1:40		0:59

		1100-1159		530		79		1:36		0:58

		1200-1259		441		100		1:38		0:49

		1300-1359		469		109		1:28		0:51

		1400-1459		393		89		1:46		1:02

		1500-1559		422		72		2:08		0:58

		1600-1659		405		96		2:12		0:53

		1700-1759		333		90		2:23		0:58

		1800-1859		245		64		1:36		1:15

		1900-1959		158		62		1:49		0:49

		2000-2059		125		31		1:07		0:49

						01-Mar-04

				Calls		Calls		Average		Average

		Time Period		Answered		Abandoned		Delay Time		Talk Time

		0600-0659		762		24		2:17		0:59

		0700-0759		596		27		1:24		1:01

		0800-0859		594		53		1:27		1:05

		0900-0959		435		41		1:27		1:00

		1000-1059		374		72		3:12		0:53

		1100-1159		378		60		2:17		1:03

		1200-1259		425		45		1:26		0:54

		1300-1359		382		54		1:34		0:56

		1400-1459		382		52		1:13		0:49

		1500-1559		328		56		1:28		1:01

		1600-1659		323		50		1:39		1:05

		1700-1759		224		67		1:25		1:12

		1800-1859		199		20		0:48		1:07

		1900-1959		134		27		2:51		1:04

		2000-2059		117		22		0:51		1:07





all 1st qtr

		



Answered
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arts 2nd qtr
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cdt 2nd qtr

		



Answered

Abandoned



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

		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

						05-May-03

				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

						02-Jun-03

				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

		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

						05-May-03

				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

						02-Jun-03

				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 3rd qtr 

		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

		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

						05-May-03

				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

						02-Jun-03

				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





cdt 3rd qtr 

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

						07-Apr-03

				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

						05-May-03

				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

						02-Jun-03

				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





cdt 3rd qtr 
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arts 4th qtr  

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

						07-Jul-03

				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

						11-Aug-03

				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

						01-Sep-03

				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





cdt 4th qtr  

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

						07-Jul-03

				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

						04-Aug-03

				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

						01-Sep-03

				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 4th qtr  

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

						07-Jul-03

				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

						11-Aug-03

				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

						08-Sep-03

				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 4th qtr 

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

						07-Jul-03

				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

						04-Aug-03

				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

						01-Sep-03

				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





all 4th qtr 
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		Art's Transportation Telephone Hourly Call Report (6:00 a.m. - 9:00p.m.)

						06-Oct-03

				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

						03-Nov-03

				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

						01-Dec-03

				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





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

						06-Oct-03

				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

						03-Nov-03

				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

						01-Dec-03

				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.)

						06-Oct-03

				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

						03-Nov-03

				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

						01-Dec-03

				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												Attachment #2A

						06-Oct-03

				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

						03-Nov-03

				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

						01-Dec-03

				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
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