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1 Purpose of the Review

Public entities that operate fixed route transportation services for the general public are required by the U.S. Department of Transportation (DOT) regulations implementing the Americans with Disabilities Act of 1990 (ADA) to provide ADA complementary paratransit service for persons who, because of their disability, are unable to use the fixed route system.  These regulations (49 CFR Parts 27, 37, and 38) include six service criteria, which must be met by ADA complementary paratransit service programs.  Section 37.135(d) of the regulations requires that ADA complementary paratransit services meet these criteria by January 26, 1997.

The Federal Transit Administration (FTA) is responsible for ensuring compliance with the ADA and DOT regulations.  As part of its compliance efforts, FTA, through its Office of Civil Rights, conducts periodic reviews of fixed route transit and ADA complementary paratransit services operated by grantees.

The primary purpose of this review is to assist the transit agency and the FTA in determining whether capacity constraints adversely affect provision of ADA complementary paratransit services.  This review examines policies and standards related to service capacity such as on-time performance, on-board travel time, telephone hold times (also referred to as time in queue), trip denials, and other trip-limiting factors.  This review considers whether there are patterns or practices of a substantial number of trip limits, trip denials, early or late pickups or arrivals after desired arrival (or appointment) times, long trips, or long telephone hold times.  The examination for patterns or practices includes looking not just at service statistics, but also at basic service records and operating documents, interviewing people responsible for service delivery, and observing service to determine whether records and documents appear to reflect true levels of service delivery.  Input also is gathered from local disability organizations and customers.  Guidance is provided to assist the transit agency in monitoring service for capacity constraints.

An on-site compliance review of ADA complementary paratransit service provided by the Delaware Transit Corporation (DTC) of Dover, DE was conducted May 15 to 18, 2007.  The system is also known as “DART First State” or “DART” (the remainder of this report refers to the entity as DART).  Planners Collaborative, Inc., located in Boston, Massachusetts, assisted by TranSystems Corporation, located in Medford, Massachusetts, conducted the review for the FTA Office of Civil Rights.  The review focused on assessing compliance of DART’s ADA complementary paratransit service with the regulatory service criterion: “capacity constraints.”  Section 37.131(f) of the DOT ADA regulations requires that ADA complementary paratransit services be operated without capacity constraints.  The on-site review also included observations related to service criteria for eligibility, service area, hours of operation, and fares.

This report summarizes the observations and findings of the on-site review of DART’s ADA complementary paratransit service.  First, a description of the approach and methodology used to conduct the review is provided.  Then, a description of key features of transit services provided by DART—fixed route bus and ADA complementary paratransit service—is presented.  All of the findings of the review are summarized in Section 4.  Section 5 includes observations on service area, hours, and fares.  Observations and findings related to each element of the capacity constraint criteria are then presented in Sections 7 through 10.  Recommendations for addressing some of the findings are also included for consideration by DART.

DART was provided with a draft copy of the report for review and response.  A copy of the correspondence received from DART on April 4, 2008, documenting their response to the draft report, is included as Attachment A.

Overview

This review focused on compliance with the ADA complementary paratransit capacity constraints requirements of the DOT ADA regulations.  These regulations identify several possible types of capacity constraints.  These include “wait-listing” trips, having caps on the number of trips provided, or recurring patterns or practices that result in a significant number of trip denials, untimely pickups, or excessively long trips.  Capacity constraints also include other operating policies or practices that tend to significantly limit service to persons who are ADA complementary paratransit eligible.

To assess each type of capacity constraint, the review focused on observations and findings regarding:

· Trip denials and “wait-listing” of trips

· On-time performance

· Travel times

The review team also made observations and findings related to three other sets of policies and practices that could affect access to ADA complementary paratransit service:

· Service area, service times, and fares

· ADA complementary paratransit service eligibility process

· Telephone capacity

The review also addressed scheduling, dispatch, and operation of service as potential causes of, or contributors to, capacity constraints.  Similarly, adequacy of resources was reviewed as a potential contributor to capacity constraints.

1.1 Pre-Review

Prior to the on-site visit, the review team examined relevant service information provided by DART.  This information included:

· A description of the organization of the ADA complementary  paratransit service

· Public information describing the ADA complementary  paratransit service

· Copies of contracts with the service broker and related contractors

· A description of DART’s standards for on-time performance, trip denials, travel times, and telephone service

DART was requested to make additional information available during the on-site visit.  This information included:

· Copies of completed operator manifests for the most recent six month period (for each carrier)

· Six months of service data, including the number of trips requested, scheduled, denied, canceled, and the number of no-shows, missed trips, and trips provided by DART

· A breakdown of trips requested, scheduled, and provided

· Detailed information about trips denied in the last six months including origin and destination information, day and time information, and customer information

· On-time performance information

· Detailed information about trips identified in the last six months with excessively long travel times

· Telephone call management records

· Records of recent customer comments and complaints related to capacity issues (trip denials, on-time performance, travel time, and telephone access)

1.2 On-Site Review

An on-site review of the service was conducted from May 15 to 18, 2007.  The on-site review began with an opening conference, held at 11 a.m. on Tuesday, May 15, 2007.  In attendance were the following:

Stephen Kingsbury


DART

Bonnie Hitch



DART

Kathy Wilson



DART

Kennard Potts



DART

Harrod Clay



DART
John McGinnis


DART
David Chia



Planners Collaborative

Don Kidston



Planners Collaborative

Patricia Monahan


TranSystems

Also taking part in the opening conference by telephone was Jonathan Klein of FTA’s Office of Civil Rights.

Mr. Klein thanked DART staff for their cooperation.  He described the purpose of the review and emphasized that it was intended to help DART to improve its ADA complementary paratransit service.  Mr. Klein outlined the steps in the review process:

· Preliminary findings and an opportunity to respond would be provided at a closing meeting on Friday, May 18

· A draft report would be provided to DART for review and comment

· DART’s comments would be incorporated into a final report, which would then become a public document

David Chia, team leader for the review, described the objective of the review to identify significant impediments, if any, to people with disabilities receiving the service to which they are entitled under ADA, and to assist DART in improving service if warranted.  He described the scope of the review as including review of policies, procedures, practices that can affect performance and availability of effective service.  The areas to be addressed include service design criteria, eligibility, telephone access, reservations and scheduling, operating procedures, practices, and performance, and adequacy of resources.  He went on to present the schedule for the on-site review, including the elements of the operation that would be observed by day.  A copy of the review schedule is provided in Attachment B.  The review team conducted the review generally in accordance with the review schedule.

An exit conference was held at 1 p.m. on Friday, May 18, 2007.  Attending the exit conference were:

Stephen Kingsbury


DART

Bonnie Hitch



DART

Kathy Wilson



DART

Kennard Potts



DART

Harrod Clay



DART
Luther Wynder


DART
Albert Loyola



DART
David Knight



FTA, Office of Civil Rights

Jonathan Klein


FTA, Office of Civil Rights

David Chia




Planners Collaborative

Don Kidston




Planners Collaborative

Patricia Monahan



TranSystems

Mr. Klein opened the exit conference by thanking the DART staff for their cooperation in the review.  He reviewed the timetable for transmitting a draft report to DART and then issuing a Final Report for this review.  Notably, this report was actually issued later than anticipated.  Mr. Klein also mentioned that he and Mr. Knight met with representatives of a center for independent living in Delaware on the previous day.  After the introduction, the review team members presented an overview of the assessment and initial observations and findings in each of the following areas:

· Service design parameters

· Eligibility determinations

· Telephone access

· Handling of trip requests and trip denials

· Trip scheduling, dispatching, and carrier operations

· On-time performance and service delivery

· Trip duration

· Resources (vehicles, manpower, and financial resources)

The review team thanked DART staff for their cooperation during the on-site review.

Background

In 1969, the Delaware State Legislature converted a private bus operator to a public agency.  The state Department of Transportation (DelDOT) had responsibility for managing this service, the Delaware Authority for Regional Transit (DART).  In 1994, the State Legislature created the Delaware Transit Corporation (DTC) as a part of DelDOT to manage and operate DART fixed route bus service, along with paratransit service, commuter rail service, and other commuter services.  The entire operation was renamed as DART First State.

DART First State serves the entire state of Delaware.  Services are divided into three service areas, each with its own operations center.  The service areas are: New Castle County in the north, which serves Wilmington; Kent County in the center of the state, which serves Dover; and Sussex County in the south.  Fixed route bus service is concentrated around Wilmington and Dover.  There is seasonal bus service in Sussex County, primarily serving visitors to the beaches along the Atlantic Coast.  DART operates about 60 fixed bus routes with a peak fleet of 175 buses.  According to the 2005 National Transit Database, DART served over 8.05 million unlinked passenger trips, or 155 thousand trips a week.  Service operates six days a week (not on Sunday), with some service starting before 5 a.m. and running beyond 11 p.m. on weekdays.

Commuter rail service (operated by the Southeastern Pennsylvania Transportation Authority) connects four stations in New Castle County to Philadelphia, PA.  DART also provides ADA complementary paratransit service statewide.

The state of Delaware is 1,953 square miles in area.  According to US Census estimates, its 2005 population was 843,524.  13.3 percent of the population was 65 years and older.  16.7 percent of persons five years and older had a disability.

1.3 Description of ADA Complementary Paratransit Service

DART paratransit operates six days per week (also no Sunday service).  Service is available throughout the entire state, including destinations beyond 3/4-mile of DART fixed routes.  Individuals eligible to use DART paratransit include ADA-certified individuals and all persons 65 years or older.  There is also a third category of “dialysis only” customers.

Certain DART paratransit activities are centralized in Dover, including eligibility determination, trip reservations, and service day communications with customers.  Vehicle scheduling and dispatching, vehicle storage and maintenance, and operator assignment take place at three DART facilities: Wilmington (New Castle County), Dover, and Georgetown (Sussex County).

DART accepts trip requests up to 14 days in advance.  Reservationists at the Dover office take calls Monday through Friday from 8 a.m. to 4:30 p.m.  Reservation requests can also be recorded on an answering machine on Sunday until 4:30 p.m.  The reservationists are also on duty during all hours that DART vehicles are on the road to respond to “Where’s my ride?” calls (regarding the estimated time of arrival for the vehicle).

Service hours and fares vary by county.  Table 3.1 presents a summary of fares and service hours.

Table 3.1 – DART Paratransit Service Hours and Fares
	County
	Weekday Hours
	Saturday Hours
	One-way Fare

	New Castle
	6 a.m. – 10 p.m.

6 a.m. – 7 p.m. (beyond 3/4-mile fixed route)
	6 a.m. – 7 p.m.

6 a.m. – 5 p.m. (beyond 3/4-mile fixed route)
	$2.00

	Kent
	6 a.m. – 9 p.m.
	6 a.m. – 4 p.m.
	$1.00

	Sussex
	6 a.m. – 9 p.m.
	6 a.m. – 4 p.m.
	$2.00


Vehicles generally stay within their assigned counties, so passengers must transfer for nearly all inter-county trips.  There are designated transfer points for trips between New Castle and Kent Counties (a highway rest stop in Smyrna) and for trips between Kent and Sussex Counties (Wal-Mart in Milford).  In addition, DART requires transfers for certain trips within Kent County.  For trips that require a transfer, DART’s policy is for the first operator to wait at the transfer point until the next vehicle arrives, i.e., “live handoff.”
The fare for an inter-county trip is the sum of the fares for each county (e.g., between points in Kent and Sussex Counties, the fare is $3.00).

DART provides most paratransit service with its own operators.  Some service in New Castle County is provided by two contractors: Krapf and Logisticare.  Logisticare is a broker, so it further assigns its DART trips to a set of private companies.

At the time of the review team’s site visit, DART had a paratransit fleet of 225 vehicles, which included a mix of vans and small buses.  The 225 vehicles do not include the vehicles used by Krapf and Logisticare for DART service.

DART’s Paratransit Rider’s Guide (draft April 2007), which summarizes DART’s service policies and procedures, is provided in Attachment C.
DART served 809,966 paratransit trips in fiscal year (FY) 2007.  This was an increase of 2.3 percent from FY 2006 and was 13.8 percent higher than in FY 2005.  Ridership includes both ADA and non-ADA trips.
1.4 DART ADA Complementary Paratransit Performance Standards

DART has established paratransit service standards for complaint response, telephone response time, trip denials, on-time performance, and travel time.  The service standards are described below.

· Complaint response: DART has set an internal standard of responding to a complaint within three business days.
· Telephone response time: the average hold time standard is 2 minutes or less for 100% of the calls with an overall abandoned call rate of 5 percent or less.
· Trip denials: DART accepts all requests for ADA eligible trips, but may deny other paratransit trips.

· On-time performance: a pickup is considered to be on time if it is made no more than 30 minutes after the negotiated pickup time.  A drop-off is considered on time if it is made no more than 60 minutes after the negotiated pickup time.
· Travel time: no person is to be on a DART First State paratransit vehicle for more than 60 minutes; however, where transferring vehicles, the rides are counted separately, allowing up to 60 minutes for each.
1.5 Customer Input

Prior to and during the on-site visit, the review team gathered input from the perspective of customers to assist in identifying regulatory issues of concern to customers.  Team members conducted telephone interviews with DART paratransit customers and reviewed customer complaints on file with DART.
Formal ADA Complaints Received by FTA

As of the time of the on-site review, FTA had no active formal complaints related to DART’s ADA complementary paratransit service.

Customer Interviews

Prior to the site visit, team members conducted telephone interviews with eight users of DART’s ADA complementary paratransit service, along with one health professional who has clients who use the service.  In addition, one customer submitted written comments about her experience with the service.  These customer comments were used to gain better insight and to identify issues to be addressed during the site visit.  Concerns raised in the interviews by the customers are summarized in the following paragraphs.
Telephone hold times.  Five of the individuals had concerns about hold times.  They cited hold times of “10 minutes or more,” “over 5 minutes,” “10 to 15 minutes,” “up to 15 minutes,” and “getting worse… 15 to 20 minutes.”  Another customer said that she used to experience long hold times, but they had gotten shorter.  Four others did not think hold times were a problem.
Trip reservations.  All customers said that they got the trip times that they requested.  All knew that they could specify either a pickup time or drop-of time.  None was placed on a waiting list.  However, some mentioned getting calls from DART schedulers the night before the trip requesting that they change their trip times.

Eligibility process.  None of the customer interviews had problems with the eligibility certification process.  None of the customers remembered any delay in receiving notification about their eligibility.
On-time performance.  Six customers viewed late trips as an issue.  Two of those six said that pickups were generally on time, but all six mentioned late drop-offs.  One said that she was 30 minutes late, on average, for a morning appointment.  Others said that late drop-offs were more common in the afternoon than in the morning.  The health professional was concerned about drop-offs too early that caused patients to have to wait for a facility to open.  Several customers specifically attributed poor on-time performance to poor scheduling.

Long trips.  Six of the customers mentioned inter-county trips that can be 2-1/2 to 3 hours long.  They talked about waiting at transfer points for late vehicles.  Another customer said that trips to Seaford and Georgetown (Sussex County) were usually long.
Operator knowledge and courtesy.  Most of the customers said that operators were knowledgeable about driving directions.  Two customers said that new operators tended not to know directions well.  One said that operators knew the major destinations but not homes.

The customers believed that most DART operators were courteous.  Three of the customers interviewed cited incidents of operators not providing assistance when requested to do so.  Three customers complained about operators’ playing radios too loudly or using cell phones.  One customer said that the operator read a newspaper while driving; another cited “sexually explicit” material in the vehicle.
Complaint resolution.  Customers had a range of perspectives regarding how well DART handles complaints.  Most said that DART does respond, but that callers have to be persistent in following up on the initial complaint.  One customer said that “if you bug them, DART will respond satisfactorily.”  Another customer said that she would ask for specific DART staff to check on the progress of a complaint resolution.  One of the customers who is the head of the customer advisory committee, said that DART was poor at getting back to the customer, even if DART acted to resolve the issue.
Rider Comments on File at DART
DART has a centralized system for collecting and tracking all customer complaints for paratransit and all other services.  DART has three full-time employees who work in its Customer Relations Department.  DART receives most complaints through its website.  However, a majority of complaints regarding paratransit service are made via telephone calls.  DART promotes use of an 800 telephone number (800-355-8080) by customers if they have concerns about paratransit service.

Complaints are directed to a number of paratransit staff, including the customer service manager, paratransit operations manager, reservations supervisor, and even the DART executive director.  The customer service manager developed a standard “Customer Contact Sheet” (Attachment D) that all DART personnel are supposed to use to record customer complaints.  For paratransit complaints, a data entry staff person enters the information from these sheets into the Trapeze software complaint module.  Most communications among DART staff concerning complaints are by e-mail.

As noted above, DART has set an internal standard of three business days for responding to each complaint.  According to the customer service manager, paratransit operations staff members often provide responses to her within one business day.  Responses for complaints involving service provided by Krapf or Logisticare generally take longer.  DART has not been tracking its performance relative to its standard.  According to the customer service manager, DART was planning to revise the process for tracking and responding to customer complaints with a scheduled implementation by July 2007, as of the time of the on-site review.

For the 13-month period of March 2006 to March 2007, DART recorded 236 complaints regarding DART paratransit service.  Over this period, DART has recorded complaints in three categories: “Late trips” (54.2 percent), “on-time” issues (25 percent), and “no bus” (20.8 percent).  Notably, DART does not record complaints in other categories commonly recorded by other paratransit systems, such as “telephone hold times,” “operator issues,” “safety,” or “other passengers.”  Additionally, since all of DART’s recorded complaints are classified exclusively according to the three categories, it is unclear whether there were additional concerns raised by complainants.
Of the 236 complaints, over 85 percent were complaints connected to service for New Castle County, 8 percent for Kent County, and 7 percent for Sussex County.

Table 3.2 presents a distribution of DART paratransit complaints by county and by type.

Table 3.2 – DART Paratransit Complaints, March 2006 to March 2007

	County
	Late Trip
	On time
	No Bus
	Total

	Kent County
	8
	3
	8
	19
	8.1%

	New Castle County
	109
	52
	40
	201
	85.2%

	Sussex County
	11
	3
	1
	16
	6.8%

	TOTAL
	128
	59
	49
	236
	100%

	
	54.2%
	25.0%
	20.8%
	100%
	


Summary of Findings

The following summarizes the findings made as a result of the review.  The findings are observations of policies, procedures, practices, and performance related to delivery of service as required by DOT ADA regulations at the time of the review.  Findings may be positive, neutral, or identify opportunities to improve service.  The bases for these findings are presented in other sections of this report.  Findings of opportunities to improve service should be used to identify corrective actions proposed by DART.  Recommendations are also included in the body of the report for DART’s consideration in developing corrective actions.

1.6 ADA Complementary Paratransit Service Criteria

1. DART paratransit service is not provided during all days and times that DART fixed route service operates.  Service hours for DART paratransit vary by county and by day of week.  However, certain fixed routes start earlier than the paratransit service hours and others end later.  Lack of ADA complementary paratransit service during the same days and hours of fixed route service fails to comply with the requirements of 49 CFR §37.131(a).

2. By limiting drop-off times for ADA complementary paratransit customers, DART fails to provide service that is comparable to DART fixed route service.  Even though the DART Paratransit Rider’s Guide states that service is available in all counties starting at 6 a.m., the Guide also states that “DART First State will not guarantee any drop offs before 7 a.m.”  If a DART fixed route rider can be dropped off before 7 a.m., then providing DART paratransit customers comparable service will likely require that at least some paratransit riders receive guaranteed drop offs prior to 7 a.m.

3. DART paratransit service is provided throughout all areas within 3/4-miles of DART fixed route service.  DART paratransit service is provided throughout the entire state, including areas outside 3/4 miles.  DART provides paratransit service to certain destinations in Maryland that are within 3/4-mile of DART fixed routes.  DART also provides paratransit service to Delmar, MD, which is a transfer point (on the state boundary) for paratransit provided by Shore Transit.

4. No DART paratransit fare is greater than two times the fare for a comparable fixed route trip.  DART paratransit fares are $1.00 or $2.00 for in-county trips and range from $3.00 to $5.00 for inter-county trips.  Most fares are substantially below the maximum fares allowed under the DOT ADA regulations
1.7 ADA Complementary Paratransit Eligibility

1. DART’s ADA paratransit eligibility determination process appears to result in fair and accurate determinations of unconditional and temporary eligibility, and of denials of eligibility.  The process appears to be detailed and thorough, and includes in-person assessments for cases in which the original application does not contain enough information to make an eligibility determination.  In a review of 20 randomly selected files of applicants who were denied eligibility, all of the determinations appeared to be appropriate.  

2. DART grants conditional eligibility to some individuals based on the purpose of the trip, such as work or dialysis.  Section 37.131(d) of the DOT ADA regulations states that service restrictions or priorities must not be imposed on the basis of trip purpose.

3. The letter granting eligibility for dialysis-service-only does not clearly state whether the individual is eligible for ADA paratransit service when traveling for dialysis trips only, or is ineligible for ADA paratransit service, but eligible for transportation to dialysis treatments through the state legislated program.

4. DART sets up an account for each applicant in the Trapeze customer certification module to allow for the provision of ADA paratransit service when an eligibility determination has not been made in the required 21-day timeframe and an individual becomes presumptively eligible for service.  The explanatory information that is part of the application form describes the 21-day timeframe for processing applications, but does not include an explanation of the applicant’s right to service until an eligibility determination is made.
5. Based on review of sample determination letters, some letters sent to applicants who are determined ineligible do not provide the specific reasons for the determination of ineligibility for that individual.  The DOT ADA regulations (Section 37.125(d) and Appendix D) require that determinations of ineligibility include an explanation of the reasons for the denial.

6. DART appears to make ADA eligibility determinations in a timely manner.  A review of 50 randomly selected applications showed that of the 47 applications that had been processed, 46 had been reviewed and decisions made in 21 days or less.  About 85 percent of those applications had been reviewed within 14 or fewer days.  The one determination that appeared to have taken more than 21 days may have been incompletely recorded and actually taken only seven days.  One in-person interview was completed 22 days after the receipt of the application.  Completion of the review in that circumstance was delayed due to difficulty reaching the applicant to schedule an appointment despite repeated attempts.

7. Determination letters request that individuals carry their ADA identification cards with them at all times.  Since the ADA Paratransit identification cards are the documentation that customers are expected to use to prove their eligibility, they should clearly have a reference to “ADA Paratransit Service.”

8. DART’s procedure for informal appeals appears to conflict with the requirement that appellants be provided at least 60 days of the denial to file an appeal (49 CFR 37.125(g)(1)).  DART allows the appellant 30 days from an informal review determination to request a formal appeal.  If the informal review determination date is considered the denial date, the 30-day period allowed for appeal fails to comply with the regulation.  In addition, the 30-day limit appears to conflict with the procedure to allow 60 days from the original determination to request a formal appeal.
9. DART’s proposed policies and procedures for suspending ADA paratransit service to ADA eligible individuals for missing scheduled trips appear to be consistent with the requirements of the DOT ADA regulations (49 CFR § 37.125(h)).

1.8 Telephone Access

1. During the week of April 2, 2007, the DART reservations center received 4,194 calls.  The two longest hourly average hold times during this period were 7 and 9 minutes.  Average daily hold times ranged from 1 minute and 25 seconds to 3 minutes and 50 seconds, with a daily average of 2 minutes and 27 seconds.  Twenty-three percent of calls during the week were answered in 2 minutes or less.  Abandoned calls—calls terminated by the customer before they could be answered—were between 13 and 24 percent of daily calls for each day during that week.  This high abandonment rate is an indicator of difficulty in getting through on the phone lines to make reservations at that time.  It appears that the reservations staffing level during the week of April 2 limited the ability of customers to make reservations and obtain DART ADA paratransit service.

2. During the week of the review, telephone service performance appeared to improve as a result of the addition of four reservationists from a temporary labor agency.  Average daily hold times during the period from May 14 to 17, 2007 ranged from 16 seconds to 1 minute and 16 seconds, for an average daily hold time for the four-day period of 36 seconds.  This four-day average is approximately one-quarter of the hold time reported for the week of April 2, during which the earlier observations were made.  For the week of May 14, the overall percentage of calls that were answered in 2 minutes or less was 66 percent, approximately three times greater than during the week of April 2.  The percentage of abandoned calls during the week of May 14 (approximately 6 percent) also decreased substantially since data were taken on April 2, when the hourly percentage ranged from 23 to 36 percent for much of the day (Table 7-3).  DART’s reservations staff levels at the time of the review appeared to be sufficient to ensure access to reservations services to request trips.
3. There may be calls with significantly long hold times during some periods of the day.  During the week of April 2, 2007 the two longest hourly average hold times were 7 and 9 minutes.  DART does not regularly monitor telephone performance by hour of day and the BCMS system does not track number of calls by length of time in queue by hour of day.  As a result, hourly average hold times for the period May 14 to 17 were not assessed.  Although telephone performance measurements for the May 14 to 17 period indicate significant improvement in level of performance on a daily basis compared to the week of April 2, DART does not have the data for the review team to determine that there were no hours during the May 14week in which customers experienced significantly long hold times.

4. DART appears to have sufficient reservationist workstations and telephone line capacity for receiving trip requests and “Where’s my ride?” calls for DART paratransit service.
1.9 Trip Reservations and Scheduling

1. DART does not deny requested trips in the reservations and scheduling process.  Of 58 trip requests observed, none were denied.  It is DART’s procedure to change scheduled trip times only with customer approval if possible.
2. DART leaves some trip requests unscheduled at the beginning of the service day.  While this procedure can result in efficient use of operator availability resulting from customer cancellations, a substantial number of unscheduled trips increase the potential for operator missed trips and late trips.

3. DART considers customer appointment times when accepting trip requests by scheduling pickup times 1 hour before appointments.  However, the current procedure does not permit schedulers, dispatchers, or operators to consider appointment times in tracking and serving trips for customers who have appointments.  As a result, the current procedure can contribute to poor on-time performance for customers traveling to appointments.

4. DART reservationists do not use the “requested early” field in Trapeze to identify trips for which the customer is unable to depart before a specified time, such as a trip home from work.  This information would be helpful to schedulers when identifying options for rescheduling trips.

5. DART reservationists appeared to be somewhat inconsistent in confirming important elements of scheduled trips with customers.

6. The procedure of pre-assigning subscription trips, periodically batch-scheduling trips for each service area, and refining run schedules by assigning and moving trips manually appears to be well-structured and orderly.
7. During scheduling, if the estimated pickup time is earlier than the time negotiated and scheduled with the customer, the scheduler adjusts the scheduled time to match the estimated arrival time.  Rescheduling the trip without customer approval can cause miscommunication and untimely trips.  DART relies upon communications between scheduler, reservationists, customer, dispatcher, and operator to affirm that the time change is made correctly.  If there is miscommunication, the time the operator has on the manifest is the time changed by the scheduler, not the time negotiated with the customer.  This procedure appears to be cumbersome and can contribute to missed trips or untimely pickups.

8. There is only one travel speed used in Trapeze for the entire state.  Use of only one speed for all service areas can result in atypical travel time estimates for many trips and less than optimal trip scheduling by Trapeze.

1.10 Service Performance

1. DART’s procedure of allowing 60 minutes of travel time for all trips, combined with its pickup window of 0/+30 minutes, may result in late drop-offs or very early drop-offs.

2. DART’s travel time standard of 60 minutes per county traveled may allow unreasonably long paratransit travel times for short trips or for inter-county trips.  The travel time standard may also unfairly penalize DART for long inter-county trips.

3. DART dispatchers do not use the Trapeze software to “perform” trips.  They rely on periodic updates from the operators to know when pickups and drop-offs occur.  This limits dispatchers’ ability to estimate the real-time schedule adherence of the vehicles.

4. DART dispatchers at both New Castle and Kent County believe that information on trip cancellations entered by the call-takers does not always reach them.

5. During interviews with paratransit operators, one operator indicated that the passenger’s use of a wheelchair does not always appear on the manifest.

6. Five of the nine operators interviewed did not know the correct pickup window.

7. All operators interviewed knew the proper procedure for handling and reporting a no-show.

8. For a five-day sample period (March 19 to 23, 2007), the review team calculated DART’s performance for on-time pickups at 92 percent.  This is close to the monthly on-time pickup performance reported by DART for July 2006 to February 2007.  Applying an on-time pickup window of 0/+20 minutes (rather than 0/+30), the on-time pickup performance for the sample period would be 85 percent.

9. Because DART includes drop-off times for all trips—whether or not the passenger requested one—it is not possible to properly analyze on-time performance for drop-offs where customers have requested specific drop-off times.

10. Using the available data for the five-day sample period, the review team calculated DART’s performance for on-time drop-offs at 75 percent.  This is close to the monthly on-time drop-off performance reported by DART for July 2006 to February 2007.  Furthermore, the sample data showed that 10 percent of drop-offs were more than 20 minutes late, with seven percent more than 30 minutes late.  This poor performance for drop-offs could be considered as a substantial portion of significantly late drop-offs.

11. DART uses two contractors, Krapf and Logisticare, to provide a portion of the paratransit trips in New Castle and Kent Counties.  DART has staff who are responsible for monitoring the contractors’ service; however, DART does not audit the manifests submitted by the contractors, which are the basis for contractor payment.

12. An analysis of 8,701 DART ADA paratransit trips provided during the sample period (March 19 to 23, 2007) indicated an average travel time of 34 minutes.  Most trips (88 percent) were completed in 60 minutes or less.  Nearly 1,100 trips (12 percent) took longer than 60 minutes.

13. When the actual travel times of 44 long ADA paratransit trips (those with travel times of 2 hours or more) provided between March 19 and March 23 were compared with the estimated travel times for comparable fixed route trips, those DART ADA paratransit travel times were longer than comparable fixed route travel times by an average of 47 minutes.  The average paratransit travel time was 141 minutes, while the average fixed route travel time was 94 minutes for long trips.  Travel times on ADA paratransit trips exceeded the comparable fixed route travel time by an average of 20 minutes in Kent County, 36 minutes in Sussex County, and 52 minutes in New Castle County.

14. DART does not directly track the total travel time for paratransit trips that require transfers.  DART tracks each leg of such paratransit trips separately and does not track time spent waiting for transfer vehicles.  Consequently, DART has no means of identifying trips with transfers that are longer than travel on fixed route, for instance because the paratransit uses a less direct route than the fixed route or because DART has not accounted for wait times at the transfer point. 

15. Over half of the long paratransit trips analyzed had travel times that exceeded the comparable fixed route travel time by more than 60 minutes; however, these trips made up less than .5 percent of all the ADA paratransit trips provided in the sample week.  It is possible, however, that a significant number of additional trips were substantially longer than comparable trips on the fixed route, since this analysis only looked to trips that were over 120 minutes.  Many trips that are less than 120 minutes, but more than 60 minutes, could be substantially longer than comparable fixed route trips, particularly in the absence of detailed monitoring of such trips by DART.
16. A number of facility addresses appeared several times on the list of long paratransit trips, which could be resulting in repeated long travel times for some ADA riders.

17. During the sample week, 13 percent of trips provided in Kent County exceeded the DART maximum travel time standard of 60 minutes.  In New Castle County, nearly 10 percent of trips exceeded the applicable DART maximum travel time standard of 60 minutes.  In Sussex County, less than 1 percent of trips exceeded the DART maximum travel time standard of 2 hours.

1.11 Resources

1. DART’s customer service staff levels of approximately 15 full-time equivalents at the time of the on-site review appears appropriate to maintain adequate reservation phone call hold times.  By contrast, during the week of April 2, 2007, DART had approximately 11 full-time equivalent customer service agents.  Based on telephone performance during that period, 11 customer service agents appears to be limit ADA paratransit eligible customers ability to schedule trips.
2. Dispatch operations at New Castle County appeared to be limited by a combination of limited dispatchers and dispatch stations during peak periods of operation, shared use of one terminal between two dispatchers for AVL, limited coverage for radio communications with operators, and mobile data terminals (MDTs) that were not fully operational.
3. The number of operators and vehicles appear adequate to effectively serve the demand for ADA complementary paratransit service.
4. DART’s planning and budgeting process appears to effectively consider the demand for ADA complementary paratransit service.

5. Funding does not appear to limit DART in providing effective ADA complementary paratransit service.
ADA Complementary Paratransit Service Criteria

The review team compared DART’s ADA complementary paratransit service with its fixed route service to determine whether it is comparable, with respect to three of the DOT ADA service criteria related to service design, as cited in the following areas:

· Service area (49 CFR §37.131(a))

· Days and hours of service (49 CFR §37.131(e))

· Fares (49 CFR §37.131(c))

The review team analyzed customer complaints; assessed information distributed to riders; reviewed DART policies regarding service area, days and hours, and fares; and interviewed DART staff.

1.12 Customer Comments

During the telephone interviews, no rider cited a concern related to service criteria.
Of the 236 complaints related to paratransit service received by DART from March 2006 to March 2007, none were recorded as related to service criteria.

1.13 Service Area

The DOT ADA regulations require that ADA complementary paratransit service be available within 3/4-mile of all fixed bus routes and within 3/4-mile of all rail stations (49 CFR §37.131(a)).  The review team analyzed the DART fixed route service area and looked at DART policies and practices to ensure compliance with this regulation.

As stated in Section 3, DART currently provides paratransit service throughout the entire state.  In addition, DART provides paratransit service into adjoining areas of Maryland within the ADA service area of DART fixed routes:

· Route #65: Elkton, MD

· Route #208 (operates from Memorial Day weekend to mid-September): Ocean City, MD

· Shore Transit paratransit service transfer point: Delmar, MD, on Delaware/Maryland border

In practice, DART provides paratransit service throughout the entire state and has not denied service to customers who have requested a trip with an origin or destination beyond 3/4-mile of DART fixed route service.  DART reserves the option to limit its paratransit service area in the future.  When riders are making trip requests, DART reservationists make no distinction between trips within 3/4-mile and those trips beyond 3/4-mile.  

1.14 Days and Hours of Service

DOT ADA regulations require a transit operator to provide service during all days and times that its fixed route service operates (49 CFR 37.131(e)).  This requirement applies on a route-by-route basis.  For example, an area that has fixed route bus service on weekdays but not weekends must have ADA complementary paratransit service on weekdays but not weekends; an area that has bus service until 9 p.m. must have ADA complementary paratransit service until 9 p.m.

As noted earlier in this report, DART’s paratransit service hours vary by county and by day of week.  Table 5.1 summarizes the hours for ADA paratransit service (within 3/4-mile of fixed routes).

Table 5.1 – Paratransit Service Hours

	County
	Weekday Hours
	Saturday Hours

	New Castle
	6 a.m. – 10 p.m.
	6 a.m. – 7 p.m.

	Kent
	6 a.m. – 9 p.m.
	6 a.m. – 4 p.m.

	Sussex
	6 a.m. – 9 p.m.
	6 a.m. – 4 p.m.


There are several elaborations to these basic service hours, as stated in the Paratransit Rider’s Guide.  First, DART operates “Resort Transit” fixed routes (#201, #203, #204, #205, #206, #207, #208 in Sussex County and #305 between New Castle and Sussex Counties) from Memorial Day weekend to mid-September.  These routes run past 9 p.m., some as late as 2 a.m.  They all operate on Saturday and Sunday.  The Guide states “ADA complementary paratransit service is available Memorial Day through Labor Day in conjunction with Resort Service hours and locations that are established each season” (page 8).

The Guide also states “DART First State may need to schedule your trip for an earlier pickup than listed above [6 a.m.] in order to meet the demand for any given day” (page 8).  The Guide adds, “however, DART First State will not guarantee any drop offs before 7 a.m.”  DART is improperly restricting service by not guaranteeing drop-offs before 7 a.m.  If a DART fixed route rider can be dropped off before 7 a.m., then in at least some circumstances DART paratransit customers should be provided drop offs before 7 a.m. in order to meet the requirements of comparable service.

The paratransit service hours listed in Table 5.1 do not meet all DART fixed route service hours.  For example, Route #1 (in New Castle County) operates from 5:10 a.m. to 11:20 p.m. on weekdays and from 6:25 a.m. to 8:13 p.m. on Saturday.  During the off-season, Route #206 (in Sussex County) operates from 5:55 a.m. to 11:56 p.m. on weekdays.  Other routes also begin and/or end outside of the DART paratransit service hours.

1.15 Fares

DOT ADA regulations allow operators to charge a fare for ADA complementary paratransit service that is up to twice the basic fare charged on fixed route service for the same origin and destination at the same day and time (49 CFR §37.131(c)).  Table 5.2 presents a comparison of DART fixed route and paratransit fares.  The DART paratransit fare is no greater than two times the fixed route for all in-county and inter-county trips.  Notably, the paratransit fares are actually substantially below the maximum fares allowed under the DOT ADA regulations.

Table 5.2 – DART Fixed Route and Paratransit Fares

	County
	Fixed Route
	Paratransit

	New Castle
	$1.15
	$2.00

	Kent
	$1.00
	$1.00

	Sussex
	$1.00
	$2.00

	between New Castle and Kent
	$3.00 or $4.50
	$3.00

	between Kent and Sussex
	$2.00 or $3.00
	$3.00

	between New Castle and Sussex
	$4.50, $6.00, or $7.50
	$5.00


1.16 Findings

5. DART paratransit service is not provided during all days and times that DART fixed route service operates.  Service hours for DART paratransit vary by county and by day of week.  However, certain fixed routes start earlier than the paratransit service hours and others end later.  Lack of ADA complementary paratransit service during the same days and hours of fixed route service fails to comply with the requirements of 49 CFR §37.131(a).

6. By limiting drop-off times for ADA complementary paratransit customers, DART fails to provide service that is comparable to DART fixed route service.  Even though the DART Paratransit Rider’s Guide states that service is available in all counties starting at 6 a.m., the Guide also states that “DART First State will not guarantee any drop offs before 7 a.m.”  If a DART fixed route rider can be dropped off before 7 a.m., then providing DART paratransit customers comparable service will likely require that at least some paratransit riders receive guaranteed drop offs prior to 7 a.m.

7. DART paratransit service is provided throughout all areas within 3/4-miles of DART fixed route service.  DART paratransit service is provided throughout the entire state, including areas outside 3/4 miles.  DART provides paratransit service to certain destinations in Maryland that are within 3/4-mile of DART fixed routes.  DART also provides paratransit service to Delmar, MD, which is a transfer point (on the state boundary) for paratransit provided by Shore Transit.

8. No DART paratransit fare is greater than two times the fare for a comparable fixed route trip.  DART paratransit fares are $1.00 or $2.00 for in-county trips and range from $3.00 to $5.00 for inter-county trips.  Most fares are substantially below the maximum fares allowed under the DOT ADA regulations
1.17 Recommendations

2. DART should adjust its paratransit service hours to ensure that paratransit service is available during all days and times that fixed route service is available.  DART should offer paratransit pickups and drop-offs at all times that pickups and drop-offs could occur on the fixed route.

ADA Complementary Paratransit Eligibility

The review team reviewed the process used to determine applicants’ eligibility for ADA complementary paratransit service to ensure that determinations are being made in accordance with the regulatory criteria and in a way that accurately reflects the functional ability of applicants.  The review team also assessed timeliness of the processing of requests for eligibility.  Team members carried out the following tasks:

· Obtained input about the eligibility determination process through interviews with riders and advocates and a review of rider comments on file at DART
· Developed an understanding of the handling and review of applications through an assessment of current eligibility materials and interviews of eligibility determinations staff
· Reviewed eligibility determination outcomes for fiscal year 2006 (July 2005 through June 2006)

· Reviewed the application files of 20 recent applicants who had been denied ADA paratransit eligibility

1.18 Customer Comments

None of the customer interviewed had problems with the eligibility certification process.  None of the customers remembered any delay in receiving notification about their eligibility.  Similarly, none of the complaints on file with DART were recorded as citing issues with the eligibility application process.

1.19 Eligibility Determination Process and Materials
Initial Determination Process

DART accepts requests for ADA paratransit eligibility applications by phone, fax, and e-mail.  Applications are available by mail or may be picked up in person or printed from the internet.
DART uses a two-part application form (Attachment E).  Part A provides information about fixed route and ADA paratransit service, travel training that is available from DART, and the application process.  Part A also has a portion to be completed by the applicant, and requests the following information:

· General information (name, address, etc.)

· Information about the conditions that prevent use of fixed route service

· Mobility aids used

· Information about functional abilities that are related to use of fixed route service (climbing stairs, ability to get to and from bus stops, crossing streets)

· A description of the individual’s prior use of fixed route service

· Usefulness of travel training

Part A also includes the applicant’s signature and a release allowing DART to contact professionals for more information about the individual’s condition.
Part B of the application form is completed by a medical professional who is knowledgeable about the applicant’s functional abilities.  Part B requests information about the nature of the individual’s disability, his/her ability to use fixed route service, how the applicant’s disability prevents use of the fixed route service, and the expected duration of the individual’s disability.
The DOT ADA regulations require that transit agencies provide ADA complementary paratransit service to applicants if an eligibility determination is not made within 21 days of receipt of a completed application, until a determination is made (49 CFR 37.125(c)).  The explanatory information, that is also part of the application form, describes the 21 day timeframe for processing applications, but does not include an explanation of presumptive eligibility.
DART makes copies of the application materials available in accessible formats, such as large print and Braille, upon request.  The application includes telephone numbers for the DART travel trainers who may be contacted if an individual requires an alternate format, has questions about the application, or needs other assistance.  Requests are tracked in a database.
When an application is returned to DART’s office at 900 Public Safety Boulevard in Dover, the DART receptionist date stamps it and records the receipt of the application in a logbook.  She also creates a customer record in Trapeze, which generates a customer ID number and provides for either eventual eligibility or presumptive eligibility.  Applications are then given to the customer support specialist, who distributes them among four travel trainers who are responsible for making eligibility determination decisions.  At the time of the review, three of four travel trainer positions were filled, and DART staff members were interviewing candidates for the fourth position.
Travel trainer requirements include some familiarity with computers, and some type of work experience with seniors or persons with disabilities is preferred.  Former DART reservationists or operators often fill these positions.  The eligibility supervisor has a degree in human services and a background of working with persons with disabilities and seniors at several human service agencies before joining DART.
The application is first reviewed for completeness by the travel trainer.  If the application is not complete, the travel trainer returns it to the applicant or contacts the health care professional for further information, as appropriate.  A checklist that identifies the items that are needed to complete the application is sent with the form.  The applicant is given a date by which the additional information must be returned to the DART eligibility processing section.  Copies of both the original application and the checklist are kept in the eligibility office.
Dates of all actions that are taken in connection with an application are recorded on a checklist that is kept in the individual’s ADA file.  Actions are also entered into the Trapeze eligibility module, dated, and initialed.
If the application is complete, the travel trainer proceeds with the review, checking for consistency between the two parts and for a full description of how the individual’s disability prevents his/her use of fixed route service.
If not enough information is provided to allow for a thorough determination, the travel trainer contacts the individual to schedule an in-person interview.  Three attempts to contact the individual by phone are made.  If the individual is not reached after three attempts, a letter is sent to the individual asking him or her to contact the eligibility office by a certain date to schedule an in-person interview.  The letter also explains that DART will place the application on hold until the customer contacts DART.
In-person interviews are conducted at locations in each of the three counties: at the DART office in Dover (Kent County), the DART office in Wilmington (New Castle County) and at Easter Seals and the DelDOT office in Georgetown (Sussex County).  If needed, a DART paratransit ride to the interview site is scheduled for the individual, free of charge.  Six of 50 randomly selected applications that were reviewed included an in-person interview.  In four instances, it was noted on the application checklist that no transportation to the interview was needed.  In two cases, it was noted that the applicant needed transportation, and the confirmation number for the trip that was provided by operations was recorded.
The travel trainer conducts the interview, by observing the individual’s walking, sitting, standing, communicating, and the individual’s “presentation”, e.g., anxiety, distracted, unusual behaviors, upset, etc., as noted in the observations section of the DART in-person interview script (Attachment F).  This script was approved by a sub-group of DART’s Elderly and Disabled Transportation Advisory Committee (EDTAC) after a public hearing.
The script includes questions about the applicant’s functional abilities that are related to use of fixed route bus service: ability to get to stop, tell time, provide phone number and address, recognize a bus, read signs and schedules, recognize correct stop and transfer, handle money, and cross streets.  A set of questions for people with visual impairments is also included.  Other information that is obtained through the interview relates to current frequent trip origins and destinations and a description of the terrain around the applicant’s home.  The interview form concludes with several pages on which the travel trainer summarizes the observations made during the interview.  In-person interviews generally take between 30 and 45 minutes to conduct.

The eligibility supervisor conducts spot checks of eligibility decisions each month, and reviews applications and decisions at staff meetings with the travel trainers as well.  She also checks to make sure that decisions are made within 21 days.

When a final determination is made, the applicant is sent a notification letter that is appropriate to his or her type of eligibility or indicating the determination that he or she is not eligible.  The travel trainers tailor standard letters to fit the individual circumstances of each applicant.  Individuals who have been determined to be unconditionally, conditionally, or temporarily eligible for ADA paratransit service also receive a welcome packet that includes an ID card (which does not include a photo), a copy of the DART Rider’s Guide, and other DART information.  The customer support specialist assembles and mails the notification letters and welcome packets.  She also enters into the Trapeze certification module the date that the letter and welcome packet are mailed.  Copies of all materials are kept in the individual’s paper file as well.  Files are located in the eligibility processing section and are kept locked at all times.

Types of Eligibility Granted and Recertification

DART grants several types of paratransit eligibility.  These include:
Unconditional ADA eligibility.  DART grants this type of eligibility to applicants who are found not to be able to use fixed route service under any reasonable circumstances.
Conditional ADA eligibility.  This type of eligibility is granted if DART feels that the applicant can use the fixed route service for some trips, but requires DART paratransit service for other trips.

Temporary ADA eligibility.  If the medical professional who completes Part B of the application form indicates that the applicant’s disability or health condition is not permanent, but instead indicates that it is temporary and provides an estimated length of time, the applicant is made eligible for only that period of time.  After the period of eligibility ends, these riders must reapply and go through the application process again if they wish to continue paratransit service.
Eligibility for dialysis transportation only.  DART is required, by Delaware state law, to provide transportation service to and from dialysis centers for individuals who are undergoing dialysis treatment, regardless of their functional abilities.  Based on conversations with DART staff and the information that is contained in the April 2007 draft of the “DART First State Paratransit Rider’s Guide,” it appears that this type of eligibility is granted to individuals who are determined not eligible for ADA complementary paratransit service, but qualify for the dialysis transportation that DART is required to provide by state law.  The letter that DART sends to individuals with this determination implies that they are eligible for ADA paratransit service, but only when traveling to or from a dialysis center.
Not eligible, or denied.  This determination is made if DART eligibility staff members feel that the applicant is able to use fixed route service and does not require DART paratransit service for any trips.
Denied, but eligible for Elderly service.  DART paratransit service is offered on a space-available basis for those over age 60 who are determined to be ineligible for ADA paratransit service.

Eligibility is granted for a period of five years (except for those who are determined to be eligible for ADA service on a temporary basis).  A comprehensive recertification of existing active paratransit users was initiated at the beginning of 2003 and was completed in 2005.  DART is in the process of establishing permanent procedures for identifying individuals whose eligibility is about to expire.  Currently, a list of active users over the past 12 months is prepared, and those individuals are sent recertification notices and a new application form.  The application forms are stamped with “Recert” in red to distinguish them from first-time applications.

One travel trainer is responsible for reviewing all recertification applications.  The review and logging processes for recertification are the same as those followed for initial applications, except that all recertifications require an in-person interview.  Customers are asked to complete the application and return it to DART within 60 days.  If the application is not returned by that date, a second notice is sent to the customer with an additional 30 days within which to return a completed application form.  If the application is not returned within that timeframe, the customer is sent a letter informing them that their eligibility for ADA paratransit will be terminated in 30 or 60 days, giving the individual time to make other travel arrangements.  During that time, DART contacts any other individuals who may have been involved with the applicant’s use of DART service and reviews the individual’s trip history so that travel training can be offered and information about using the fixed route service can be provided.

Similarly, if eligibility is denied on the basis of the information contained in the recertification application and the results of the in-person interview, DART sends a letter to the customer explaining why he or she is no longer eligible, and providing notice that eligibility will be terminated in 30 days.  DART offers travel training and provides information about using the DART fixed route system for these individuals as well.

Eligibility Certification Letters

A team member reviewed samples of all types of eligibility determination letters used by DART.  These included copies of letters granting unconditional eligibility, conditional eligibility, temporary eligibility, and letters which denied eligibility.  Some individuals who are denied ADA paratransit eligibility are granted eligibility for DART’s door-to-door transportation service for the elderly.  Letters sent to those individuals were also reviewed, as were letters sent to individuals who are determined to be eligible for dialysis transportation.  Samples of the six types of eligibility determination letters that were reviewed are presented in Attachment G.

The letters were reviewed to determine whether they contain information required by the DOT ADA regulations (49 § CFR 37.125(d)-(e)).  The regulations require that documentation of eligibility contain the following five points of information:

1. Name of the eligible individual

2. Name of the transit provider

3. Telephone number of the entity’s paratransit coordinator

4. Expiration date for eligibility

5. Any conditions or limitations on the individual’s eligibility, including the use of a personal care attendant (PCA)

The DOT ADA regulations also state that determinations of eligibility must be in writing and if applicants are found to be ineligible, the determination must state the specific reasons for the finding (49 CFR § 37.125(d)).  Appendix D to the regulations indicate that these reasons cannot be a simple recital that the person has been found to be able to use fixed route service.  Determinations that deny eligibility or limit eligibility also should be accompanied by information about the process for appealing the decision.

Compliance of each of the sample determination letters and the ADA Paratransit ID card with the requirements of the regulations is summarized in Table 6.1.
Table 6.1 – Eligibility Determination Letters and ADA ID Card: Inclusion of Required Elements

	Type of Letter
	Individual’s Name
	Transit Provider Name
	Paratransit Coordinator’s Phone Number
	Eligibility Expiration Date
	Any Conditions or Limitations on Eligibility
	Information about Appeal Process

	Unconditional eligibility
	Yes
	Yes
	Enclosed with letter
	No
	NA
	NA

	Conditional eligibility
	Yes
	Yes
	Enclosed with letter
	No
	Yes
	Yes

	Temporary eligibility
	Yes
	Yes
	Enclosed with letter
	Yes
	Yes
	Yes

	Not eligible
	Yes
	Yes
	NA
	NA
	NA
	Yes

	Eligible for dialysis service only
	Yes
	Yes
	Enclosed with letter
	No
	Yes
	Yes

	Not eligible, but eligible for Elderly service
	Yes
	Yes
	Enclosed with letter
	No
	Yes
	Yes

	ADA ID Card
	Yes
	Yes
	Yes
	Yes
	3-character code only
	NA


NA: not applicable

The sample letters that were reviewed contained most of the required items.  The expiration date of the individual’s eligibility is printed on the ADA ID card that is sent with the determination letters, but does not appear in the letters themselves.

Additionally, information about the DART appeal process is included in letters conveying conditional, temporary, dialysis service only, and elderly service only eligibility and those denying eligibility.

Other observations related to eligibility documentation include the following:

· Determination letters request that individuals carry their ADA Identification card with them at all times.  Since the ID cards are the documentation that customers are expected to use to prove their eligibility, they should include reference to “ADA Paratransit Service.”  The ID cards do not need to include all of the items required by the DOT ADA regulations.  A three-character code to indicate any eligibility conditions is sufficient.

· The letter granting eligibility for dialysis-service-only does not clearly state whether the individual is eligible for ADA paratransit for dialysis trips only, or is ineligible for ADA paratransit, but eligible for transportation to dialysis treatments because of state legislative requirements.  The letter used to deny eligibility for ADA service but granting eligibility for Elderly service is much clearer.

· Letters that limit or deny eligibility sometimes, but not always, provide a detailed explanation of the reasons for the decision that is tailored to the individual.  In some cases, letters state that none of the information presented indicated that the individual could not use the fixed route bus system.

· The packet that is sent with determination letters to individuals who have been denied eligibility includes: materials explaining the appeal process, a travel training brochure, information about Senior Citizens Affordable Taxi (SCAT) service — a taxi service for seniors, information about reduced DART fares, bus schedules, and a fixed route “how to ride” guide.

1.20 Reported Determination Outcomes

Based on an “Eligibility Report Summary” generated from Trapeze, as of May 2006, DART had determined that, 9,550 individuals were unconditionally, conditionally or temporarily ADA eligible or ADA eligible as visitors.

Table 6.2 below shows the initial determination outcomes for applications received and reviewed from July 2005 through June 2006.  As shown, DART reviewed a total of 2,087 applications during that period.  Of those, 1,926 applicants (92.3 percent) were granted unconditional eligibility.

Table 6.2 – Eligibility Determinations by Category and Additional Designations, July 2005 through June 2006
	Determination Outcomes
	# of Determinations
	% of ADA

Determinations
	% of All Determinations

	Unconditional eligibility
	1,926
	97.3%
	92.3%

	Conditional eligibility
	16
	0.8%
	0.8%

	Temporary eligibility
	14
	0.7%
	0.7%

	Visitor eligibility
	4
	0.2%
	0.2%

	Not eligible
	20
	1.0%
	1.0%

	TOTALS
	1,980
	100%
	

	Dialysis service only
	107
	
	5.1%

	GRAND TOTAL
	2,087
	
	100%


A relatively low number of applicants were determined to be conditionally eligible.  Conditional eligibility decisions were discussed with the eligibility supervisor and the customer service manager.  Apart from eligibility for dialysis trips only, examples of conditional eligibility include: “work trips,” when it is known that the individual faces path-of-travel barriers to his or her employment location; specific addresses, such as a doctor’s office, that are known to present path-of-travel barriers; and conditions such as “summer only” (if the individual cannot travel on the fixed route system in hot weather) and “after 5:00 p.m.” (if the individual has a vision impairment that prevents use of the fixed route system at night).

Limiting eligibility to one type of trip or a particular address to which it is known that the individual would not be able to use fixed route service is too restrictive—if path-of-travel barriers affect the individual’s ability to use the fixed route system to reach one destination, they are likely to affect his or her ability to reach others.  Unless DART is able to identify all instances in which trips on the fixed route system are not possible for the individual (by conducting field assessments of path-of-travel and other issues), it is more practical to identify the trips that are known to be possible on the fixed route system, exclude those trips from the individual’s paratransit eligibility, and extend paratransit eligibility to all other trips.  The present approach, by contrast, likely prevents individuals from using ADA complementary service for trips for which they are eligible in accordance with the regulations.

At the time of the on-site review, DART staff indicated that the organization was planning to implement trip-by-trip eligibility procedures over next six months or so.  This change would allow eligibility determinations to reflect trips that an individual would be able to make using the DART fixed route system, as verified by an environmental assessment conducted by DART, rather than trips they are unable to make.
1.21 Process Observations and Reviews of Recent Determinations

As mentioned above, conditional eligibility decisions were discussed with the eligibility supervisor and the customer service manager.  The current process identifies conditions based on season, time of day and specific trip locations or trip purposes.

Eligibility for ADA paratransit service should be based on an individual’s functional ability to use fixed route service.  Rather than tying eligibility to a specific trip purpose such as dialysis, decisions of this type should probably be worded to say that the applicant is “conditionally eligible when severe fatigue, due to dialysis treatments, prevents you from using fixed route bus service.”

The above would apply if DART means to grant conditional ADA eligibility to individuals who are unable to use fixed route service after undergoing dialysis treatments, as implied by the eligibility determination letters that are sent in such cases.  However, the comment is not relevant if DART’s intent is to grant eligibility for dialysis transportation service to individuals who are able to use fixed route service and are not eligible for ADA paratransit service, as was explained by DART staff during the review.
For circumstances in which path-of-travel issues in combination with an individual’s disability prevent use of the fixed route system, eligibility conditions should identify trips for which the individual can use fixed route service and is therefore not eligible for paratransit service, rather than trips for which the individual cannot use fixed route service, and is therefore eligible for paratransit service.  If a person cannot make a particular trip on the fixed route system, there are likely to be other trips that he/she cannot make; unless DART can identify all those trips (by conducting field assessments of path-of-travel and other issues), it is more practical to identify regular trips that the individual can complete using the fixed route system, and restrict paratransit eligibility to all other trips.  To do otherwise will almost certainly result in eligible trips being impermissibly denied.

As part of the review, team members also examined the files of 20 recent applicants who had been denied eligibility.  The group of applications were selected at random from among those that had been received early in 2007 (one application in the group had been processed in the fall of 2006).
All of the determinations appeared to be reasonable.  Eleven of the 20 applicants had an in-person interview.  Eighteen of the 20 applicants mentioned in their applications or interviews that they use fixed route service; eight of those indicated that fixed route service was either not available in their town or to a particular destination, such as a doctor’s office, or did not operate on a convenient schedule.

One of the other two applicants stated in both Part A and Part B that the applicant would be able to use the fixed route system if shown how.  As indicated above, the packet of materials sent to individuals who are denied eligibility includes information about DART’s travel training program.
The remaining applicant indicated in his application that mental illness prevented him from walking to a bus stop and deciphering a schedule.  The rehabilitation specialist who completed Part B confirmed that the individual had mental illness, obesity, and orthopedic pain in the knees, but did not indicate that those conditions prevented use of the fixed route system.  In the in-person interview, the individual indicated that his mental illness was controlled by medication, and that it would not prevent his use of the fixed route system.

Review of Application Processing Times

The DART eligibility supervisor checks that all decisions are made within the required 21-day timeframe.  The review period is considered to begin when a completed application is received.  If an application is returned to the applicant or the medical professional for missing information, the review period begins when that revised application is received by DART.  If an in-person interview is required, DART’s procedures require that it be completed within 21 days.  If the interview cannot be scheduled within 21 days because of a delay caused by DART, the applicant is given presumptive eligibility and is entitled to use DART paratransit service.  The individual is notified by phone and given information about making trip reservations.  Additionally, his or her customer record is updated in Trapeze.  If the interview cannot be scheduled within 21 days because the applicant cannot be reached or is unavailable, the 21-day “clock” is stopped until the individual contacts DART to set up an appointment for an interview.
To review the timeliness of eligibility determinations, the review team selected, at random, 50 applications from among those processed during February 2007.  The following dates were recorded: the date of receipt stamped on the application by the DART receptionist, date received, date of eligibility decision, and date of letter of determination and either welcome or denial packet, as noted on the application checklist by the travel trainer who reviewed the application.  If the application was returned to the customer or the medical professional for completion or an in-person interview was conducted, the dates of those events and of the customer’s response were also noted.  The date of the letter/packet and either the stamped date of receipt of the original application, the interview date, or the date on which the completed application was received were then compared to determine the total time taken to make each eligibility determination.

Table 6.3 shows the elapsed time between the receipt of the completed application or completion of the in-person interview and the letter of determination for each of the 50 randomly selected customers.

Table 6.3 – Application Processing Time for 50 Randomly Selected ADA Paratransit Determinations Made in February 2007
	# of Days Required to Make Determination
	# of Determinations
	Cumulative Determinations
	Cumulative %

	7 or fewer days
	25
	25
	53%

	8 to 14 days
	15
	40
	85%

	15 to 18 days
	4
	44
	94%

	21 days
	2
	46
	98%

	46 days*
	1
	47
	100%

	Application returned to customer for more information and not yet resubmitted
	3
	
	

	TOTAL
	50
	
	


* May be only 7 days; file includes note that a second application was submitted, but no copy of the second application was in the file

DART eventually processed 47 of the applications, while returning three to the applicants for more information (those applications were not completed).  Overall, all but one of the 47 eligibility decisions were made in 21 days or less following the receipt of a completed application or in-person interview.  Processing time for those 46 applications ranged from two days to 21 days, with 40 applications, or 85 percent, taking 14 or fewer days to process.

One application appears to have taken 46 days to process, but that may not be accurate.  The application checklist indicates that a second application was submitted within the 46 days, and the determination letter was mailed to the applicant seven days after that second application was noted as received on the application checklist.  However, the applicant’s file did not include a copy of the second application or a copy of the cover sheet that is normally sent to the applicant with a returned incomplete application.  Consequently, it was not possible to verify that a second application had been received.

Six of the 47 processed applications involved an in-person interview.  Five of those interviews were scheduled and conducted within 21 days or less from the date on which the application was received.  The other interview was conducted 22 days after the receipt of the application, but many attempts to contact the applicant during that period were recorded on the application checklist.  Letters of determination were sent out to all six applicants in ten days or less after the interviews were completed.

This review showed that DART is making eligibility determinations in a timely way.

1.22 Appeal Process

DART sends a detailed description of the appeal process and a form for requesting an appeal to individuals determined to be conditionally, temporarily eligible, eligible for Dialysis or Elderly service, or denied eligibility, along with their eligibility determination letter (Attachment H).

An individual may request either an informal review of his or her eligibility decision or a formal appeal.

Informal reviews are conducted by the assistant customer service manager, who is not originally involved in any eligibility determinations.  Requests for an informal review must be submitted within 60 days following receipt of the determination letter.  The material explaining the appeal process states that requests may be made either orally or in writing; however, DART must receive a completed “Notice of Right to Appeal Form” from the individual before it schedules a hearing.  This form requests contact information for the individual and a designated advocate, if desired, informs the individual that information provided to DART as part of the application process will be shared with members of the EDTAC Appeal Committee, and offers the individual the opportunity to present additional information.  Decisions are made within 15 days of receipt of the request for the review and any additional information.

Regardless of the review decision, the applicant and/or any person who is acting on the applicant’s behalf is informed of the outcome of the review with a phone call followed by a letter.  If the original decision is upheld, the applicant and/or the advocate is also provided with information about filing a formal appeal.

Requests for a formal appeal of the original eligibility determination must be submitted within 60 days following receipt of the determination letter, and may be made either orally or in writing.  Requests for a formal appeal of a decision made during an informal review must be submitted within 30 days of the information review determination.  The “Notice of Right to Appeal Form” described above must be returned to DART before a hearing can be scheduled.  Upon receipt of the completed form, a hearing will be scheduled for a date within 20 calendar days.  The applicant and/or an advocate are required to attend the hearing.  If the individual and/or the advocate requires transportation to the hearing, DART will provide it at no charge.

Formal appeals are heard by a board composed of two members of the EDTAC committee and a professional from the disability community.  The customer service manager, eligibility supervisor, or assistant customer service manager, in addition to the travel trainer who made the initial determination, attend the appeal hearing to provide information about the original decision, but do not vote in the appeal decision.  One expert in the relevant disability field is also present to answer questions regarding the individual’s disability; this expert is also a non-voting participant in the appeal hearing.

The explanatory appeal material states that decisions will be made within 10 calendar days of the appeal hearing.  The “Notice of Right to Appeal Form” states that paratransit service will not be provided during the appeal process; however, should a determination not be made within 30 days of the formal appeal, paratransit service will be provided until a decision is made.  All decisions of the appeal committee are final.  Individuals are notified of the decision in a phone call, followed by a letter.

As part of this review, appeal decisions made from February 2006 through April 2007 were reviewed.  During that time, 15 formal appeals were heard.  Nine of the original determinations were upheld and six were overturned.

1.23 No-Show Suspension Policy

Section 37.125(h) of the DOT ADA regulations states that transit agencies “may establish an administrative process to suspend, for a reasonable period of time, the provision of complementary paratransit service to ADA eligible individuals who establish a pattern or practice of missing scheduled trips.”  The review team reviewed DART’s policies, procedures, and practices regarding no-show suspensions as part of the assessment.

DART’s recently approved no-show suspension policy is included in the April 2007 draft of the “DART First State Paratransit Rider’s Guide.”  The policy was drafted with the assistance of the EDTAC and was approved by that group in December 2006, to take effect on July 1, 2007.  At the time of the review, DART did not have a no-show suspension policy in place, and suspensions of service due to no-shows were not being imposed.

The new policy contains the following definitions:

· Advance cancellation: the customer (or advocate) calls to cancel a trip at least 90 minutes prior to the pickup time

· Cancel Late (hereafter “Late Cancels”): the customer (or advocate) does not call to cancel a trip at least 90 minutes prior to the pickup time

· Cancel at Door: the vehicle arrives at the pickup location within 30 minutes of the “Be Ready” (negotiated pickup) time and the customer (or advocate) informs the operator at that time that he/she will not be taking the trip

If the vehicle arrives at the pickup location within 30 minutes of the “Be Ready” time, the operator notifies or attempts to notify the customer that the vehicle is waiting.  If the customer does not appear in 5 minutes, the operator notifies dispatch for confirmation of the pickup location and the failure of the customer or advocate to call at least 90 minutes prior to the pickup time to cancel the trip.  At that point, the customer is charged with a no-show (which may be excused if the trip was missed for reasons beyond the customer’s control).  Late Cancels and Cancels at the Door are treated as no-shows in the suspension policy.

The threshold for the number of no-shows that can be accumulated before suspension are based on the frequency of trips that are taken by the particular rider in a month.  The threshold ranges from two, for a customer who makes one to 14 trips in a month, to 12, for a customer who makes 100 or more trips in a month.  The first violation of the threshold for a month will result in a warning letter and/or phone call.  Suspensions of service begin with the second month with a violation, and range from two days for the second month of violation to 30 days for the fifth month of violation.  After six months, the customer’s violation history is cleared, and the next month that he or she exceeds the monthly no-show threshold would be a first violation.

Even while on suspension, a customer will be provided with service to medical appointments.

Once the no-show suspension policy takes effect, a report generated by Trapeze will be used to determine individuals who have failed to appear for trips without canceling, and the number of trips each of those individuals has taken in the month.

The draft Paratransit Rider’s Guide also describes procedures for appealing an individual no-show or the imposition of a suspension.  Appeals may be requested orally or in writing, and the customer will have the opportunity to present additional information.  Appeals will be conducted by the DART no-show coordinator, and decisions will be made within 10 business days.  If not satisfied with the decision of the no-show coordinator, the customer is entitled to a formal review of the appeal by the EDTAC, whose decision will be final.
1.24 Findings

1. DART’s ADA paratransit eligibility determination process appears to result in fair and accurate determinations of unconditional and temporary eligibility, and of denials of eligibility.  The process appears to be detailed and thorough, and includes in-person assessments for cases in which the original application does not contain enough information to make an eligibility determination.  In a review of 20 randomly selected files of applicants who were denied eligibility, all of the determinations appeared to be appropriate.  

2. DART grants conditional eligibility to some individuals based on the purpose of the trip, such as work or dialysis.  Section 37.131(d) of the DOT ADA regulations states that service restrictions or priorities must not be imposed on the basis of trip purpose.

3. The letter granting eligibility for dialysis-service-only does not clearly state whether the individual is eligible for ADA paratransit service when traveling for dialysis trips only, or is ineligible for ADA paratransit service, but eligible for transportation to dialysis treatments through the state legislated program.

4. DART sets up an account for each applicant in the Trapeze customer certification module to allow for the provision of ADA paratransit service when an eligibility determination has not been made in the required 21-day timeframe and an individual becomes presumptively eligible for service.  The explanatory information that is part of the application form describes the 21-day timeframe for processing applications, but does not include an explanation of the applicant’s right to service until an eligibility determination is made.
5. Based on review of sample determination letters, some letters sent to applicants who are determined ineligible do not provide the specific reasons for the determination of ineligibility for that individual.  The DOT ADA regulations (Section 37.125(d) and Appendix D) require that determinations of ineligibility include an explanation of the reasons for the denial.

6. DART appears to make ADA eligibility determinations in a timely manner.  A review of 50 randomly selected applications showed that of the 47 applications that had been processed, 46 had been reviewed and decisions made in 21 days or less.  About 85 percent of those applications had been reviewed within 14 or fewer days.  The one determination that appeared to have taken more than 21 days may have been incompletely recorded and actually taken only seven days.  One in-person interview was completed 22 days after the receipt of the application.  Completion of the review in that circumstance was delayed due to difficulty reaching the applicant to schedule an appointment despite repeated attempts.

7. Determination letters request that individuals carry their ADA identification cards with them at all times.  Since the ADA Paratransit identification cards are the documentation that customers are expected to use to prove their eligibility, they should clearly have a reference to “ADA Paratransit Service.” 

8. DART’s procedure for informal appeals appears to conflict with the requirement that appellants be provided at least 60 days of the denial to file an appeal (49 CFR 37.125(g)(1)).  DART allows the appellant 30 days from an informal review determination to request a formal appeal.  If the informal review determination date is considered the denial date, the 30-day period allowed for appeal fails to comply with the regulation.  In addition, the 30-day limit appears to conflict with the procedure to allow 60 days from the original determination to request a formal appeal.
9. DART’s proposed policies and procedures for suspending ADA paratransit service to ADA eligible individuals for missing scheduled trips appear to be consistent with the requirements of the DOT ADA regulations (49 CFR § 37.125(h)).

1.25 Recommendations

3. DART should base eligibility determinations on an individual’s functional ability to use fixed route service, rather than on a specific trip purpose.  Unless  DART were to implement trip-by-trip eligibility procedures and to conduct field assessments to identify trips that a particular individual would be able to make using the fixed route system (and for which he or she would therefore not be eligible for ADA paratransit service), eligibility determinations should identify conditions or circumstances that prevent the individual from traveling on the fixed route system.  This would be both more flexible and more efficient than basing the determination on trip purpose.  For example, instead of granting eligibility for work trips where the particular path of travel to the bus stop is obstructed, the conditions of the individual’s eligibility should state: “conditionally eligible when path-of-travel barriers between the bus stop and the final destination prevent use of the fixed route system.”

4. Where appropriate, DART should revise the determination letter that is sent to individuals who qualify for the Delaware state dialysis transportation service to say that the individual is not eligible for ADA paratransit service (with a detailed explanation of the reasons for that determination) but is eligible for dialysis transportation service.  This is similar to the language used in the letter that is sent to individuals who qualify for DART’s Elderly transportation service.  An individual who is determined to be eligible for ADA paratransit service because his or her condition following dialysis treatment prevents usage of the fixed route service, should receive a letter stating that he or she is “conditionally eligible for ADA paratransit service when severe fatigue due to dialysis treatments prevent use of fixed route bus service.”

5. DART should revise its ADA paratransit application form to include an explanation of presumptive eligibility and the applicant’s right to service from 21 days of the application date until an eligibility determination is made.
6. DART should include detailed and specific reasons for denying eligibility rather than a standard statement, in all letters of determination, other than those granting full ADA paratransit eligibility.

7. DART should revise the ADA identification card to note that it confers eligibility for “ADA Paratransit Service” and describe conditions of eligibility, if any, in more detail than is conveyed in a code.  The language on the back of the card could be revised to read “The person identified on this card has been determined ADA Paratransit Eligible and is subject…”  (This change should not be made to cards issued to individuals who are eligible for DART’s Elderly or dialysis transportation services.)  On the front of the card, the condition code could be expanded to read “Eligible after 5:00 p.m.” or “Eligible May through Sept.,” for example.

8. DART should revise its appeal procedure to allow appellants 60 days to request an appeal to be heard in accordance with 49 CFR 37.125(g)(2), from the latest determination of eligibility.
Telephone Access

Telephone access for placing or changing trip reservations or checking on the status of a ride is an important part of ADA complementary paratransit operations.  The DOT ADA regulations require that ADA complementary paratransit service providers make reservation service available during normal business hours, on all business days and all days before service (49 CFR§37.131(b)(1)).  The inability to get through on the phone to place trip requests without significant delays limits the availability of reservations service, could greatly limit people’s ability to use the paratransit service, and could therefore be a capacity constraint prohibited by the regulations.  For this portion of the review, the team collected information about telephone access to DART’s ADA complementary paratransit service.  Telephone access for placing or changing trip reservations or checking on the status of a ride is an important part of ADA complementary paratransit operations.  Experiencing significant telephone delays to place trip requests or to check on rides could discourage people from using the service and therefore be considered a form of capacity constraint.

Team members collected the following information:

· Customer input on this issue was obtained through telephone interviews with riders, advocates, and agencies

· Standards for telephone answering performance

· Design of the phone system and the staffing of phones

· Practices for handling calls, in both reservations and dispatch (through direct observation)
· Phone system monitoring reports (through analysis of Automatic Call Distribution reports)

1.26 Customer Comments

As noted in the “Customer Comments” portion of Section 3.3 of this report, five of the individuals had concerns about hold times.  They cited hold times of “10 minutes or more,” “over 5 minutes,” “10 to 15 minutes,” “up to 15 minutes,” and “getting worse… 15 to 20 minutes.”  Another customer said that she used to have long hold times, but they had gotten shorter.  Four others did not think hold times were a problem.
None of the complaints received by DART concerning paratransit service were recorded as related to telephone service.
1.27 Phone Service Standards and Performance Monitoring

The DART reservations staff handles “Where’s my ride?” and other same-day schedule issue calls as well as calls from customers wishing to book a trip.  DART’s telephone system performance standards include the following statement: “average wait time standard has been established as two minutes or less for 100 percent of the calls with, an overall abandoned call rate of 5 percent or less.”

Average hold time measures are not always effective for measuring the number of callers who experience significantly long hold times.  Many callers will likely experience hold times that are significantly greater or less than the average, even assuming that there is a typical distribution of hold times around a mean.  Additionally, the disadvantages of the average-based system increase as the time period being averaged is extended.  In particular, looking to the average hold time for an entire day, rather than individual 1-hour periods, conceals periods within the day when hold times may be significantly long.  

A preferred method of reporting and measuring performance is to monitor the number or percentage of calls with significantly long hold times.  A typical approach is to track the number or percentile of calls with hold times greater than 1 minute, 2 minutes, 3 minutes, 4 minutes, and 5 minutes or greater, for each 1-hour period during the reservation call-taking day.

A report generated by DART’s Lucent Technologies’ Basic Call Management System (BCMS) is used to monitor “average speed answered” performance (hold time in queue) and abandoned calls on a daily basis for the preceding day.  The BCMS also offers a real-time monitoring capability, which is used by the customer service manager and the chief reservation supervisor, to oversee the operation of the reservations center.  Reports can also be run that show performance statistics by hour of the day; however, information about the number of calls on hold in queue and hold time performance by hour of day is not available from the BCMS system.
A digital sign mounted in the reservations area continually displays the number of calls on hold in the queue and the longest period of time that a call has been waiting.  The office of the chief reservation supervisor is located in the reservations area, so he is able to observe the sign and the reservationists.  The reservations supervisor is also able to view BCMS information and reports regarding phone activity on his computer screen.
Phone Service Design

Fifteen workstations are located in the DART reservations center in the Dover office.  All of the workstations are utilized at some points during the day, although not during all hours of the day.  Customers call 800-553-3278 and have two options:

· Remain on the line to speak with a reservationist about a new trip or a “Where’s my ride?” call  for a current trip
· Press “1” to cancel a trip by leaving voicemail
The TDD number is 800-252-1600.  
Customers may also make trip reservations over the Internet.  Requests are placed in a mailbox to which all reservationists have access.  The customer gets a notice that his or her request has been received, and the reservationist who books the trip makes an outgoing call to the customer to inform him or her of the trip times.
The phone system is overseen by the DelDOT Office of Information Technology.  Three of eight DART trunk lines are dedicated to the DART paratransit call center.  Calls to the reservations center are connected over campus fiber lines (as are all calls to DART), so capacity is virtually unlimited.  Calls are assigned by the BCMS to the reservations workstation that has been available for the longest period of time; thus, calls are assigned dynamically from a single queue to whichever workstation next becomes available, which reduces overall waiting times.  DART staff members were unaware of any limit to the number of calls that the phone lines are able to carry.  This telephone line capacity does not appear to be a capacity constraint for individuals calling to make trip requests.
DART was planning to upgrade the BCMS to a version with more capabilities during the summer of 2007.  At the time of the on-site review, an interactive voice response (IVR) system that customers can use to cancel trips or request schedule changes was also planned; the system may accept trip reservations in the future.
1.28 Call Center Staffing

DART reservationists accept trip requests Monday through Friday from 8 a.m. to 4:30 p.m.  From 8 a.m. until 4:30 p.m. on Sunday, DART takes requests for trips for the following Monday by answering machine.  DART does not accept trip requests on Saturday.  In addition to taking trip requests, reservationists handle all “Where’s my ride?” calls from riders and guardians, calls to confirm trip times, and calls to cancel trip requests.  The reservations office is staffed beyond the reservations hours to provide coverage during all hours of service operation.  Phones are covered between 5 a.m. and 11 p.m. on weekdays and between 5 a.m. and 8 p.m. on Saturdays.

At the time of the review team’s site visit, there were 15 reservationists (plus one on disability leave).  They included 10 full-time and two part-time reservationists and four staff members hired from a temporary labor agency. The four temporary reservationists were added to the staff several weeks before the review.

The earliest work shift began at 5 a.m.  The latest shift ended at 11 p.m., or at the time that the last passenger was dropped off.  Figure 7.1 presents a chart of scheduled hourly phone coverage by DART reservationists on Monday and Wednesday through Friday.  On Tuesdays, one more person is working on the 8 a.m. to 4:30 p.m. shift.  As seen in Figure 7.1, peak scheduled phone coverage is 11 to 12 reservationists from 8 to 9 a.m. and 2:45 to 4 p.m.
[image: image1.emf]Figure 7.1 -- DART Paratransit Reservationists

0

2

4

6

8

10

12

14

5:00 AM 6:00 AM 7:00 AM 8:00 AM 9:00 AM 10:00 AM 11:00 AM 12:00 PM 1:00 PM 2:00 PM 3:00 PM 4:00 PM 5:00 PM 6:00 PM 7:00 PM 8:00 PM 9:00 PM 10:00 PM

Time

Reservationists on Duty (M-W-Th-F)


Table 7.1 summarizes the reservations staff on duty the week of May 14 at different times of day, based on the shift schedules at the time of the review (please note that the times of worker breaks and lunch periods are approximate).  Peak staffing of 13 or 14 reservationists on duty occurs from 8 to 9:15 a.m., then from 2:30 to 4:30 p.m.  As can be seen during the review, phone coverage was slightly greater than regularly scheduled.  There were 13 reservationists during peak periods of 8 to 10 a.m. and 1:30 to 4:30 p.m.

Table 7.1 – Weekday Coverage of Reservations Center, May 2007*

	Weekday Hours
	Reservationists on Duty

	5:00 – 7:00 a.m.
	1

	7:00 – 8:00 a.m.
	2

	8:00 – 10:00 a.m.
	11-13

	10:00 – 11:15 a.m.
	10-12

	11:15 a.m. – 12:15 p.m.
	8

	12:15 – 12:30 p.m.
	11-12

	12:30 – 1:30 p.m.
	8-9

	1:30 – 4:30 p.m.
	11-13

	4:30 – 5:00 p.m.
	2

	5:00 – 6:00 p.m.
	1

	6:00 – 7:00 p.m.
	2

	7:00 – 11:00 p.m.
	1


*Range in values includes one additional reservationist on duty Tuesdays 8 a.m. to 4:30p.m.

Information about the number of calls by time of day for four days during the week of May 14, 2007, obtained from reports generated by the BCMS, indicated that call volumes are spread fairly evenly over the hours of 8 a.m. 4:30 p.m.  Those hours coincide with the hours when reservations are accepted.  As shown in Table 7.1, staffing of the reservations center is at its highest during those hours, with 12 to 14 reservationists on duty at most times.  During scheduled lunch breaks, which occur from 11:15 a.m. to 12:15 p.m. and from 12:30 to 1:30 p.m., only eight or nine reservationists were on duty.
While the review team was observing the operation of the reservations center, the digital sign showed very few calls waiting to be answered, and when calls did appear on the sign, they were answered promptly.  In addition, reservationists were observed to have some free time between calls.  This is further indication that this level of staffing during the review is sufficient to handle the volume of calls received.
1.29 Telephone Service Performance Reports

The review team analyzed data compiled by DART’s Lucent Technologies BCMS call management system for April 2 to 6, 2007.  Information regarding telephone hold times and abandoned calls for each day is summarized in Table 7.2.
The number of total calls per day reported in Table 7.2 is the sum of calls connected (as opposed to answered and abandoned calls) through the BCMS every hour between 8 a.m. and 5 p.m.   The total includes calls that were transferred to another line, calls that received a busy signal or were disconnected, and calls that were still being handled from one hour to the next.
As the figures in Table 7.2 indicate, daily call volumes were highest in the beginning and middle of the week.  Average daily hold times ranged from 1 minute and 25 seconds on Wednesday to 3 minutes and 50 seconds on Monday.  Call volumes were lower on Thursday and Friday, but hold times were fairly consistent for each weekday.  The DART standard for telephone hold times (all calls answered in 2 minutes or less) was not met on any day during that week.  The percent of calls answered within 2 minutes ranged from 25 percent to 61 percent.
Table 7.2 – Telephone Hold Time and Abandoned Call Analysis for 8 a.m. to 5 p.m., April 2 to 6, 2007

	Day
	Total Calls*
	Average Staff Per Hour
	Answered Calls
	Abandoned Calls

	
	
	
	Calls
	Average Hold (min:sec)
	% of Calls Answered ( 2 min.
	Calls
	% of Total Calls
	Average Abandoned Time (min:sec)

	Monday
	1,335
	7.1
	899
	3:50
	25%
	318
	23.8%
	2:06

	Tuesday
	1,122
	8.1
	843
	2:12
	45%
	178
	15.9%
	1:34

	Wednesday
	1,236
	8.2
	964
	1:25
	61%
	166
	13.4%
	0:57

	Thursday
	978
	7.1
	766
	2:21
	44%
	143
	14.6%
	1:55

	Friday
	908
	7.8
	720
	1:45
	53%
	114
	12.6%
	1:15

	Weekly Total
	5,574
	7.6
	4,194
	2:27
	23%
	919
	16.5%
	1:42


* Includes calls transferred to another line, disconnected calls, and calls still in process from one hour to the next
Between 13 and 24 percent of daily calls were abandoned, or terminated by the caller before they could be answered.  The average time that a caller waited before abandoning a call ranged from just under 1 minute to just over 2 minutes.
Table 7.2 also shows the average number of reservationists that were on duty each hour, by day.  Approximately seven to eight reservationists were on duty each hour on weekdays during the week of April 2, 2007.  By comparison, for the week of the review, four additional temporary reservationists increased the average number of reservationists on duty each hour to 10 to 12 for each day.
Tables 7.3 through 7.5 presents information for number and percentage of calls abandoned, average hold time until abandoned, number and percentage of calls that were answered, average hold time until answered, and percentage of calls answered within 2 minutes.  The data is presented by hour for phone lines 1, 2, and 3.  The data is for Monday, April 2, the day with the highest volume of calls during that sample week.
Telephone system performance for April 2 varied by hour of day, as indicated by the information in these tables.  During the hour with the highest call volumes (10 to 11 a.m.), the average times before calls were answered for phone lines 1 and 2 exceeded 7 and 9 minutes, respectively.  Over the course of this day, the percent of calls per hour that were answered in 2 minutes or less ranged from lows of 5 to 6 percent to a maximum of 77 percent.  Abandoned call rates ranged from 10 percent to 37 percent per hour.
Table 7.3 – Telephone Hold Time and Abandoned Call Analysis for 8 a.m. to 5 p.m.,    April 2, 2007: Line 1 (800-553-3278)
	Hour
	
	Answered Calls
	Abandoned Calls

	
	Total Calls
	Number
	Avg Time Answered (min:sec)
	% of Calls Answered
( 2 min.
	Number
	% of Total Calls
	Avg Abandoned Time

(min:sec)

	8 a.m.
	157
	123
	0:59
	77%
	15
	9.6%
	0:48

	9
	95
	36
	2:31
	22%
	35
	36.8%
	1:13

	10
	193
	111
	7:02
	6%
	65
	33.7%
	3:00

	11
	170
	117
	5:46
	11%
	42
	24.7%
	2:54

	12 n
	116
	81
	3:09
	22%
	27
	23.3%
	2:32

	1 p.m.
	123
	93
	2:31
	26%
	22
	17.9%
	0:58

	2
	148
	98
	4:49
	5%
	39
	26.4%
	2:10

	3
	151
	106
	3:00
	23%
	37
	24.5%
	1:51

	4
	140
	99
	3:44
	28%
	33
	23.6%
	1:31


Table 7.4 – Telephone Hold Time and Abandoned Call Analysis for 8 a.m. to 5 p.m.,
April 2, 2007: Line 2 (4201)

	Hour
	
	Answered Calls
	Abandoned Calls

	
	Total Calls
	Number
	Avg Time Answered

(min:sec)
	% of Calls Answered
( 2 min.
	Number
	% of Total Calls
	Avg Abandoned Time

(min:sec)

	8 a.m.
	6
	5
	2:32
	50%
	1
	16.7%
	0:41

	9
	0
	0
	0:00
	NA
	0
	NA
	NA

	10
	4
	3
	9:18
	25%
	0
	NA
	NA

	11
	3
	1
	5:44
	0%
	1
	33.3%
	1:06

	12 n
	3
	3
	3:35
	0%
	0
	NA
	NA

	1 p.m.
	2
	2
	3:29
	0%
	0
	NA
	NA

	2
	5
	5
	4:52
	0%
	0
	NA
	NA

	3
	2
	1
	0:53
	100%
	0
	NA
	NA

	4
	2
	2
	3:04
	50%
	0
	NA
	NA


Table 7.5 – Telephone Hold Time and Abandoned Call Analysis for 8 a.m. to 5 p.m.,
April 2, 2007: Line 3 (4202)
	Hour
	
	Answered Calls
	Abandoned Calls

	
	Total Calls
	Number
	Avg Time Answered

(min:sec)
	% of Calls Answered
( 2 min.
	Number
	% of Total Calls
	Avg Abandoned Time

(min:sec)

	8 a.m.
	3
	3
	0:09
	100%
	0
	NA
	NA

	9
	0
	0
	NA
	NA
	0
	NA
	NA

	10
	1
	1
	0:18
	100%
	0
	NA
	NA

	11
	2
	2
	0:07
	100%
	0
	NA
	NA

	12 n
	0
	0
	NA
	NA
	0
	NA
	NA

	1 p.m.
	3
	3
	0:27
	100%
	0
	NA
	NA

	2
	3
	2
	0:38
	67%
	0
	NA
	NA

	3
	2
	1
	0:27
	50%
	1
	50%
	0:24

	4
	1
	1
	0:25
	100%
	0
	NA
	NA


Table 7.6 presents telephone performance data for four days during the week of the review, May 14 through 17, 2007.  As noted above, four reservationists from a temporary labor agency were added to the staff several weeks before the review, and the performance data shown in Table 7.6 illustrates the positive impact of the additional staff on telephone service.
The daily average hold time for calls received between 8 a.m. and 5 p.m. for May 14 through 17, 2007 ranged from 16 seconds to 1 minute and 16 seconds, with an overall average hold time of 36 seconds.  The overall average hold time for May 14 through 17 was therefore much lower than the 2 minute and 27 second average for the week of April 2 to 6.  The overall proportion of calls for the week that were answered in 2 minutes or less was 65 percent, much higher than the 23 percent of calls that met DART’s performance during the week of April 2.  As noted above, the review team members noted few waiting calls during their observation of the call center.  The proportion of abandoned calls during the week of the review (as a percentage of answered calls, rather than total calls, due to differences in available data) was under 6 percent.
Table 7.6 – Telephone Hold Time and Abandoned Call Analysis for 8 a.m. to 5 p.m.,
May 14 - 17, 2007

	Day
	Average Staff Per Hour
	Answered Calls
	Abandoned Calls

	
	
	Number

	Average Hold (min:sec)
	% of Calls Answered  ( 2 min.
	Number
	% of Answered Calls
	Average Abandoned Time (min:sec)

	Monday
	9.8
	957
	1:16
	42%
	91
	9.5%
	0:45

	Tuesday
	10.6
	899
	0:16
	79%
	30
	3.3%
	0:18

	Wednesday
	11.3
	846
	0:19
	77%
	29
	3.4%
	0:20

	Thursday
	11.6
	795
	0:32
	65%
	46
	5.8%
	0:30

	Total
	10.8
	3,497
	0:36
	65%
	196
	5.6%
	0:49


1.30 Findings

1. During the week of April 2, 2007, the DART reservations center received 4,194 calls.  The two longest hourly average hold times during this period were 7 and 9 minutes.  Average daily hold times ranged from 1 minute and 25 seconds to 3 minutes and 50 seconds, with a daily average of 2 minutes and 27 seconds.  Twenty-three percent of calls during the week were answered in 2 minutes or less.  Abandoned calls—calls terminated by the customer before they could be answered—were between 13 and 24 percent of daily calls for each day during that week.  This high abandonment rate is an indicator of difficulty in getting through on the phone lines to make reservations at that time.  It appears that the reservations staffing level during the week of April 2 limited the ability of customers to make reservations and obtain DART ADA paratransit service.

2. During the week of the review, telephone service performance appeared to improve as a result of the addition of four reservationists from a temporary labor agency.  Average daily hold times during the period from May 14 to 17, 2007 ranged from 16 seconds to 1 minute and 16 seconds, for an average daily hold time for the four-day period of 36 seconds.  This four-day average is approximately one-quarter of the hold time reported for the week of April 2, during which the earlier observations were made.  For the week of May 14, the overall percentage of calls that were answered in 2 minutes or less was 66 percent, approximately three times greater than during the week of April 2.  The percentage of abandoned calls during the week of May 14 (approximately 6 percent) also decreased substantially since data were taken on April 2, when the hourly percentage ranged from 23 to 36 percent for much of the day (Table 7-3).  DART’s reservations staff levels at the time of the review appeared to be sufficient to ensure access to reservations services to request trips.
3. There may be calls with significantly long hold times during some periods of the day.  During the week of April 2, 2007 the two longest hourly average hold times were 7 and 9 minutes.  DART does not regularly monitor telephone performance by hour of day and the BCMS system does not track number of calls by length of time in queue by hour of day.  As a result, hourly average hold times for the period May 14 to 17 were not assessed.  Although telephone performance measurements for the May 14 to 17 period indicate significant improvement in level of performance on a daily basis compared to the week of April 2, DART does not have the data for the review team to determine that there were no hours during the May 14week in which customers experienced significantly long hold times.

4. DART appears to have sufficient reservationist workstations and telephone line capacity for receiving trip requests and “Where’s my ride?” calls for DART paratransit service.
1.31 Recommendations

1. DART should maintain the staffing levels of the reservations center used during the week of the on-site review (14 full-time and two part-time reservationists), and adjust as needed to avoid substantially long hold times for ADA eligible individuals who are making trip reservations.
2. DART should set performance standards and track telephone system performance by measuring the number or proportion of calls by the length of time that they are on hold in the phone queue by hour of day.  To accomplish this, DART should request that a report of calls on hold in the queue and maximum hold times, by hour, be provided as part of the new call management system.
Trip Reservations and Scheduling

The team reviewed scheduling of trip requests for DART paratransit service.  The purpose of this portion of the review was to identify procedures or practices that might limit service performance.  Information reviewed and observations of scheduling included:

· Customer interviews

· Complaints filed with DART

· DART policies and procedures

· Interviews with DART managers, schedulers, reservationists, and dispatchers

1.32 Customer Comments

Of the 236 complaints related to paratransit service received by DART from March 2006 to March 2007, none deal specifically with reservations.  All 236 complaints are categorized as either “late trip,” “on-time,” or “no bus”: these areas may be connected to the scheduling process.
In the review team’s telephone interviews, all customers said that they got the trip times that they requested.  All knew that they could specify either a pickup time or drop-of time.  None was placed on a waiting list.  However, some mentioned getting calls from DART schedulers the night before the trip requesting that they change their trip times.

1.33 Policies and Procedures
DART policies related to reserving and scheduling trips requested by ADA paratransit eligible customers are as follows:
· Trip denials: DART has a policy for accepting all requests for ADA eligible trips.  It may deny other paratransit trips.

· On-time performance: A pickup is considered to be on time if it is made no more than 30 minutes after the negotiated pickup time.  A drop-off is considered on time if it is made no more than 60 minutes after the negotiated pickup time.
· Travel time: “No person should be on a DART First State paratransit vehicle for more than 60 minutes.”  This applies to ADA and all other trip types.  However, this standard allows 60 minutes for each vehicle used, particularly if a transfer is involved for an inter-county trip.
1.34 Reservations

DART Reservations and Call-taking

The principal reasons for observing the call-taking reservation process are:
· To see if there are trip denials, wait listing, trip caps, or other limitations on scheduling trip requests that are at variance with the DOT ADA regulations

· To see whether scheduling, if performed during reservations, is responsive to trip requests, and consistent with DART policies
· To see whether communications between call takers and customers regarding scheduling of requested trips are clear

DART accepts trip requests for DART paratransit trips on Monday through Friday between 8 a.m. and 4:30 p.m.  DART also accepts trip requests by answering machine on Sundays until 4:30 p.m. for trips to be made on the following Monday.  DART accepts trip requests up to 14 days in advance of the travel day.  All trip requests are taken at the call center in DART’s Dover offices.  In addition to accepting trip requests by telephone DART, also accepts requests by fax and over the Internet.
If customers make trips between the same two locations at the same time on the same day of the week, they can make one standing request for that trip, rather than repeated requests each time they make the same trip.  DART will schedule such trips as “subscription trips.”  Approximately 50 percent of the DART paratransit trips are scheduled in this fashion.
The review team observed DART call-takers accept trip reservations on May 15, 16 and 17, primarily during the morning and late afternoon when call volumes are typically at their peak.  During these periods reviewers observed three different reservationists for 5 hours and 50 minutes.

Reservationists take trip requests from customers, and enter them into the Trapeze system.  The reservationists do not schedule the trips to routes or runs.  When reservationists receive a request for a pickup they enter the time into the “requested time field” in the Trapeze system.  They then add 1 hour to that time and enter the result into the “requested late” time field.  When a customer requests an appointment, or drop-off time, the call taker enters the appointment time into the “requested late time field.”  The call taker subtracts 60 minutes from the appointment time and enters it into the requested time field, regardless of trip distance or time of day.
The requested late field in Trapeze is intended to identify trips with customer appointment or requested drop-off times.  For customers who are going to work, school, a medical or other appointment, arriving on time is more important than the pickup time.  For other trips, including shopping or social trips, arriving by a specific time may not be a concern to the customer.  By entering times in the requested late field for all trip requests, there is no way of distinguishing trips for an appointment from trips for which the customer does not have an appointment.  As a result, the existence of customer appointments cannot be considered further in the scheduling process and appointment times are not available to dispatchers or operators to assist in serving these trips effectively.  Additionally, it is not possible to track on-time performance for appointments without identifying customer requested drop-off/appointment times.

In entering trip requests, DART reservationists do not use the “requested early” field.  As a result, if a customer is unable to leave work, a class, or other activity before a certain time, that information is not entered into the system and is not available for use in scheduling or by dispatchers or operators in serving the trip.

After the times are entered into Trapeze, the reservationist gives the customer the requested time as the pickup time and advises the customer that the vehicle will arrive during the period from the requested time up to 30 minutes after that time (0/+30).  The requested time then becomes the time negotiated with the customer.
All reservationists use paper “Reservationists’ Tally Sheet” as backup documentation of all incoming customer calls.  Since calls are not recorded, this procedure is intended to provide documentation of calls.  Reservationists were observed to be inconsistent in using these sheets.
Review team members observed requests for 58 trips.  None of the trip requests were denied by reservationists.  Of the 58 requests, 43 were for trips to be taken on the next day, as presented in Table 8.1.  The high proportion of trip requests for next day service is an indicator that customers have no significant difficulty in scheduling requested trips.  Typically, where there are such problems with a paratransit service, customers are more likely to schedule trips further in advance.  The lack of difficulty in scheduling next day trips is also an indicator of no or few trip denials.

Table 8.1 – Trip Requests by Days in Advance of Travel Day
	Time of Observation 
	1 day
	2 days
	3+ days
	0 days

	May 16 – morning
	15
	3
	4
	0

	May 16 – afternoon
	8
	2
	0
	2

	May 17 – afternoon
	20
	1
	2
	1

	TOTAL
	43
	6
	6
	3


Other Observations

In addition to addressing trip requests, reservationists also respond to customers who call with a “Where’s my ride?” inquiry for both on-time and late trips.  Reservationists contact dispatchers at each of the three operations centers to get current ETAs and advise the customer accordingly.
Reservationists also have other duties which include:
· Inputting faxed trip requests into Trapeze

· Inputting Internet trip requests into Trapeze

· Creating and maintaining subscription trip requests

· Canceling subscription trips for trips not to be taken due to holidays or agency closings

· Making evening callbacks to riders to request changes to negotiated pickup times

Reservationists appeared to follow no formal procedures and were inconsistent in categorizing trip cancellations.  Customer cancellations are categorized as CA – cancel ahead (by 4:30 p.m. of previous day); CS – cancel same day (between 4:30 p.m. of previous day and up to 90 minutes before negotiated pickup time); and CL – cancel late (90 minutes or fewer before negotiated time).
Reservationists also appeared to be somewhat inconsistent in customer communications.  DART may want to consider developing a script, guide, or checklist for use by reservationists during customer communications.  Suggested elements for such a script include:
· Confirmation of customer phone numbers
· Confirmation of mobility aids to be used on the trip

· Confirmation of whether the customer is being accompanied by a personal care attendant or travel companion on the trip
· Confirmation of trip addresses

· Confirmation of pickup date, time, and window

1.35 Scheduling

Scheduling and dispatching of trips is performed for the three DART service areas, New Castle, Kent, and Sussex Counties at DART’s three respective operation facilities in Wilmington, Dover, and Georgetown.  While the three operations have separate schedulers, dispatchers, operators, and vehicles, the schedulers use the same software and follow many common practices.  The following paragraphs describe these practices and give summaries of activities specific to each facility.

Scheduling is done using the Trapeze software system based on the trip requests entered by reservationists at the Dover call center.  The time requested by the customer is considered the “negotiated” time.  Initially, this negotiated time also becomes the “scheduled” time for the pickup; however, the scheduled time may change after this negotiation.

A scheduler may subsequently change the “scheduled” time to match the “estimated” time as she or he is inserting trips onto a run.  The scheduled time may move outside of DART’s pickup window of 0/+30 minutes.  As a result, the actual pickup time may be based on a revised “scheduled” time that may not match the customer’s expectation of when the vehicle is going to arrive, based on the negotiation.  Furthermore, the new scheduled time becomes fixed and is not changed again, even if the customer refuses the change or cannot be reached.  
All new scheduled times that are outside of the original pickup window are printed on lists for each service area and given to the reservationists.  The reservationists try to call customers to confirm the changes the evening before the trips.  When the change is confirmed by a customer, the reservationist notes the confirmation in the trip record.  If a customer refuses the new time, the reservationist enters it in the log as a refusal and the original negotiated time remains unchanged; however, the new scheduled time remains on the manifest.
If the reservationist is unable to contact a customer to confirm the new scheduled time, a note is made on the log.  As with a refusal of the time change, the original negotiated time and the new scheduled time will be different.  Again, only the new scheduled time is printed on the operators’ manifests.  In the case of time change rejections or refusals by customers, the time on the manifest is not the time negotiated with the customer.  
The list of rejections and non-contacts are provided to the dispatchers for each service area at the beginning of the service day.  If customers are not contacted and the trips cannot be performed at the negotiated time, the dispatcher advises the operator of the negotiated time to avoid misunderstandings between the operator and the customer.
In assigning the demand trips (as mentioned earlier, about half of DART paratransit trips are subscription trips and pre-assigned to vehicle runs), the schedulers consider the available slack time on runs, the path between the stops on the runs, the pickup time, drop-off time, and path of the trip to be assigned.  Inter-county trips and some trips within Kent County are scheduled on two routes with a passenger transfer between the routes.  There are designated transfer points at Milford for trips between Kent and Sussex Counties, and Smyrna for trips between Kent and New Castle County.  Transfers are coordinated, and DART procedures require that persons who may be at risk are not discharged from the first vehicle until the second vehicle arrives.

DART has only one vehicle road speed for the entire state as inputted into Trapeze.  As a result, travel times estimated by Trapeze can vary significantly from typical travel times on Delaware roadways.  Typical travel speeds can vary by region of the state, urban density, and time of day.  Some transit properties even tailor speed inputs into scheduling software to reflect delays at bottlenecks or temporary delays from construction projects.  Schedulers indicated that the current “speed” parameter is most appropriate for Kent County.  Use of speed parameters that are better tailored to actual road conditions should improve the quality of schedules generated by the scheduling software and permit greater use of the software in scheduling trips.  Better schedulers enable schedulers to focus on those trips that are most difficult to schedule.  Better speed parameters can also assist in dispatching, as discussed in Section 9.
New Castle County.  The DART paratransit New Castle office employs four full-time schedulers.  The schedulers work on alternate days, Tuesday through Saturday from 5:30 a.m. to 10 p.m., with a break from 1 to 2 p.m.  At the time of the on-site review, the schedulers said that they assigned approximately 1,900 trips on a typical weekday and about 1,950 on Wednesdays, the peak day of the week.  Daily trip volumes had been at about 2,100 until recently.  About 200 customers traveling to Bank of America offices now use a new private paratransit service provided by the bank.  Of the daily trips, approximately 70 to 75 percent are subscription trips, and the balance of the trips are demand trips.
The passenger trips are assigned to 82 base runs operated by DART.  In addition, Krapf, a contractor, operates 12 runs in and around Hockessin, Middletown, and Smyrna.  Krapf also operates three runs on Saturdays.  Logisticare operates some group trips, which have little variation in customers or schedules from day to day.  DART operates the rest of the weekday runs with its own operators and vehicles.  The scheduler has the authority to add additional runs as needed.  When additional runs are needed, either they are assigned to “list” (scheduled backup) operators, or the scheduler can call in unscheduled operators to work (vehicles are available for these additional runs).  The scheduler tries to keep at least two list operators unassigned to cover for operators who are unexpectedly absent.
Subscription trips are anchored to vehicle runs.  The scheduler reviews and updates subscription trips and tries to improve the basic runs.  If there is a high volume of demand trips or there are significant changes in travel patterns, the scheduler runs a batch schedule at about 2 p.m. on the day before service.  In batch-scheduling, the computer software considers all trips (origins, destinations, and time of travel) and assigns them to runs as efficiently as possible.  Otherwise, the scheduler uses the schedule “wizard” to manually assign individual demand trips to runs—“dragging” each trip and “dropping” it onto a run.  The scheduler will continue to assign trips until about 4:30 or 5 p.m.  At about 5 p.m., the scheduler prints the schedules and provides them to the dispatcher.

Operators review their run manifests, or schedules, before beginning their run for the day and, if they have suggested improvements, they can submit them to the dispatcher on a Paratransit Schedule Suggestion form (Attachment E).
Kent County.  Kent County schedulers are in the DART facility in Dover.  There are two full-time schedulers: one handles the schedules for Monday, Wednesday, and Friday, while the other scheduler is responsible for Tuesday, Thursday, and Saturday.  At the time of the site visit, there were roughly 900 scheduled trips per weekday in Kent County.  The schedulers estimated that this was a 10 to 20 percent increase in trips compared to a year earlier.  Subscription trips comprise more than half of all trips; consequently, each scheduler is scheduling about 400 trips (less advance cancellations) per weekday.

The Kent trips include a number of “connector” trips.  These are linked trips where riders traveling within the county between Dover and a location outside of Dover must transfer vehicles.  Riders who are traveling entirely within Dover or completely outside Dover do not transfer.  Additionally, certain other categories of trips or riders do not have to transfer, regardless of origin and destination.  These categories include: Easter Seals clients, riders traveling to or from Delaware Technical College, and riders traveling to or from dialysis treatment.

Kent County has a total of 42 weekday vehicle runs: 19 that start in the morning, seven that start in the afternoon, and 16 split runs.  On Saturday, there are five runs.  In addition, each day has five to seven “list” runs.  As in New Castle County, the schedulers focus on assigning demand trips to the runs, with most subscription trips anchored to runs.  They also review subscription trips to see if they can be more efficiently scheduled.  They assign all trips manually.  Schedulers first work on assigning trips that have origin and/or destination outside of Dover.  Trips that stay within Dover are easier to accommodate; consequently schedulers do not prioritize trips for riders who use wheelchairs, as there is already sufficient vehicle capacity to serve these trips.

The scheduler responsible for the following service day tries to finish her work by 5 p.m.  She reviews the manifests and leaves them for the evening dispatcher, who also reviews the schedules and has the authority to make adjustments.  Sometimes the scheduler leaves some unassigned trips, potentially more than 20 (less than 3 percent).  These unassigned trips are scheduled either by the evening dispatcher, or on the day of service by the morning dispatchers.

Sussex County.  Sussex County paratransit operations are located in a DART facility in Georgetown.  There are two full-time schedulers. They both work on the next service day’s schedules, with one scheduler working on morning trips and the other working on afternoon and evening trips.  At the time of the site visit, there were typically over 600 scheduled trips on weekdays, and usually close to 700 trips on Tuesdays and Wednesdays.  The schedulers estimated that this was an increase of 100 trips per weekday compared to a year earlier.  Of the current weekday trips, there were about 350 subscription trips.

Sussex County has a total of 52 weekday vehicle runs: 31 that start in the morning (one more on Wednesday), seven that start in the afternoon, and 14 split runs.  On Saturday, there are 14 runs.  In addition, on weekdays there are five “list” runs.  As in New Castle and Kent Counties, the schedulers focus on assigning demand trips to the runs, with most subscription trips anchored to runs.  Schedulers also review subscription trips to see if they can be more efficiently scheduled.  As in Kent County, the schedulers assign all trips manually.  Because there are relatively fewer medical and work destinations in Sussex County, a higher proportion of the trips involve inter-county transfers than in the other counties.  The transfer location between Sussex County and Kent County is a Wal-Mart in Milford, on the border between the two counties.

Schedulers have self-imposed limits for the number of passengers with wheelchairs on board a vehicle at one time.  Even though most accessible vehicles have four wheelchairs locations, schedulers do not assign more than three.  The reason for this is that operators have greater difficulty maneuvering the wheelchairs passengers within a vehicle when all four locations are filled, leading to longer-than-estimated travel times and greater potential for late trips.

The schedulers aim to complete their work for the following service day by 5 p.m.  They tend not to leave any unassigned trip requests.  The evening dispatcher and morning dispatcher review the schedules and make adjustments, particularly to account for cancellations that occurred after 5 p.m.

1.36 Findings

1. DART does not deny requested trips in the reservations and scheduling process.  Of 58 trip requests observed, none were denied.  It is DART’s procedure to change scheduled trip times only with customer approval if possible.
2. DART leaves some trip requests unscheduled at the beginning of the service day.  While this procedure can result in efficient use of operator availability resulting from customer cancellations, a substantial number of unscheduled trips increase the potential for operator missed trips and late trips.

3. DART considers customer appointment times when accepting trip requests by scheduling pickup times 1 hour before appointments.  However, the current procedure does not permit schedulers, dispatchers, or operators to consider appointment times in tracking and serving trips for customers who have appointments.  As a result, the current procedure can contribute to poor on-time performance for customers traveling to appointments.

4. DART reservationists do not use the “requested early” field in Trapeze to identify trips for which the customer is unable to depart before a specified time, such as a trip home from work.  This information would be helpful to schedulers when identifying options for rescheduling trips.

5. DART reservationists appeared to be somewhat inconsistent in confirming important elements of scheduled trips with customers.

6. The procedure of pre-assigning subscription trips, periodically batch-scheduling trips for each service area, and refining run schedules by assigning and moving trips manually appears to be well-structured and orderly.
7. During scheduling, if the estimated pickup time is earlier than the time negotiated and scheduled with the customer, the scheduler adjusts the scheduled time to match the estimated arrival time.  Rescheduling the trip without customer approval can cause miscommunication and untimely trips.  DART relies upon communications between scheduler, reservationists, customer, dispatcher, and operator to affirm that the time change is made correctly.  If there is miscommunication, the time the operator has on the manifest is the time changed by the scheduler, not the time negotiated with the customer.  This procedure appears to be cumbersome and can contribute to missed trips or untimely pickups.

8. There is only one travel speed used in Trapeze for the entire state.  Use of only one speed for all service areas can result in atypical travel time estimates for many trips and less than optimal trip scheduling by Trapeze.

1.37 Recommendations

1. DART should monitor and limit the number of trip requests unscheduled at the beginning of the service day to ensure that they can be effectively scheduled during the day without significant adverse affect on the number of missed trips and on-time performance.
2. DART reservationists should enter requested appointment times in the requested drop-off and the requested late drop-off time fields.  Assuming a 1 hour allowance to reach the destination is reasonable with a (0/+30) pickup window, the reservationists should enter the requested drop-off time less 60 minutes in the requested late pickup field.  If a customer does not request an appointment, the requested pickup time should be entered into the requested pickup time field as is being done.  To avoid scheduling trips for more than one hour, DART should use Trapeze exception reports to identify trips that exceed DART’s trip time standard of one hour.

3. DART reservationists should ask customers whether they are able to leave before the requested pickup time.  This information can be used by schedulers to identify trips that cannot be scheduled earlier, thereby facilitating the process of rescheduling trips.
4. DART may want to consider the use of a script or check list for reservationists to aid in consistently confirming key pieces of trip information with customers.
5. To reduce the potential for miscommunication of trip times between customers and operators, DART should always keep the scheduled times the same as the times negotiated with the customer.  The scheduled time should only change if the customer has been contacted and accepted a newly negotiated time.  Additionally, manifests should be printed after all efforts to renegotiate trip times have been completed.  Following this procedure, will ensure that the manifest used by operators reflect the times negotiated with the customers, thereby minimizing miscommunication with the customers by the operator.  For those instances in which scheduled pickup times are outside of the pickup window based on the time negotiated with the customer, the estimated time on the dispatch screen would appear in red.  This identifies for the scheduler trips that must be rescheduled or otherwise addressed by the dispatcher to avoid a late or untimely pick-up or missed trip.
6. DART should tailor travel speeds to particular service areas for use in Trapeze, to the extent practicable.  Doing so will improve estimated times for trips, resulting in more effective computer generated schedules and better identification of problems when using Trapeze to assist in dispatching.

2 Service Performance

This section of the report addresses provision of paratransit service by DART.

Section 37.131(f) of the DOT ADA Regulations prohibits transit entities, such as DART, from operational patterns or practices that significantly limit the availability of complementary paratransit service to ADA paratransit eligible individuals including:

· Substantial numbers of trip denials or missed trips

· Substantial numbers of significantly untimely pickups

· Substantial numbers of trips with excessive trip lengths

This section of the report addresses: DART paratransit service performance policies as expressed in service criteria and standards; service procedures and practices that may contribute to service performance, including scheduling, assignment of operators and equipment, dispatch and operator operations; and measurement of performance in serving requested trips on time and with reasonable trip duration.

2.1 Customer Comments

Several questions in the review team’s telephone interviews dealt with aspects of service performance.

When asked about on-time performance, six customers viewed late trips as an issue.  Two of those six said that pickups were generally on time, but all six mentioned late drop-offs as a problem.  One said that she was 30 minutes late, on average, for a morning appointment.  Others said that late drop-offs were more usual in the afternoon than in the morning.  The health professional was concerned about early drop-offs that caused patients to have to wait for a facility to open.  Several customers specifically attributed poor on-time performance to poor scheduling.

For long trips, six of the customers mentioned inter-county trips that can be 2.5 to 3 hours long.  They talked about waiting at transfer points for late vehicles.  Another customer said that trips to Seaford and Georgetown (Sussex County) were usually long.
With respect to operator knowledge and courtesy, most of the customers said that operators were knowledgeable about driving directions.  Two customers said that new operators tended not to know directions well.  One said that operators knew the major destinations but not houses.  The customers believed that most DART operators were courteous.  Three of the customers interviewed cited incidents of operators not providing assistance when requested to do so.  Three customers complained about operators’ playing radios too loudly or using cell phones.  One customer said that the operator read a newspaper while driving; another cited “sexually explicit” material in the vehicle.
All 236 complaints related to paratransit service received by DART from March 2006 to March 2007 dealt with service performance.  Over half (128 or 54.2 percent) were for “late trip” complaints.  “On time” complaints comprised 25 percent, while “no bus” complaints comprised the remaining 20.8 percent. (see analysis of complaints in Table 3.2).

2.2 Service Policies

As indicated earlier in the report, DART has adopted standards for paratransit service with respect to trip denials, on-time performance, and trip duration (travel time):

· Trip denials: DART accepts and schedules all requests for ADA trips by or for ADA-certified riders for trips with an origin and destination within 3/4-mile of a DART fixed route.  DART’s policy is that it may deny requests made by non-ADA riders (seniors and individuals eligible for “dialysis only”) or by ADA eligible riders for trips with either an origin or destination beyond 3/4-miles of DART fixed route.

· On-time performance: A pickup is considered on time if it is made no more than 30 minutes after the negotiated pickup time.  A drop-off is on time if it is made no more than 60 minutes after the negotiated pickup time.
· Travel time: DART’s policy is that “no person should be on a DART First State paratransit vehicle for more than 60 minutes.”  This policy applies to ADA and all other trips.  However, separate 60 minute periods are allowed for each vehicle if a transfer is involved (such as for an inter-county trip).  Also, there is an exception for maximum travel time for a trip within New Castle County that is between the northern and southern parts of the county, in which case the maximum travel time is 90 minutes.
The standard DART uses to measure on-time drop-offs may result in late or very early drop-offs being counted as on time.  The standard for on-time pickups effectively provides a pickup window of 0 to 30 minutes (0/+30).  Relatedly, the standard for scheduled travel time for a trip is 60 minutes or less.  As shown in Table 9.1, the interaction of the on-time and travel time standards allows DART to schedule trips that may arrive late.  As shown in the third row, a scheduled pickup time of 8:15 a.m. for a requested 9 a.m. appointment could have an actual drop-off of 9:15 a.m. and still meet DART’s standards for on time pickup and travel time.  The standards also allow for potentially very early drop-offs.  If a rider is picked up at the 8 a.m. scheduled time and the travel time is 15 minutes, the rider would be dropped off 45 minutes before the scheduled appointment.  If the facility that the rider is going to is not open, the very early drop-off could leave the rider exposed to inclement weather or an unsafe situation.

Table 9.1 – Potential Late and Very Early Drop-offs Using DART Standard

	Requested Drop-off (Appointment) Time
	Scheduled Pickup Time
	Actual On-Time Pickup
	Pickup Time + 60 Minutes
	Amount Late

	9 a.m.
	8 a.m.
	8 a.m.
	9 a.m.
	On Time

	9 a.m.
	8 a.m.
	8:15 a.m.
	9:15 a.m.
	15 minutes

	9 a.m.
	8 a.m.
	8:30 a.m.
	9:30 a.m.
	30 minutes


A better measure of on-time performance for drop-offs is to use a standard which directly compares actual drop-off times to the customer’s appointment time.

In assessing long trips, FTA considers comparability of the paratransit trip to a trip at the same time between the same two points taken on fixed route transit service.  Recognizing the difference in the characteristics of curb-to-curb shared ride paratransit service and stop-to-stop fixed route service, a time allowance is applied to the fixed route trip before it is considered significantly longer than the paratransit trip.  The blanket travel time standard of 60 minutes maximum may also be reasonable for assessing trips within a single county.  For example, for a trip on DART fixed route that takes 30 minutes, a comparable trip on paratransit of 60 minutes is likely reasonable, when considering the additional time required for a typical rider to walk to the stop and wait for a vehicle to arrive.  For a trip on fixed route that takes only 10 minutes, however, 60 minutes for a comparable paratransit seems excessive.  On the other hand, if a fixed route trip were to take 50 minutes, a comparable paratransit trip of 65 minutes would be unfairly categorized as excessively long under DART’s 60 minute blanket maximum.
The travel time standard for inter-county trips may also allow unreasonable trip lengths.  Allowing 120 minutes for a paratransit trip between two counties (New Castle and Kent or Kent and Sussex) may be excessive; allowing 180 minutes for a paratransit trip between New Castle and Sussex Counties may also be excessive.

DART should, in consultation with the disability community, develop new standards for identifying excessively long paratransit trips.  One possible method is to take the fixed route travel time for the given origin and destination and add a fixed amount, perhaps 30 minutes, to account for the door-to-door nature of paratransit service.  For example, under this standard, a 20 minute trip on DART’s fixed route would have an allowable travel time on paratransit of 50 minutes.  Similarly, a 60 minute trip on DART’s fixed route would have an allowable travel time on paratransit of 90 minutes.

2.3 Service Procedures and Practices

Dispatching

The review team observed the dispatch operations at each of DART’s three facilities to identify procedures or practices that might affect on-time performance or missed trips.
Kent County.  The dispatchers in Kent County oversee both paratransit and fixed route service.  There are two dispatchers on duty for most of the day on weekdays.  In the evening and on Saturdays, there is one dispatcher.  The peak service has 35 paratransit vehicles and 15 fixed route runs on the road.  Neither dispatcher has primary responsibility for paratransit or fixed route.  Both dispatchers monitor fixed route and paratransit services, but devote more time to the paratransit runs.

A member of the review team observed Kent County dispatch during the morning of May 17.  The two dispatchers used the maps with vehicle locations generated by AVL data to get an overview of the paratransit vehicle locations.  One of the dispatchers periodically sent data messages via the mobile data terminals (MDTs) to all paratransit operators to check if they needed help.  Otherwise, the dispatchers did not actively monitor the paratransit vehicles.  Previously, DART used the MDTs to “perform” trips (i.e., the system was updated to note that the pickup or drop-off has occurred).  But one of the dispatchers said that this did not work well.
The dispatchers made use of Trapeze to view a “slack time” screen.  When trips had to be moved from one run to another, this was the dispatchers’ main tool for re-assigning trips.  The dispatchers also had a small number of unassigned trip requests (usually about 10) that they had to schedule to runs for the same day.  The dispatchers also had the list of customers whose pickup times had moved outside of the original pickup window so that they could inform the operators of those customers’ expectations for pickup times.

One dispatcher noted that some trip cancellations inputted into Trapeze by reservationists did not reach them.  That appeared to be their only concern with the existing dispatch operation in Kent County.  Overall, it appeared that the two dispatchers were able to manage their workload of both paratransit and fixed route.
New Castle County.  In addition to scheduled trips, the dispatchers are given up to 10 trips that they have to assign to runs during the day.  On May 16, three New Castle customers whose trip times had been changed during the scheduling process were left to be addressed by the dispatchers.  It is common practice for paratransit dispatchers to assign a small number of unassigned trips throughout the service day.  Trips are assigned as trip cancellations or reassignments throughout the day create lag time in operator runs.

There were two dispatchers to monitor about 75 peak period runs and 85 total runs per day.  All runs are shared by the two dispatchers.  Typically, dispatchers can effectively monitor 20 to 30 runs.  The number of runs can be higher depending upon the sophistication of the dispatch technology, including the use of AVL systems, MDTs, reliable radio communications systems, and the skill of the dispatcher.  In many large paratransit operations, operators are assigned to dispatchers based on the geographic area in which they are operating, enabling a closer working relationship between dispatchers and operators and permitting dispatchers to focus on a smaller geographic area.  With these arrangements dispatchers assist each other as needed.

The dispatchers used the Trapeze software to identify each operator’s run information, including scheduled and estimated times at each pick-up and drop-off location.  At the time of the on-site review, although vehicles were equipped with MDTs, the MDTs were not fully operational.  As a consequence, the dispatchers had to rely on radio communication and AVL to track operators’ locations.  Radio communication is by a satellite system with an analog backup.  Dispatchers reported that even with the backup, the radio system sometimes fails, requiring communication with operators through their personal cell phones.
Operators did not actively report their status to the dispatchers.  In addition, as in Kent County, the dispatchers did not actively poll operators or track their locations.  In fact, operators changed the sequence of the stops on their runs without notifying the dispatcher.  As a result, those changes were not made in Trapeze and it was more difficult for the dispatcher to track the operators’ whereabouts, and schedule performance.  By confirming the changes with the dispatcher, the sequence of the run can be revised in Trapeze, which facilitates tracking of the run and provides information that can be used by schedulers in improving the efficiency of the runs.  Confirmation with the dispatcher can also avoid inappropriate changes to the run sequence.

As discussed in Section 8, if a customer rejects a schedule change, it is DART’s policy to honor the original time negotiated with the customer.  However, the time listed on an operator’s manifests is the estimated arrival time when the manifests were printed, which is the changed schedule time.  The dispatchers advise the operator that the customer is to be picked up at the time originally negotiated with the customer.  If the operator is unable to complete the trip at the original time, the dispatcher reassigns the trip.

When necessary to schedule unassigned trips or reassign trips to runs, the dispatcher indicated that he polls operators in the area by radio to determine their availability, and enters “reschedule” in Trapeze to identify rescheduling options.  As noted earlier, since trips are not “performed” in Trapeze, the estimated times do not reflect changes in runs that have occurred since the schedules were completed on the day before service.  As a result, the options provided by the reschedule function likely do not reflect current operating status.  If the dispatcher is unable to identify a suitable trip assignment through this approach, he assigns the trip before or after an operator’s scheduled shift by extending the shift.  Alternatively, the trips are assigned to a backup operator.

Trip cancellations requested by customers are taken by call-takers in Dover and entered into Trapeze.  The cancellations then appear on the dispatcher’s cancellation screen and the dispatcher contacts the operator to advise the operator of the cancellation.  As in Kent County, New Castle dispatchers indicated that not all cancellations appeared on the cancellation screen.

Dispatchers indicated that operators call the dispatcher to report customer no-shows if the customer fails to appear after waiting 5 minutes for the customer.  The dispatcher then tries to reach the customer by telephone.  If unable to reach the customer or the customer declines the trip, the trip is categorized as a “no-show.”  An exception to this procedure is a no-show at group centers, in which case the operator communicates directly with center staff to confirm customer no-shows.

Sussex County.  Sussex County has only one dispatcher on duty at a time.  At peak service, there may be over 50 paratransit vehicles in service.  Nevertheless, during observations of a review team member on May 16, there was only sporadic communications between the dispatcher and the operators.

As in New Castle and Kent Counties, Sussex County uses Trapeze software to monitor the vehicles.  And as in the other two counties, the dispatcher does not “perform” the trips on Trapeze.  She relies on calls from the operators to know the current whereabouts of the vehicles.

Traffic is less of a concern in Sussex County compared to the other two counties.  As a result, vehicles can cover more area and are more available to handle trips that have to be re-scheduled.  The dispatcher noted that she can often get a vehicle to handle a rescheduled pickup within 30 minutes.  On the day that the review team member was observing, the dispatcher had to re-assign 12 trips of a run whose operator called out in mid-run.  She moved most of the trips to a run that she extended; the operator of that run would work overtime.  She moved the other trips to other runs, as space permitted.
Carriers

DART has contracts with two private carriers to provide a portion of its paratransit trips.  Krapf provides trips in New Castle County, while Logisticare provides trips in New Castle and Kent Counties.  Both provide ADA and non-ADA trips, though a majority of the trips assigned to the contractors are outside of the ADA service area.

The arrangements with the two contractors are different.  Krapf uses its own operators and vehicles (except one vehicle that it leases from DART).  These vehicles are dedicated to DART paratransit service.  DART creates the vehicle schedules for Krapf service and DART dispatches for Krapf operators.  The operators use Nextel radios to keep in contact with the dispatchers.  Krapf has a contract with DART to provide up to 112 vehicle hours per weekday (in blocks of four hours), which delivers 150 to 200 trips.  In the existing contract, DART pays Krapf $45.90 per vehicle hour.

Logisticare itself is a broker.  It uses other seven other companies to deliver service; those companies use their own vehicles and operators.  DART assigns trips to Logisticare, but does not create vehicle schedules.  Logisticare’s subcontract carriers are not dedicated to DART paratransit service.  In the existing contract with DART, Logisticare may provide “0 to 200 trips per day.”  However, as of the time of the review team’s visit, DART had capped Logisticare’s share at 150 trips per day.  In the existing contract, DART pays Logisticare $20.57 per passenger trip.

Logisticare also has a contract as the Medicaid transportation provider in the state.  Furthermore, most of the paratransit riders with “dialysis only” eligibility are Medicaid clients.  As a result, most of the “dialysis only” riders book their trips with Logisticare (to get service with no fare).  In turn, Logisticare faxes these Medicaid trip requests to DART.

The two contractors submit copies of vehicle manifests to document their service.  DART has two staff members who are responsible for monitoring Krapf and Logisticare service.  However, DART does not audit the manifests submitted, either for performance or accuracy.
Operator Interviews

During the site visit, team members interviewed nine operators: four from New Castle, two from Kent, and three from Sussex County. The interviews focused on training, vehicles, schedules, and operating procedures.

With respect to training, seven of the operators described the training as good and two operators described the training as insufficient with not enough “hands-on” sensitivity training and not enough training with securing electric wheelchairs.  Operators described sensitivity training as including videos and role playing.  Operators indicated that they received periodic safety training and training on new vehicle features as needed.

Operators described vehicle conditions as good with infrequent in-service breakdowns.  Two operators reported problems with radio reliability.

Operators generally described schedules as good but tight.  Six of the nine operators indicated that routing of their runs is often not direct.  All operators said they reorder the sequence of their run without coordinating changes with their dispatcher.  Two operators indicated that they are supposed to notify the dispatcher and one said he reviews the route before beginning service and notifies the dispatcher of changes.  Failure to obtain dispatcher approval for schedule changes could have a number of negative affects:
· The operator may make inappropriate changes to the schedule resulting in late or missed trips

· The operator runs a route that is different from that in Trapeze, which the dispatcher is using to monitor whether or not the route is on time or has time available (slack time) to assist on other trips.  This makes it more difficult for dispatchers to reassign trips to address service day problems.

· Revising the routing in Trapeze provides schedulers with feedback to more efficiently schedule trips.

One operator indicated that a customer’s use of a wheelchair is not consistently identified on their schedule manifest.  Failure to identify wheelchair use could result in assignment of the customer to a vehicle that does not have an available wheelchair space.

Operators generally did not understand the on-time pickup window.  Three correctly understood the on-time window to be from the time scheduled with the customer to 30 minutes after that time (0/+30).  One other operator “thought” the window was 0/+30.  The other five operators did not know what the pickup window was.  On the other hand, operators felt that most customers understand the pickup window.  Failure to consistently understand and use the pickup window can result in untimely pickups and different perceptions by operators and customers as to on-time performance.
One operator indicated that when she arrives early at a pickup address, she waits until 5 minutes before the scheduled time before parking at the customer’s door.  The eight other operators indicated that they wait at the door.  Seven operators indicated that customers leave early and two operators indicated that they knock on the customer’s door.  Three operators specifically indicated that they do not pressure customers to leave early.  While early pickups can be helpful for staying on time, there is risk of unintentionally pressuring customers to accept early departures.

All operators knew the procedure for customer no-shows.  They accurately described the requirements for waiting 5 minutes after the scheduled time, knocking on the customer’s door, advising the dispatcher, and placing a yellow tag on the customer’s door.

All operators indicated that they notify the dispatcher when running late, but three operators indicated that they do not call until they are at least 40 minutes late.  The later the operator is running, the more difficult it becomes for a dispatcher to take corrective action.

2.4 Trip Disposition

In order to identify potential trip denials and missed trips as well as customer no-shows the review team examined the ultimate disposition of all trip requests within a sample, including both trips that were completed and those that were not.

DART provided the review team with trip data for all trips requested for the period March 19 through March 23, 2007 (Monday to Friday).  A review team member analyzed the DART data for trip requests for this five-day period.  Table 9.2 provides a summary of this analysis.

Table 9.2 – DART Trip Disposition for the Period March 19 to 23, 2007

	
	All Trip Requests
	Trip Requests by ADA Customers
	% of Trip Requests by ADA Customers

	Total Records
	20,461
	
	

	
	Entry Errors
	17
	
	

	
	Total Trip Requests
	20,444
	
	

	
	
	Non-ADA Customers
	1,336
	
	

	
	
	ADA Customers
	
	19,108
	100.0%

	
	
	
	Denials
	
	3
	0.02%

	
	
	
	Refusals
	
	0
	0

	
	
	
	Advance Cancellations
	
	3,229
	16.9%

	
	
	
	All Customer Missed Trips
	
	543
	2.8%

	
	
	
	Operator Missed Trips
	
	40
	0.2%

	
	
	
	Trips Served
	
	15,293
	80.0%


As shown in Table 9.2 there were 20,444 valid entries for trip requests.  Of these, 19,108 were made by individuals who were certified for ADA complementary paratransit service.  The data provided by DART further categorizes trips as ADA or non-ADA.  Since DART serves all trip requests from customers for trips within the state of Delaware, the non-ADA trip information is not used in the scheduling process.  According to the data provided by DART, the number of non-ADA trips requested by ADA customers was 7,421 and the number of ADA trips requested by ADA customers was 11,687.

Trip Denials: DART reported no trip denials.  DART’s policy is to ultimately honor the time negotiated with or accepted by the customer, in all circumstances.  The data provided by DART was reviewed to determine whether any of the negotiated times were more than 1 hour from the requested times.  There were three trip requests in which this was the case.  The time difference could result from unresponsive trip offers, or trip denials, but given DART’s no-denial policy and associated procedures, these three trip times were more likely the result of a trip booking error, such as booking a changed request by a customer over the original trip request rather than canceling the original request.  This could result in a negotiated time for a new trip in the same trip record with the requested time for the original trip request.  As a result, the requested and negotiated times in the trip record could vary significantly.  Call takers should be reminded to cancel the original request in such situations and schedule a new trip.

Trip Refusals: Since all trip times requested by customers are honored by DART, there was no trip refusal.

Advance Cancellations: 3,229 trips were classified as advance cancellations.  This includes all trips cancelled more than 90 minutes before the scheduled trip time.

Customer Missed Trips include trips that the customer was at fault for not completing the trip.  The customer either failed to cancel in a timely fashion or was not available when a vehicle was present within the on-time pickup window.  These 541 trips include: late cancellations; cancel at door; and customer no-shows.

Operator Missed Trips include trips for which the vehicle arrived after the end of the on-time pickup window (more than 30 minutes after the time agreed upon with the customer) and the trip was not completed.  DART categorized these trips as no-shows or cancel at door.  However, since the vehicles arrived after the on-time pickup window provided to the customers by DART, DART is responsible for failure to complete the trips and they should be categorized as missed trips.  For these 40 missed trips, vehicles arrived between 32 minutes and 77 minutes after the scheduled time—with an average arrival of 49 minutes after the scheduled time.

2.5 On-time Performance

The review team used the same set of data (trip requests for March 19 to 23, 2007) to analyze DART’s on-time performance.  The data provided by DART raised the following initial concerns:

· Pickup times for trips provided by Logisticare were not entered into the Trapeze database.  In an attempt to provide a comprehensive data analysis, team members reviewed the original (manually completed) manifests for each of Logisticare’s operators for the sample week and entered the pickup and drop-off times on those manifests into the review team’s database.

· On the manifests of one of Logisticare’s subcontractors (Easter Seals), the pickup and drop-off times for different days were photocopied from one day to the next with merely the date changed.  The review team considered the data from these manifests unreliable and did not use them.

As a test to assess the reliability of the data in the database for trips directly provided by DART, team members compared pickup and drop-off times from a sample of manifests with the times in the DART database.  The sample consisted of two randomly selected trips per day for each of the three counties for each of the five days in the sample period.  The times on the manifests matched those in the database for 28 of the 30 sampled trips.  One manifest had no times; and one had a time that was later than that in the database.  The database showed the trip to be within the on-time pickup window and the sample indicated that the time was late.  The relatively low proportion of discrepancies in this sample was judged by the review team to indicate that the database was representative of actual service levels.  The remaining trip records were analyzed to assess on-time pickup performance for completed trips.  The results are presented in Table 9.3.  Note that the “total trips” represent the trips for which reliable data was available.
Table 9.3 – DART On-Time Pickup Performance for the Period March 19 to 23, 2007

	
	Minutes after Negotiated Time
	Trips
	%

	Total Trips
	
	15,129
	100.0%

	All Early & On Time
	
	13,861
	91.6%

	
	<20
	12,838
	84.9%

	
	20 - 30 
	1,023
	6.8%

	All Late Pickups
	
	1,268
	8.4%

	
	30 - 45
	806
	5.3%

	
	45 - 60
	240
	1.6%

	
	>60
	222
	1.5%


As noted earlier in this section, the DOT ADA regulations prohibit “substantial” numbers of “significantly” untimely pickups (Section 37.131(f)(3)(i)(A)).  The regulations do not specify what constitutes a “substantial number” or “significantly late.”  A pickup window of 30 minutes in duration is larger than that used by most service providers operating in areas with comparable traffic and density.  To illustrate the potential impact of a smaller pickup window, a sensitivity analysis was performed in which a 20-minute threshold for late trips was applied to the sample data.  As can be seen in Table 9.3, with the smaller on-time window, on-time performance is decreased from 92 percent to 85 percent.  This result, by itself, suggests that in the absence of a quantitative standard in the regulations, one cannot conclude that the 30-minute pickup window results in a “substantial” number of late pickups.  In addition, although the percent of pickups more than 60 minutes after the negotiated time (more than 30 minutes beyond the end of the 0/+30 pickup window) is relatively small (1.5 percent), the absolute numbers average 40 trips per day.  This may or might not be considered a “substantial number” of late pickups.
As discussed earlier, DART does not discretely record requested appointment times in Trapeze.  This makes it impossible to use Trapeze to measure on-time performance for requested drop-offs.  DART does use the Trapeze database to record entries for “requested late drop-offs” (i.e., requests by customers to drop off no later than a specified time) and actual drop-off times.  
Under DART’s policies, there is effectively a late drop-off for every trip: either the drop-off times requested by customers or 1 hour after the pickup time for all other trips for which the customer did not explicitly request a drop-off time.  DART looks to performance for all trips in assessing its on-time drop-off performance, which minimizes its utility for analyzing drop-off performance for customer requested drop-off or appointment times.  Nevertheless, a team member reviewed the available data as a proxy for on-time performance for trips with customer requested drop-off times.  Results are shown in Table 9.4.  The last column in the table represents the cumulative percentage of trips exceeding the requested drop-off time; for example, drop-off times for 15.7 percent of the trips were more than 10 minutes late, 10.1 percent were more than 20 minutes late, and 7.2 percent were more than 30 minutes late. 
Table 9.4 – On-time Performance for Drop-Offs for the Period March 19 – 23, 2007
	
	Minutes after Requested Drop-off Time
	Trips
	%
	Cumulative Late %

	Total Trips
	
	15,052
	100.0%
	

	All Early & On Time
	
	11,356
	75.4%
	

	All Late Drop-offs
	
	3,696
	24.6%
	

	
	0-10
	1,341
	8.9%
	24.6%

	
	10-20
	841
	5.6%
	15.7%

	
	20-30
	436
	2.9%
	10.1%

	
	30-60
	702
	4.7%
	7.2%

	
	>60
	376
	2.5%
	2.5%


Table 9.5 presents the monthly on-time performance reported by DART, from July 2006 to February 2007.  As described above, the reported performance appears to be representative of the service actually provided, based on the review team analysis.

Table 9.5 – DART Reported On-Time Performance

	
	Trips
	Pickups
	Drop-Offs

	July 2006
	60,122
	89.1%
	76.5%

	August 2006
	69,732
	89.1%
	75.4%

	September 2006
	65,918
	83.9%
	68.7%

	October 2006
	70,381
	85.1%
	69.7%

	November 2006
	64,976
	85.0%
	69.8%

	December 2006
	60,457
	86.7%
	72.0%

	January 2007
	67,710
	89.2%
	74.6%

	February 2007
	59,310
	90.0%
	75.3%


For customers who work, attend school, have medical appointments, or are engaged in other activities that begin at specific times, the most critical element of the trip is on-time arrival.  Performance for on-time arrivals could not be effectively measured because DART inputs a time in the late time field for drop-offs for all trip requests whether or not the trip is for an appointment.  Using on-time drop-offs for all trips as a proxy for on-time service for trips for which the customer has requested an appointment time likely results in a substantial percentage of significantly late drop-offs, which are not immediately observable by DART.

2.6 Trip Duration

The review team conducted an analysis of a sample of 52 trips made from March 19 to 23, 2007 that had travel times of 2 hours or longer.  The sample did not include trips outside of the ADA service area.  Additionally, due to DART’s current tracking methods, trips in the sample that were part of a longer trip involving a transfer between vehicles could not be identified.  Consequently, each segment of a trip involving a transfer appeared as an individual trip in the sample.  Manually matching the trip segments to reconstruct entire linked trips was judged by the review team to be infeasible.  The findings of the analysis are nonetheless mostly valid, because the paratransit trip segments are compared to fixed route trips of the same distance.  However, because the time spent waiting for a second vehicle to arrive is not accounted for in the travel times, the analysis may undercount the number of significantly long trips that involve transfers.
Table 9.6 shows the distribution of trip duration for trips in the sample, as determined by pick-up and drop-off times recorded in Trapeze.  

Table 9.6 – Travel Time for Trips Provided for the Period from March 19-23, 2007

	Number of Trips
	8,701

	Average Travel Time
	34 minutes

	15 minutes or less
	19.6%

	16-30 minutes
	32.6%

	31-45 minutes
	22.1%

	46-60 minutes
	13.4%

	Over 60 minutes 
	12.4%


As shown in Table 9.6, the average trip length was 34 minutes (individual travel times ranged from 1 minute to 3 hours).  Nearly three-quarters of the trips provided (74 percent) were completed in 45 minutes or less; approximately 88 percent of trips were completed in 60 minutes or less.  Nearly 1,100 trips (12 percent) took longer than 60 minutes.

Of all the DART ADA paratransit trips provided during the week of March 19 to 23, 2007, those with travel times of 2 hours or more were selected for further analysis.  Those 52 trips represented 0.6 percent of all the trips provided within the ADA service area to ADA-eligible riders.  Travel times for those trips were compared to fixed route travel times to determine whether the paratransit trip lengths were significantly longer than comparable trips taken on the fixed route service.

The review team worked with DART staff in the Dover and Wilmington offices to develop fixed route itineraries and estimate the comparable fixed route travel times.  Itineraries were developed for 44 out of the 52 paratransit trips.  Two of the 44 trips were in Kent County, eight were in Sussex County, and 34 were in New Castle County.  For the remaining eight long paratransit trips, no fixed route service was in operation in the location and/or at the time of the trip.

Each estimate of fixed route travel time included the following components:

· Travel time on each bus

· Transfers (waiting time) for multi-bus trips (included in fixed route travel time)

· Walking time at each end of the trip, using an estimated speed of three miles per hour (20 minutes per mile)

For each DART ADA paratransit trip, Table 9.7 shows the time of day at which the trip was made, the origin and destination, and the actual DART paratransit travel time, based on the actual arrival times at the pickup and drop-off locations recorded in Trapeze.
Table 9.7 then shows the fixed routes that would be used to connect the same origin and destination, the number of fixed route service transfers involved, a calculation of travel time on board the fixed route buses, an estimate of walking time to the fixed route(s), and a calculation of total fixed route travel time.

The final column of Table 9.7 compares the ADA complementary paratransit services with DART fixed route travel times.  In the “Travel Time Difference” column, the figures represent the difference in travel times between the two modes.  A minus sign (-) indicates that the ADA complementary paratransit travel time would have been less than the estimated fixed route travel time.

As shown in Table 9.7, the average travel time for this sample of the longest DART ADA paratransit trips was 141 minutes.  The average travel time for the comparable fixed route trips was 94 minutes, which includes both ride time on the bus and walking time to and from the bus route.  Three of the fixed route trips could have been completed on one bus route; 36 would have required one transfer, and five would have required two transfers.

The table shows that, on average, DART ADA paratransit trips were 47 minutes longer than comparable trips using the fixed route system.  The difference in travel time between paratransit and fixed route trips also varies by county.  The average difference in travel time between paratransit trips and comparable fixed route trips was 20 minutes in Kent County (125 minutes for paratransit, 105 minutes for fixed route), 36 minutes in Sussex County (136 minutes for paratransit, 100 minutes for fixed route), and 52 minutes in New Castle County (143 minutes for paratransit, 91 minutes for fixed route).

Eight of the paratransit trips had travel times that were less than 30 minutes longer than the comparable fixed route trip.  Another nine trips had travel times that exceeded the equivalent fixed route trip by 30 to 60 minutes.  Finally, 27 paratransit trips had travel times that exceeded the comparable fixed route trip by more than 60 minutes.  While a travel time differential of 60 minutes or more is substantial, this occurred in a very small percentage (0.3 percent) of all the ADA paratransit trips provided by DART during the sample week.

It should be noted that although the number and percentage of paratransit trips that had significantly longer travel times as compared to similar fixed route trips were small, the data analyzed by the review team did not identify passenger trips that involved a transfer between two vehicles; all such linked trips appeared as two (or three) separate trips.  In particular, DART does not record the time that a rider waits at a transfer point for the next vehicle; this waiting time should be included as a portion of the total travel time.  Therefore, there are likely linked trips made by individual DART paratransit riders that had travel times significantly longer than their respective comparable fixed route trips.
Table 9.7 – Comparison of Travel Times on DART ADA Paratransit Service vs. Fixed Route for Selected Trips: March 19-23, 2007

	ADA Complementary Paratransit Trip
	Paratransit Travel Time
	Fixed Route Equivalent
	

	Trip #
	PU/DO Address

(rounded to 100 block)
	County
	Actual PU/DO Times
	Actual Ride Time (mins)
	Itinerary (routes/
transfers)
	On-Board Time (mins)
	Walk/ Wait Time
	Total FR Travel Time
	Paratransit Travel Time – FR Travel Time (mins)

	1
	100 SW Front St, Milford
100 Patriot Dr, Dover
	Kent
	2:00 p.m.
4:00 p.m.
	120
	303, 101
1 transfer
	110
	20
	130
	-10

	2
	22300 N DuPont Hway, Georgetown
800 Holly Brook Apts, Laurel
	Sussex
	2:50 p.m.
4:50 p.m.
	120
	206, 212
1 transfer
	83
	20
	103
	17

	3
	700 Bay Road, Dover
900 DuPont Hway, Milford
	Kent
	5:00 p.m.
7:10 p.m.
	130
	107, 303
1 transfer
	60
	20
	80
	50

	4
	12600 DuPont Blvd, Ellendale
100 Norfolk Ave, Rehoboth
	Sussex
	12:15 p.m.
2:52 p.m.
	157
	303, 206
1 transfer
	144
	20
	164
	-7

	5
	22300 N DuPont Hway, Georgetown
700 Clarence St, Seaford
	Sussex
	2:15 p.m.
4:16 p.m.
	121
	206, 212
1 transfer
	68
	20
	88
	33

	6
	22300 N DuPont Hway, Georgetown
26200 Kelly Circle, Seaford
	Sussex
	2:28 p.m.
4:40 p.m.
	132
	206, 212
1 transfer
	83
	20
	103
	29

	7
	200 Second St, Lewes
22300 N DuPont Hway, Georgetown
	Sussex
	3:35 p.m.
5:53 p.m.
	138
	206
No transfer
	44
	20
	64
	74

	8
	700 Savannah Rd, Lewes
1600 Bay St, Milton
	Sussex
	2:56 p.m.
5:02 p.m.
	126
	206, 303
1 transfer
	94
	20
	114
	12

	9
	900 N DuPont Hway, Milford
20100 Atlantic Ave, Rehobeth
	Sussex
	14:44 p.m.
16:58 p.m.
	134
	303, 206
1 transfer
	38
	20
	58
	76

	10
	900 DuPont Hway, Milford
800 Middleford Rd, Seaford
	Sussex
	8:10 a.m.
10:52 a.m.
	162
	303, 212
1 transfer
	87
	20
	107
	55

	11
	2600 Glasgow Ave, Newark
700 Lea Blvd, Wilmington
	New Castle
	11:35 a.m.
1:35 p.m.
	120
	40, 12
1 transfer
	68
	20
	88
	32

	12
	100 Reyburn Ct, Bear
1100 Gilpin Ave, Wilmington

	New Castle
	6:40 a.m.
8:45 a.m.
	125
	54, 33
1 transfer
	72
	20
	92
	33

	13
	1900 N DuPont Hway, New Castle
900 Laura Lee Circle, Bear
	New Castle
	3:00 p.m.
5:48 p.m.
	168
	17, 40
1 transfer
	73
	20
	93
	75


	14
	1900 N DuPont Hway, New Castle
3700 Christiana Meadows, New Castle
	New Castle
	3:00 p.m.
5:21 p.m.
	141
	17, 40 
1 transfer
	96
	20
	116
	25

	15
	100 Baylis St, New Castle
82 Christiana Rd, New Castle
	New Castle
	1:10 p.m.
3:33 p.m.
	143
	22
No transfer
	11
	20
	31
	112

	16
	100 W Lexton Rd, New Castle
300 E 11th St, Wilmington
	New Castle
	6:20 a.m.
8:37 a.m.
	137
	25, 24
1 transfer
	48
	20
	68
	69

	17
	100 Interchange Blvd, Newark
100 Carolyn Ct, Hockessin
	New Castle
	2:15 p.m.
4:27 p.m.
	132
	65, 33, 20
2 transfers
	86
	20
	126
	6


	18
	100 Interchange Blvd, Newark
300 Rolling Green Ave, New Castle
	New Castle
	3:00 p.m.
5:05 p.m.
	125
	65, 33, 25
2 transfers
	156
	20
	176
	-51

	20
	300 E Main St, Newark
200 Prestwick La, New Castle
	New Castle
	11:30 a.m.
2:06 p.m.
	156
	6, 23
1 transfer
	119
	20
	139
	17

	21
	100 Ansonia Ct, Newark
100 Interchange Blvd, Newark
	New Castle
	7:41 a.m.
9:45 a.m.
	124
	19, 6, 65
2 transfers
	137
	20
	157
	-33

	22
	200 White Chapel Dr, Newark
100 Savoy Rd, Newark
	New Castle
	2:53 p.m.
5:00 p.m.
	127
	34, 55
1 transfer
	65
	20
	85
	42

	25
	100 Chancellor Dr, Newark
300 E 11th St, Wilmington
	New Castle
	6:19 a.m.
8:27 a.m.
	128
	39, 24
1 transfer
	31
	20
	51
	77

	26
	3100 Scholar Dr, Newark
2600 N Market St, Wilmington
	New Castle
	2:15 p.m.
4:24 p.m.
	129
	6, 1
1 transfer
	72
	20
	92
	37

	28
	100 Meadowood Dr, Newark
300 E 11th St, Wilmington
	New Castle
	8:20 a.m.
10:30 a.m.
	130
	6, 24
1 transfer
	69
	20
	89
	41

	29
	100 W Richards La, Newark
300 E 11th St, Wilmington
	New Castle
	8:12 a.m.
10:30 a.m.
	138
	6, 24
1 transfer
	69
	20
	89
	49

	30
	1000 N Barrett Run Dr, Newark
3000 Bowers St, Wilmington
	New Castle
	6:20 a.m.
8:42 a.m.
	142
	55, 33, 3
2 transfers
	76
	20
	96
	46

	31
	500 Ogletown Rd, Newark
100 Wollaston Rd, Wilmington
	New Castle
	2:30 p.m.
4:59 p.m.
	148
	34, 11
1 transfer
	58
	20
	78
	71

	32
	300 Haines St, Newark
2100 Westminster Dr, Wilmington
	New Castle
	2:15 p.m.
4:47 p.m.
	152
	6, 11
1 transfer
	117
	20
	137
	15


	33
	100 Interchange Blvd, Newark
100 S Colonial Ave, Wilmington
	New Castle
	2:15 p.m.
5:07 p.m.
	172
	65, 6, 4
2 transfers
	53
	20
	73
	99

	34
	100 Interchange Blvd, Newark
100 Ruth St, Wilmington
	New Castle
	2:15 p.m.
5:15 p.m.
	180
	65, 6
1 transfer
	53
	20
	73
	107

	35
	300 E. 11th St, Wilmington
100 Walls Way, Bear
	New Castle
	3:30 p.m.
5:46 p.m.
	136
	24, 40 
1 transfer
	90
	20
	110
	26

	36
	300 E 11th St, Wilmington
400 Ranee Loop, Bear
	New Castle
	3:30 p.m.
5:55 p.m.
	145
	24, 40
1 transfer
	100
	20
	
	25

	37
	300 E. 11th St, Wilmington
3000 W Court Ave, Claymont
	New Castle
	2:00 p.m.
4:11 p.m.
	131
	24, 1
1 transfer
	92
	20
	112
	19

	38
	900 N Monroe St, Wilmington
300 E Main St, Newark
	New Castle
	3:05 p.m.
5:10 p.m.
	125
	8, 6
1 transfer
	145
	20
	165
	-40

	39
	1900 Concord Pike, Wilmington
100 Fairway Rd, Newark
	New Castle
	3:30 p.m.
5:44 p.m.
	134
	2, 6
1 transfer
	59
	20
	79
	55

	41
	300 E 11th St, Wilmington
100 Ashkirk Place, Newark
	New Castle
	3:30 p.m.
5:39 p.m.
	149
	24, 40
1 transfer
	65
	20
	85
	64

	43
	3500 Kennett Pike, Wilmington
1100 Vinings Way, Newark
	New Castle
	3:20 p.m.
5:54 p.m.
	154
	10, 40
1 transfer
	73
	20
	93
	61

	44
	3000 Bowers St, Wilmington
100 Renee Ct, Newark

	New Castle
	2:46 p.m.
5:30 p.m.
	164
	3, 33
1 transfer
	75
	20
	95
	69

	46
	1500 Foulk Rd, Wilmington
5500 Vicky Dr, Newark
	New Castle
	2:30 p.m.
5:30 p.m.
	180
	21, 40
1 transfer
	95
	20
	115
	65

	48
	300 A St, Wilmington
400 5th Ave, Wilmington
	New Castle
	3:30 p.m.
5:49 p.m.
	139
	17, 5
1 transfer
	19
	20
	39
	100

	49
	300 A St, Wilmington
120W 24th St, Wilmington
	New Castle
	10:00 a.m.
12:20 p.m.
	140
	17, 1
1 transfer
	24
	20
	44
	96

	50
	200 Philadelphia Park, Wilmington
2600 N Jessup St, Wilmington
	New Castle
	10:55 a.m.
1:20 p.m.
	145
	1, 3
1 transfer
	23
	20
	43
	102

	51
	700 N Clayton St, Wilmington
1000 N Madison St, Wilmington
	New Castle
	9:05 a.m.
11:40 a.m.
	155
	8
No transfer
	8
	20
	28
	127

	52
	700 N Clayton St, Wilmington
300 E 5th St, Wilmington
	New Castle
	9:05 a.m.
11:50 a.m.
	165
	8, 15
1 transfer
	27
	20
	47
	118

	
	Average
	
	
	141
	1 transfer
	74
	20
	94
	47


Note that all addresses are rounded to the nearest 100 block

The review team also evaluated the sample of longest trips for patterns.  Several addresses appeared repeatedly on the list of long DART ADA paratransit trips.  These include (please note that, for privacy, the addresses have been rounded to the nearest 100 block):

· 22300 N. DuPont Highway, Georgetown (Easter Seals II)

· 0 Interchange Boulevard, Newark (Chimes Org)

· 300 E. 11th Street, Wilmington (Elwyn Adult Day)

· 300 A Street, Wilmington (Renal Care A Street)

· 700 N. Clayton Street, Wilmington (Renal Care St. Francis)

· 500 Ogletown Road, Newark (Hudson Center)

Some of the trips to or from these addresses appear to be group trips.  DART should review the runs to and from these facilities and consider reconfiguring them if possible, to avoid repeated long trips for specific riders.

Comparison to DART’s Travel Time Standards

As noted above, DART has set different travel time standards for trips in each of the three counties it serves.  To compare actual trip times against these standards, trips provided during the period March 19 to 23, 2007 were analyzed by county.  The results are summarized in Table 9.8.
Table 9.8 – Trip Length for Trips Provided from March 19 to 23, 2007

	County
	# of ADA Trips
	Range of Travel Times
	Avg Travel Time
	DART Maximum Travel Time
	# Trips Over Standard
	% of Trips Over Standard

	Kent
	1,380
	2 min – 130 min
	27 min
	60 min
	182
	13.2%

	New Castle
	6,311
	1 min – 180 min
	35 min
	60 min
	819
	9.8%

	
	
	
	
	90 min
	151
	2.4%

	Sussex
	1,010
	3 min – 162 min
	38 min
	120 min
	8
	0.8%

	TOTAL
	8,701
	1 min – 180 min
	34 min
	
	1,160
	13.3%


As seen in the table, 1,380 ADA trips were provided in Kent County in the sample week.  Travel times ranged from 2 minutes to 2 hours and 10 minutes, with an average travel time of 27 minutes.  There were 182 ADA trips exceeding the 60-minute maximum travel time standard set by DART, representing just over 13 percent of Kent County trips.
In New Castle County, 6,311 trips were provided during the week, with travel times ranging from 1 minute up to 3 hours.  The average travel time for trips in New Castle County was 35 minutes.  Virtually all of the trips in the sample week appeared to have origins and destinations in northern New Castle County, with a maximum travel time as set by the DART standard of 60 minutes.  There were 819 ADA trips that exceeded this standard, representing just under 10 percent of all New Castle trips.

In Sussex County, 1,010 trips were provided during the week reviewed.  Travel times for those trips ranged from 3 minutes to 2 hours and 42 minutes, with an average travel time of 38 minutes.  Eight trips (0.8 percent of all Sussex trips) exceeded the maximum travel time standard.

2.7 Findings

1. DART’s procedure of allowing 60 minutes of travel time for all trips, combined with its pickup window of 0/+30 minutes, may result in late drop-offs or very early drop-offs.

2. DART’s travel time standard of 60 minutes per county traveled may allow unreasonably long paratransit travel times for short trips or for inter-county trips.  The travel time standard may also unfairly penalize DART for long inter-county trips.

3. DART dispatchers do not use the Trapeze software to “perform” trips.  They rely on periodic updates from the operators to know when pickups and drop-offs occur.  This limits dispatchers’ ability to estimate the real-time schedule adherence of the vehicles.

4. DART dispatchers at both New Castle and Kent County believe that information on trip cancellations entered by the call-takers does not always reach them.

5. During interviews with paratransit operators, one operator indicated that the passenger’s use of a wheelchair does not always appear on the manifest.

6. Five of the nine operators interviewed did not know the correct pickup window.

7. All operators interviewed knew the proper procedure for handling and reporting a no-show.

8. For a five-day sample period (March 19 to 23, 2007), the review team calculated DART’s performance for on-time pickups at 92 percent.  This is close to the monthly on-time pickup performance reported by DART for July 2006 to February 2007.  Applying an on-time pickup window of 0/+20 minutes (rather than 0/+30), the on-time pickup performance for the sample period would be 85 percent.

9. Because DART includes drop-off times for all trips—whether or not the passenger requested one—it is not possible to properly analyze on-time performance for drop-offs where customers have requested specific drop-off times.

10. Using the available data for the five-day sample period, the review team calculated DART’s performance for on-time drop-offs at 75 percent.  This is close to the monthly on-time drop-off performance reported by DART for July 2006 to February 2007.  Furthermore, the sample data showed that 10 percent of drop-offs were more than 20 minutes late, with seven percent more than 30 minutes late.  This poor performance for drop-offs could be considered as a substantial portion of significantly late drop-offs.

11. DART uses two contractors, Krapf and Logisticare, to provide a portion of the paratransit trips in New Castle and Kent Counties.  DART has staff who are responsible for monitoring the contractors’ service; however, DART does not audit the manifests submitted by the contractors, which are the basis for contractor payment.

12. An analysis of 8,701 DART ADA paratransit trips provided during the sample period (March 19 to 23, 2007) indicated an average travel time of 34 minutes.  Most trips (88 percent) were completed in 60 minutes or less.  Nearly 1,100 trips (12 percent) took longer than 60 minutes.

13. When the actual travel times of 44 long ADA paratransit trips (those with travel times of 2 hours or more) provided between March 19 and March 23 were compared with the estimated travel times for comparable fixed route trips, those DART ADA paratransit travel times were longer than comparable fixed route travel times by an average of 47 minutes.  The average paratransit travel time was 141 minutes, while the average fixed route travel time was 94 minutes for long trips.  Travel times on ADA paratransit trips exceeded the comparable fixed route travel time by an average of 20 minutes in Kent County, 36 minutes in Sussex County, and 52 minutes in New Castle County.

14. DART does not directly track the total travel time for paratransit trips that require transfers.  DART tracks each leg of such paratransit trips separately and does not track time spent waiting for transfer vehicles.  Consequently, DART has no means of identifying trips with transfers that are longer than travel on fixed route, for instance because the paratransit uses a less direct route than the fixed route or because DART has not accounted for wait times at the transfer point. 

15. Over half of the long paratransit trips analyzed had travel times that exceeded the comparable fixed route travel time by more than 60 minutes; however, these trips made up less than .5 percent of all the ADA paratransit trips provided in the sample week.  It is possible, however, that a significant number of additional trips were substantially longer than comparable trips on the fixed route, since this analysis only looked to trips that were over 120 minutes.  Many trips that are less than 120 minutes, but more than 60 minutes, could be substantially longer than comparable fixed route trips, particularly in the absence of detailed monitoring of such trips by DART.
16. A number of facility addresses appeared several times on the list of long paratransit trips, which could be resulting in repeated long travel times for some ADA riders.

17. During the sample week, 13 percent of trips provided in Kent County exceeded the DART maximum travel time standard of 60 minutes.  In New Castle County, nearly 10 percent of trips exceeded the applicable DART maximum travel time standard of 60 minutes.  In Sussex County, less than 1 percent of trips exceeded the DART maximum travel time standard of 2 hours.

2.8 Recommendations

1. DART should revise its procedure of automatically allocating 60 minutes of travel times when scheduling all paratransit trips.  It could base travel time on straight-line distance or some other simple proxy.
2. DART should revise its travel time standard in terms of the travel time for a comparable fixed route trip.

3. DART should consider using Trapeze to “perform” trips as they take place.  This would help dispatchers in knowing the real-time schedule adherence of vehicles and assist them when they need to re-assign trips from one run to another.

4. DART should check if there are any communications or software problems which prevent information about trip cancellations entered by the call-takers reaching the dispatchers.

5. DART should make sure that the proper information about customers’ disabilities and mobility aids is included on the operator manifests.

6. DART should re-train the operators so that they know and understand the pickup window.

7. DART may consider looking at its performance for pickups made within a window of 0/+20 minutes.  Given the proportion of short trips in its service, this may be a more reasonable pickup window.
8. DART should revise its procedures so that call-takers enter a drop-off time only when the customer requests a drop-off time.  If DART wishes to continue using its current travel time standards for monitoring trips for which customers have not specified a drop-off time, a separate method for tracking such performance should be utilized so that on-time drop-offs for customer requested drop-off times can be tracked through Trapeze.

9. DART should track the total travel time for paratransit trips that have transfers, including the time required for traveling on all legs of the trip and the time spent at transfer points.  This total travel time should be compared to the travel time on a comparable fixed route trip between the customer’s origin and destination.

10. DART should reinforce the importance of on-time drop-offs to its dispatchers and operators.  The manifests should be revised so that operators are clear when a customer has a requested drop-off time.

11. DART should review a sample of the manifests submitted by its contractors to ensure that it is receiving the service that it is paying for.

12. DART should continue to monitor ADA paratransit on-board travel times to ensure that they remain reasonable.

13. DART should review the vehicle runs to and from the facilities whose addresses appear repeatedly on the list of the longest paratransit trips and consider revisions to those runs to avoid repeated long trips for specific riders.

3 Resources

The team reviewed DART staffing and equipment to identify limits in capacity to provide ADA complementary paratransit service in response to current needs.  The team also conducted a brief review of the budget process with respect to how both existing and potential growth in travel demand are addressed and to identify apparent limitations in funding service.
3.1 Operating Capacity

Reservations Resources

During the week of April 2, 2007, DART had 11 full-time equivalent customer service agents, with actual staffing varying by hour based on individual work schedules and break periods.  As shown in Table 7.2 (in Section 7 of the report), the average number of customer service agents on duty at any 15 minute period between 8 a.m. to 5 p.m. ranged from 7.1 to 8.2 staff (fractional staff represent staff on duty for a portion of the period), depending on the day of the week.  The longest hourly average hold times for each day during this period ranged from 7 to 9 minutes.  Average daily hold times ranged from 1 minute and 25 seconds to 3 minutes and 50 seconds, with an overall average for the week of 2 minutes and 27 seconds.  Twenty-three percent of calls during the week were answered in 2 minutes or less.  Abandoned calls, or calls that were terminated by the customer before they could be answered, were between 13 and 24 percent of daily calls for each day during that week.

During the period May 14 to 17, 2007, with the addition of four reservationists, the number of full-time equivalent customer service agents increased to 15, and hourly phone coverage ranged from 9.8 to 11.6 customer service agents, depending on the day of the week.  The increased staffing led to average daily hold times ranging from 16 seconds to 1 minute and 16 seconds, with an average hold time for the four-day period of 36 seconds.  This four-day average is one-fourth of the hold time reported for the week of April 2.  The overall percentage of calls for the week that were answered in 2 minutes or less was 66 percent, approximately three times greater than during the week of April 2.

DART’s customer service staff levels of approximately 15 full-time equivalents at the time of the on-site review appears to be appropriate to maintain hold times that permit ADA paratransit eligible individuals adequate access to reservations services to request trips.

Dispatch

At the time of the review in May 2007, two dispatchers at New Castle were responsible for approximately 75 peak runs.  Dispatchers commonly monitor 20 to 30 runs, depending on organization of the dispatch functions, dispatch tools, and the skill of the dispatchers.  The dispatchers shared one terminal for AVL, limiting its utility.  Unreliability of radios also limited communications between the dispatchers and operators.  MDT’s, which have been installed in the DART paratransit fleet, were not fully operational.  When fully operational, use of MDTs should make monitoring and communication with operators considerably easier.  Full implementation of the MDTs, the provision of terminals for vehicle tracking with AVL for each dispatcher, and provision of reliable radio communications should significantly improve the dispatch function.  It appears that a third dispatcher and workstation at New Castle during peak operations, at least until MDTs are fully operational, would also improve dispatch control, operations, and service performance.

In Kent County, two dispatchers are on duty during most of each weekday, while one dispatcher works during the evening and on Saturdays.  The peak capacity that they manage occurs on weekday mornings, with 35 paratransit runs and 15 fixed route runs.  There appears to be sufficient coverage.  As in New Castle County, a potential source of better performance is increasing the capabilities of the MDTs and associated software to allow the dispatchers to track passenger pickups and drop-offs and ETAs in real-time, as they currently do for vehicle locations.

In Sussex County, there is one dispatcher on duty; the backup, if needed, would be the supervisor or one of the schedulers.  During normal operations, this appears tight but sufficient.  During difficult operating periods, it would be helpful to have two dispatchers.
Transportation Resources

To further assess operator needs, run coverage at each of the operating centers was assessed.  The purpose of this assessment was to determine if there were a sufficient number of operators to cover scheduled runs at each of the operating centers.

Kent County.  Table 10.1 shows Kent Operator runs by time of day for Wednesdays, as of May 21, 2007 (fractional runs represent runs that do not cover the full hour).  Of a total of 43 scheduled runs, there are 31.5 peak runs between 2 and 3 p.m.  In addition to operators assigned to runs, there are seven operators scheduled to work as list operators.  These operators are available for assignment as needed, such as in the event of absenteeism.  As shown in Table 10.4 (below), there are 47 vehicles assigned to the Kent County Division for paratransit services.

Table 10.1 – Kent County Operator Runs: May 21, 2007

	Hour of Day
	
	Runs
	Hour of Day
	
	Runs

	5:00 a.m.
	
	11
	2:00 p.m.
	
	31.5

	6:00 
	
	24.5
	3:00
	
	29.5

	7:00 
	
	29.5
	4:00 
	
	25.25

	8:00.
	
	32
	5:00 
	
	15.5

	9:00 
	
	29.75
	6:00 
	
	7

	10:00 
	
	22
	7:00 
	
	7

	11:00 
	
	20
	8:00 
	
	7

	12:00 noon
	
	21.25
	9:00 
	
	6.5

	1:00 p.m.
	
	23.75
	10:00 p.m.
	
	1


New Castle.  New Castle schedulers indicated that there are 82 to 85 runs per day with approximately 75 peak runs.  On Wednesdays, in May 2007 there were 76 operator runs scheduled for New Castle.  As shown in Table 10.2, 62 of those runs were active during the peak hour of 8 to 9 a.m.

Table 10.2 – New Castle County Operator Runs: May 21, 2007
	Hour of Day
	
	Runs
	Hour of Day
	
	Runs

	5:00 a.m.
	
	28.5
	2:00 p.m.
	
	46.5

	6:00 
	
	54
	3:00.
	
	49.5

	7:00 
	
	60
	4:00 
	
	48

	8:00.
	
	62
	5:00 
	
	40.5

	9:00 
	
	41
	6:00 
	
	17

	10:00 
	
	33
	7:00 
	
	9

	11:00 
	
	31
	8:00 
	
	9

	12:00 noon
	
	31
	9:00 
	
	9

	1:00 p.m.
	
	31
	10:00 p.m.
	
	5


In addition to the 76 operators assigned to runs on Wednesdays, there are 27 list operators available to cover runs as needed, for a total of 103 operators.   Managers reported that during May 2007, 108 of 112 authorized operator positions were filled.  The operator roster included 109 operators, including one who was hired in mid-April.  The 109 operators was an increase from December 2006, when 99 operator positions were filled.  DART managers indicated that the number of authorized paratransit operator positions was set to increase to 120 in FY2009.

The fleet roster provided by DART indicates that 120 paratransit vehicles are assigned to New Castle County.  In May 2007, DART managers indicated that the paratransit vehicle fleet for New Castle consisted of 101 vehicles.  Approximately 79 were available for service each day.

Sussex County.  As of May 2007, Sussex County scheduled 53 operator runs for Wednesdays and 52 for the other weekdays.  Of the 53 Wednesday runs, 37 are scheduled for the peak hour from 3 to 4 p.m.  In addition to 53 scheduled operators, Sussex had five list operators during the week, for a total of 58 operators.  Table 10.3 presents the operator runs in Sussex County as of May 21, 2007.  According to the DART fleet roster, 58 vehicles are assigned to Sussex County.

Table 10.3 – Sussex County Operator Runs: May 21, 2007
	Hour of Day
	
	Runs
	Hour of Day
	
	Runs

	5:00 a.m.
	
	19
	2:00 p.m.
	
	33.5

	6:00 
	
	28
	3:00
	
	37

	7:00 
	
	30
	4:00 
	
	33.5

	8:00.
	
	30
	5:00 
	
	23

	9:00 
	
	27.25
	6:00 
	
	13

	10:00 
	
	28
	7:00 
	
	7

	11:00 
	
	32
	8:00 
	
	7

	12:00 noon
	
	35.5
	9:00 
	
	7

	1:00 p.m.
	
	29.75
	10:00 p.m.
	
	3.5


DART appears to have an adequate number of operators and vehicles to cover existing runs and serve the existing ridership volumes.

As presented in Table 10.4, DART’s entire paratransit fleet consists of vehicles that are five years old or less, with an average age of 2.8 years.  The distribution of vehicles by year indicates that vehicles are replaced on a regular basis.  It appears that the paratransit fleet was expanded in 2006 with the purchase of 68 vehicles.  DART’s paratransit fleet size and vehicle replacement and fleet expansion appear to provide adequate fleet capacity to support ADA complementary paratransit service.
Table 10.4 – DART Paratransit Fleet Roster
	Division
	Number
	Make
	Model
	Year
	Age

	Kent County

	
	10
	Ford
	E-450
	2002
	5

	
	6
	Ford
	E-350
	2003
	4

	
	7
	Ford
	E-450
	2003
	4

	
	6
	Ford
	E-450
	2004
	3

	
	4
	Ford
	E-450
	2005
	2

	
	14
	Ford
	E-450
	2006
	1

	
	47
	Totals
	
	
	Average: 3.0

	New Castle County

	
	12
	Ford
	E-450
	2002
	5

	
	6
	Ford
	E-350
	2003
	4

	
	17
	Ford
	E-450
	2003
	4

	
	23
	Ford
	E-450
	2004
	3

	
	19
	Ford
	E-450
	2005
	2

	
	43
	Ford
	E-450
	2006
	1

	
	120
	Totals
	
	
	Average: 2.5

	Sussex County

	
	5
	Ford
	E-450
	2002
	5

	
	23
	Ford
	E-350
	2003
	4

	
	8
	Ford
	E-450
	2003
	4

	
	5
	Ford
	E-450
	2004
	3

	
	6
	Ford
	E-450
	2005
	2

	
	11
	Ford
	E-450
	2006
	1

	
	58
	Totals
	
	
	Average: 3.2

	TOTAL

	
	27
	Ford
	E-450
	2002
	5

	
	35
	Ford
	E-350
	2003
	4

	
	32
	Ford
	E-450
	2003
	4

	
	34
	Ford
	E-450
	2004
	3

	
	29
	Ford
	E-450
	2005
	2

	
	68
	Ford
	E-450
	2006
	1

	
	225
	Totals
	 
	 
	Average: 2.8


The review team summarized information obtained from DART on operator tenure as a means of identifying potential problems with operator hiring and retention.  The results appear in Table 10.5.  As discussed above, the number of operators appears to be sufficient to serve current levels of passenger trips.  Operator tenure ranges from less than one month to 34.9 years, with an average of 6.2 years and a median of 5 years.  Although DART managers indicated that it is sometimes difficult to recruit enough operators to fill the positions, based on this review these problems do not appear to significantly affect overall staffing levels or provision of ADA complementary paratransit service.
Table 10.5 – Operator Tenure: May 2007
	Division
	Operators
	Tenure (years)

	
	
	Shortest
	Longest
	Median
	Average

	Kent County
	50
	0.2
	31.5
	6.2
	8.0

	New Castle County
	109
	0.0
	16.5
	4.4
	5.3

	Sussex County
	57
	0.3
	34.9
	4.9
	6.3

	TOTAL
	216
	0.0
	34.9
	5.0
	6.2


3.2 Budget Process

The DART budget is developed for approval by the Delaware state legislature as part of the state’s budget process.  Delaware and DART operate with a fiscal year ending on June 30.  DART develops its initial budget in September for submittal to the state Department of Transportation. After review and discussion with the Department, the budget is revised and finalized in November.  The budget is then submitted to the state legislature for approval.

According to DART managers, the internal DART budget process, which is continuous, begins to address the budget for the following fiscal year in July.  In July 2007, DART initiated preparation of the budget for FY 2009, which begins on July 1, 2008.  The DART Operations department develops the initial paratransit budget during the period from July to September.  The budget is based on the DART Service Plan.  The paratransit budget is based on projected demand for service, which is explained further, below.  DART uses the projected trips and empirical relationships between trips and operator hours to project the needed number of operator hours and operator positions.  The information is also used to identify the number of vehicles required to serve the demand.  In January and again in July, paratransit usage is reviewed against the projected demand, and operator hiring is adjusted as appropriate.  In addition, passenger trips, trips per operator, and operator overtime are monitored.

If paratransit expenditures exceed budget, DART managers can draw upon surpluses in other accounts resulting from lower-than-anticipated costs or can draw upon budget reserves.  Accordingly, DART is able to finance increased paratransit service volume resulting from greater-than-estimated increases in passenger demand.

DART managers indicated that there has been strong financial support for paratransit services in Delaware.  Budget requests have been funded since 1988, there has been no recent increase in the fares, and there has been no pressure to limit funding for service.  The only initiative to reduce costs has been in the form of considering reduced service levels outside of the minimum service area as defined by the DOT ADA regulations.

3.3 Estimate of Service Demand

An early step in the budget development consists of review of demand for paratransit service.  Currently, paratransit service is provided throughout the state of Delaware and into Maryland.  The service area far exceeds the minimum requirements under the DOT ADA regulations.  Demand projections for this service area are developed for each of the three counties that are home to operations centers.  Passenger trips per year are used as the measure for projecting future demand and estimating operating requirements.  Using trips for the most recent period, straight line projections are used to estimate future volume.  According to DART managers, recent growth rates have ranged from 10 to 15 percent.  DART procedures for considering demand for service do not appear to constrain DART’s ADA complementary paratransit service.

Table 10.6 – Demand for DART Paratransit Service

	Year
	Total Trips 
	Change from Previous Year
	ADA Trips
	Non-ADA Trips 
	Directly Operated
	Purchased Transportation

	2005
	711,692
	
	601,181
	110,511
	650,141
	61,551

	2006
	791,735
	11%
	482,958
	308,777
	720,400
	71,335

	2007
	809,966
	2%
	
	
	737,929
	72,037


3.4 Findings

1. DART’s customer service staff levels of approximately 15 full-time equivalents at the time of the on-site review appears appropriate to maintain adequate reservation phone call hold times.  By contrast, during the week of April 2, 2007, DART had approximately 11 full-time equivalent customer service agents.  Based on telephone performance during that period, 11 customer service agents appears to be limit ADA paratransit eligible customers ability to schedule trips.
2. Dispatch operations at New Castle County appeared to be limited by a combination of limited dispatchers and dispatch stations during peak periods of operation, shared use of one terminal between two dispatchers for AVL, limited coverage for radio communications with operators, and mobile data terminals (MDTs) that were not fully operational.
3. The number of operators and vehicles appear adequate to effectively serve the demand for ADA complementary paratransit service.
4. DART’s planning and budgeting process appears to effectively consider the demand for ADA complementary paratransit service.

5. Funding does not appear to limit DART in providing effective ADA complementary paratransit service.

3.5 Recommendations

6. It is recommended that DART’s maintain paratransit call center customer service agent staff levels of approximately 15 full time equivalents, as observed at the time of the review.  Future adjustments in the call center customer service agents staff level should maintain call response service levels near those observed during the review.

7. Dispatch capacity at New Castle County should be increased by adding a dispatcher and dispatch station during peak periods and/or advancing the use of MDTs to full operation.  The radio system used for dispatcher-operator communications should be upgraded to eliminate gaps in communication.  Each dispatch station should be equipped with a terminal for use with AVL software.

Attachment A

DTC Response

Attachment B

On-Site Review Schedule

	Time
	Activity
	Who
	Where

	Tuesday, May 15, 2007

	11:00 a.m.
	· Opening Conference
	All
	900 Public Safety Blvd., Dover

	11:30 a.m.
	· Review information requested & policies & procedures with DART Managers
	All
	

	1:30 p.m.
	· Tour facility
	All
	

	2:00 p.m.
	· Review DART complaints

· Review operations data
· Review eligibility process and records
	Chia

Kidston

Monahan
	

	3:00 p.m.
	· Observe call-takers; record trip request information
	Chia
	

	Wednesday, May 16, 2007

	8:00 a.m.
	· Continue review of operations data

· Observe call-takers; record trip request information
	Kidston

Chia, Monahan
	900 Public Safety Blvd., Dover

	10:00 a.m.
	· Continue review of eligibility process and records

· Review budget and resources

· Site visit to Sussex Co. operations
	Monahan

Kidston

Chia
	Dover

545 S. Bedford St., Georgetown

	1:00 p.m.
	· Review telephone system and performance

· Analyze on-time performance
	Monahan

Kidston
	Dover

	3:00 p.m.
	· Observe Kent Co. dispatch

· Analyze service area, hours & fares

· Interview Kent Co. scheduler
	Kidston

Monahan

Chia
	Dover

	Thursday, May 17, 2007

	8:00 a.m.
	· Continue analysis of service area, hours & fares

· Observe Kent Co. dispatch

· Continue analysis of on-time performance
	Monahan

Chia

Kidston
	Dover

	10:00 a.m.
	· Site visit to New Castle Co. operations

· Conduct trip length analysis

· Continue review of DART complaints
	Kidston

Monahan

Chia
	1 S. Monroe St., Wilmington

Dover

	3:00 p.m.
	· Observe call-takers; record trip request information
	Chia
	Dover

	Friday, May 18, 2007

	Morning
	· Complete preliminary data analysis & remaining detail work

· Prepare materials for debriefing session
	All
	Dover

	9:00 a.m.
	· Briefing with paratransit manager
	All
	

	1:00 p.m.
	· Exit Conference
	All
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DART First Transit Paratransit Rider’s Guide

(draft April 2007)

Attachment D

DART Customer Contact Sheet

Attachment E

DART ADA Transportation Application
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Thank you for your interest in DART transportation services

There are two types of public transportation available throughout the State of Delaware:

Fixed Route buses provide service at designated bus stops along specific routes on set schedules. Many Fixed Route buses now have features to make riding easier for people with disabilities, including wheelchair lifts, kneeling features, low floor buses, and voice announcements.

Paratransit Service is a door-to-door, shared-ride public transportation service for people whose disability prevents them from riding Fixed Route buses. You must call in advance to make a reservation to travel.

If your disability/medical condition or system accessibility/environmental barriers, prevents you from riding Fixed Route buses, you may be eligible for Paratransit Service some or all of the time. If your disability just makes riding Fixed Route more difficult or inconvenient, you may not be eligible for Paratransit Service under the Americans with Disabilities Act (ADA). Your ability to ride Fixed Route buses will be evaluated through the use of this application, and in some circumstances, an in-person interview.

What is the American with Disabilities Act (ADA)?
The Americans with Disabilities Act (ADA) is a civil rights law. The intent of the ADA is to remove barriers that have prevented people with disabilities from fully participating in life.

Under the ADA, Fixed Route buses are to be the primary means of public transportation for everyone, including people with disabilities.

Travel Training
DART offers free one-on-one or group training to teach people with disabilities how to ride Fixed Route buses. Call one of our travel trainers for more information:

Kent/Sussex Counties
760-2858

New Castle County
577-3278, Ext. 3589

Paratransit Service is intended as a safety net only for those people whose disabilities prevent them from using Fixed Route buses.

IMPORTANT: Medical condition or eligibility for other disability programs does not necessarily qualify you to use Paratransit Service.

The Application Process:
All information you supply is confidential and will only be used to help determine if you can ride Fixed Route buses or if you are eligible for Paratransit Service.

To assist with a proper evaluation of your ability to ride Fixed Route buses and/or your need for Paratransit Service, you may be scheduled for an in-person interview. This interview will give applicants an opportunity to present issues in "their own words". It will also provide an opportunity to ask follow-up questions in order to have a clear understanding of the abilities and needs of the applicant.

An in-person interview will be scheduled if it is determined that the Fixed Route may meet some or all of your transportation needs. A thorough review of the routes needed to meet your needs will be conducted, including an analysis of the accessibility of the routes and stops, as well as the environmental barriers that may exist. An in-person interview may also be conducted if a determination of eligibility cannot be made based on the application alone.

All questions must be answered in order for your application to be considered complete.

You will be notified whether or not you are eligible for Paratransit Service within 21 days. If you are not eligible, information regarding how to appeal will be sent to you. In addition, a DART Travel Trainer will contact you to assist you in understanding and/or utilizing the other transportation options that are available to you.

If you have any questions, need help filling out this application, or need an alternative format, please contact:

Ann Priestly, DART Eligibility Supervisor
760-2808

Please return your completed application to:

DART Application Processing
900 Public Safety Boulevard
Dover, Delaware 19901

Fax: 302-760-2914
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All questions must be answered before your application will be considered.

PART A. To be completed by applicant or on behalf of the applicant.

PLEASE PRINT

Applicant
( Male
( Female

Last Name
 First
 Middle

Residence Address: Street
Apt #

Development

City
State
Zip

Mailing Address (if different)
[image: image7.wmf]Please provide additional details regarding your address that will assist us in locating you. (road name and/or directions, color of house, landmarks, name of nursing home, group home, etc.)

[image: image8.png]Home Phone ( )
Cell Phone ( )

Work Phone ( )
Ext.
TTY ( )

Email Address (optional)
Date of Birth
Social Security #

[image: image9.wmf]Applicant Name

EMERGENCY CONTACTS (Required)

Primary: Name
Relationship

Home Phone ( )
Work Phone ( )
Ext.

Cell Phone ( )
TTY

Email (optional)

Address

Secondary Contact:

Name
Relationship

Home Phone ( )
Work Phone ( )
Ext.

Cell Phone ( )
TTY

Email (optional)

Address

Applicant Information:

1. Are you a:
( Current Paratransit Rider
( New Applicant

2. Do you need information given to you in any of the following formats?

· Yes ( No

· Large Print ( Audio Tape ( Braille

· Another Language
Other

3. Which of the following condition(s), if any, prevent you from using the Fixed Route system?

Check all that apply:

· None ( Physical ( Visual

· Mental Illness ( Brain Injury ( Mental Retardation

· Deaf/Hard of Hearing ( Other
 Briefly explain why this prevents you from using Fixed Route buses

[image: image10.wmf][image: image11.png]



4. Is your disability or health condition
( Permanent
( Varies Daily

· Temporary; expected to last until

5. Please indicate the primary mobility aids you use when traveling in the community:

	(
Support Cane
	(
Leg Braces
	(
Picture Board

	(
Long White Cane
	(
Crutches
	(
Alphabet Board

	(
Service Animal
	(
Walker
	(
Powered Wheelchair

	(
Hearing Aid
	(
Prosthesis
	(
Manual Wheelchair

	(
Oxygen Tank
	(
Hearing Device
	(
Scooter

	(
Other
	
	(
None


Note: DART may not be able to accommodate you if you wheelchair or scooter is longer than 48" or wider than 30" or if your total weight with your wheelchair is more than 600 pounds. (ADA §37.165)

6. Can you climb three steps with a hand rail, without assistance?

· Yes ( No ( Sometimes

7. Do you require a Personal Care Attendant (PCA) to help you travel? A PCA is a person specifically employed or designated to help with your daily living needs.

· Yes ( No ( Sometimes

8. Have you applied and been denied the use of Paratransit Service with DART before?

· Yes ( No

If yes, how has your situation changed:

9. Have you ever used or been trained to use DART Fixed Route buses?

· Yes ( No

10. Check the items listed below that might help you ride DART Fixed Route buses:

· Help with trip planning ( Wheelchair lift on the bus

· Help communicating ( Bus stops closer to my house

· Someone to teach me ( Accessible route to bus stops

11. What is the closest bus route to your home?

· Route #
 ( I don't know

Applicant Name

APPLICANT VERIFICATION

Application must be signed at the bottom to be considered complete.

Person completing this form if other than Applicant (check one):

( I certify that the information in this application is true and correct based upon the information given to me by the applicant.

( I certify that the information provided in this application is true and correct based upon my own knowledge of the applicant's health condition or disability or I have legal authority to complete this application.

Exceptions or additions:
Print Name
Day Phone ( )

Address
City
State
Zip

Signature
Date

Relationship to Applicant

Agency Name

Applicant Signature

I understand that the purpose of this application form is to determine if there are times when I cannot use DART Fixed Route buses and will require paratransit services. I understand that the information on this application will be kept confidential and shared only with the professionals involved in evaluating my eligibility. I certify that to the best of my knowledge, the information on this application is true and correct. I understand that providing false or misleading information could result in my eligibility status being terminated.

I give permission for DART staff to contact the professional who has filled out this application or given supplemental verification of my condition.

Applicant Signature X
Date
Print Name

PART B. To be completed by a professional who is knowledgeable about the applicant's disability.

Dear Medical Professional:

Please assist us in our ADA transportation eligibility determination process by providing additional information about the applicant stated on the Medical/Professional Verification Form.

Please do not list diagnosis as reason for need of paratransit services; we need to know how the limitation that the applicant has will limit their ability to ride a Fixed Route bus. The following is necessary for us to process the applicant's request:
· Thorough detail of the applicant's functional limitation(s), and how they inhibit that person's ability to board, use, and disembark from a Fixed Route bus.

· Thorough detail of the applicant's cognitive limitation(s), and how they inhibit that person's ability to navigate using a Fixed Route bus.

· Thorough detail of the applicant's physical limitation(s), and how they inhibit that person's ability to reach a bus stop or the destination from a bus stop.

Under the Americans with Disabilities Act (ADA), if a person has the functional capability to use DART Fixed Route buses, that person is not eligible for paratransit services. Disability alone and distance to and from a bus stop, by itself, do not qualify a person for DART Paratransit Service.

Many of DART Fixed Route buses offer lift equipped buses that are available to persons who have difficulty or who are unable to use the steps to board and disembark the bus. Additionally, all of DART Fixed Route buses "kneel", which lowers the bus to the ground, making the first step from the curb easier to make. Finally, DART offers travel training for persons who need individualized training using the Fixed Route buses.

If you think that the applicant could benefit from the services stated in the paragraph above, please make a note on the verification form so that their eligibility can be better determined and the proper services can be provided.

Thank you for your assistance. If you have any questions while completing the verification form, please feel free to contact me at 760-2808.

Ann Priestly

DART Eligibility Supervisor
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ADA ELIGIBILITY INFORMATION
MEDICAL/PROFESSIONAL VERIFICATION FORM

APPLICANT

To the Applicant: Sign below to allow the release of information from the professional who will be filling out this form.

I hereby request that information pertaining to my limitations that prevent me from using Fixed Route buses be released to DART for further determination of my ADA paratransit eligibility.

X Signature
Date
To the person completing this form:

This form must be filled out by a professional who is knowledgeable about the applicant's disability and their limitations. Please check the appropriate boxed regarding the person completing this form.

· Vocational Rehabilitation Counselor ( 0 & M Instructor

· Licensed Social Worker ( Physician

· Respiratory Therapist ( Physical Therapist

· Psychologist ( Mental Health Counselor

· Psychiatrist ( Podiatrist

· Audiologist ( Optometrist

· Independent Living Specialist ( Other
1. Indicate nature of applicant's disability (check all that apply)

· Impaired or assisted ambulation: Specify mobility aid:
· Arthritis: Specify extremity:

· Cerebrovascular Accident

· Pulmonary: Does applicant travel with Portable Oxygen Tank? ( Yes ( No

· Neurological Handicap

· Cardiac

· Kidney Disease

· Legally Blind

· Severely Visually Impaired

· Alzheimer's

· Dementia

· Mental Retardation (indicate one) ( Moderate ( Severe ( Profound

· Cerebral Palsy

· Autism

· Deaf/Hard of Hearing

· Seizures: Specify nature of:

· Mental Illness

· Other

Applicant Name

2. How does the applicant's disability limit their ability to use a lift equipped Fixed Route bus?

3. What is the expected duration of the applicant's disability?

( Permanent

( Temporary Expected duration:

4. Is there any other aspect of the disability that would assist DART in making a determination on the applicant's ability to use Fixed Route buses?

This section must be completed for application to be considered complete.

I certify that the information contained in this application is true and correct to the best of my knowledge and ability.

Signature
Date
Print Name

Professional Title

Clinic/Agency

Address

Phone

If Part B of this application is being completed separate from Part A,
please return pages 6-App and 7-App to:

DART Application Processing
900 Public Safety Boulevard
Dover, Delaware 19901

Fax: 302-760-2914
If you have any questions on completing this section of the application, contact:

Ann Priestly, Eligibility Supervisor
760-2808

7 — App

END OF APPLICATION

Attachment F

In-Person Interview Script


APPLICANT______________________________________________________

PART A.  

1. Verify that the applicant understands why they have been called in for an interview and explain how the interview will work.

Understands?
YES
NO

Any concerns voiced by applicant regarding process? 

2. Verify the applicant’s name, address and telephone number used on their application.

Document any differences.

3. Verify the need for and use of a mobility aid (including PCA) if documented on the application.

List mobility aid(s):

4. Explain briefly the difference between DART Fixed Route and DART Paratransit Service.

Fixed Route buses provide service at designated bus stops along specific routes on set schedules.  Many Fixed Route buses now have features to make riding easier for people with disabilities, including wheelchair lifts, kneeling features, low floor buses, and voice announcements.

Paratransit Service is a door-to-door, shared-ride public transportation service for people whose disabilities prevent them from riding fixed route buses.  You must call in advance to make a reservation to travel.

Does applicant appear to understand the difference?
YES
NO

APPLICANT _______________________________________________________

Comments/Considerations

PART B.

What limits your ability to use Fixed Route buses?

How does that prevent you from using Fixed Route?

1. Does your disability or health condition affect your ability to use Fixed Route buses in extreme weather conditions?
YES
NO

What type of weather?

How does it affect your ability to use Fixed Route?

2. Are you able to use stairs?  (only ask ambulatory applicants)
YES
NO
3. Have you ever tried to use Fixed Route buses in the past?  YES
NO

How recent?  

Describe your experience(s).

4. Have you ever been trained or shown how to use Fixed Route?   YES   NO

Recently?

Who trained/showed you?

Would you like to receive travel training?
YES
NO

5. Do you know where the closest Fixed Route bus stop is to your home? YES  NO

Can you tell me where it is?

6. Describe the terrain around your home or apartment in relation to getting to the bus stop.  (sidewalks, hills, grass, gravel, distance, etc.)

7. Are you able to get to the closest Fixed Route bus stop from your home?  YES  NO

8. Do you need assistance from another person when you travel in the community?

YES
NO
SOMETMES

What type of assistance do they provide for you?

9. Do you know about our Reduced Fare Program?  YES
NO

Do you have a Reduced Fare Card?
YES
NO

LEGALLY BLIND ONLY:

Do you have a DVI Card?

If not, would you like information on how to obtain one?

10. Do you know about our SCAT Program?   YES
NO

Do you have a SCAT Card?
YES
NO

11. Can you tell me what time it is?

12. Do you carry any form of ID with you when you travel?

13. What is your home address?

14. What is your home telephone number? 

Can you dial your home telephone number?  (Have applicant demonstrate ability)  

15. Can you identify the schedule for Route 33?

16. Here are some coins.  Can you tell me what they are?  

How much money is that?

17. Here are some coins.  Can you identify how much of that money you need to pay your fare on the Fixed Route Bus?

(DO NOT ASK QUESTIONS 19-24 IF APPLICANT IS VISUALLY IMPAIRED)

18. Here is a picture of a traffic light found at an intersection. (Show picture of stop light)   

What does red mean?  

What does yellow mean?  

What does green mean?  

When can you safely cross the street?

19. Here is a picture of another traffic light found at an intersection.  (Show picture of a walk/don’t walk sign)  Do you know what these symbols mean?

20. (Show pictures of a Fixed Route Bus and a Paratransit Bus)  Can you tell me which of these is a Fixed Route Bus?  

21. (Show an actual bus stop sign with pre-designated routes)  Do you know what this is?  

Can you catch your bus at this stop?

23. Can you read the signs on the front of a Fixed Route bus?
YES
NO

(Show picture of destination sign on bus and ask applicant what it says)

24. What do the signs on the front of the bus tell you?

25. Have you ever transferred from one Fixed Route bus to another by yourself?

YES
NO

26. Have you ever changed buses or gotten off the Fixed Route bus in a busy downtown area?

YES
NO

Did you make out OK?

27. If you were riding the Fixed Route bus, and you forgot where to get off, what would you do?

28. Have you ever gotten off the Fixed Route bus at the wrong bus stop?

29. What did you do when you realized you were in the wrong place?

30. If you had to cross a busy road or intersection, and the stoplights weren’t working, what would you do?

31. If you wanted to take the Fixed Route, how would you find out what stop to go to?

32. How would you find out what time the bus comes?

(ASK QUESTIONS 1-8 ONLY IF APPLICANT IS VISUALLY IMPAIRED)

1. Are you able to travel alone?
YES
NO
SOMETMES

2. If you are able to travel alone, are you able to cross streets without assistance?

At quiet streets with very little traffic

At intersections with traffic lights

At intersections without traffic lights

At very busy intersections and/or multi-lane roadways

If the person is partially sighted only (Questions 3, 4 & 5)

3. Are you able to see steps or curbs?
YES
NO
SOMETMES

4. Is your vision affected by different lighting conditions?
YES
NO
SOMETMES

Can you explain how?

5. Are there other conditions which affect your ability to travel alone?  (Consider in particular the impact of environment noise or the inability to distinguish traffic flow patterns)
Verify information about any mobility training or travel training started or completed.  

6. Have you ever received any mobility training or travel training on Fixed Route?

YES
NO

      Where or from whom did you receive the training?

7. If yes, what routes and/or destination were you trained to use?

8. If no, would you like to receive this training?

YES

NO

If no, why not?

CURRENT TRAVEL INFORMATION

Tell me about the trips that you currently take most frequently or that you anticipate taking frequently.

FROM




TO




FREQUENCY

_______________________
_________________________
___________

_______________________
_________________________
___________

_______________________
_________________________
___________

Is there anything else you want to tell us about your abilities to use Fixed Route or your limitations?

APPLICANT _______________________________________________________

OBSERVATIONS:  Check anything that is not consistent with expressed limitations, and provide brief description of activity.

· Walking in / out of room
· Sitting down / standing up

· Dressed appropriately for weather

· Ability and method of communication

· Presentation (anxiety, distracted, unusual behaviors, upset, etc.)

· Anything significant before, during, or after interview

INTERVIEW SUMMARY FORM

Name of Applicant __________________________________________________

Date of Interview ___________________________________________________

Description of Disability/Health Condition(s) ______________________________

_________________________________________________________________

_________________________________________________________________

Does disability appear to affect the functional ability of the applicant to use fixed route service ?

YES

NO

NOT SURE

Based on information in the application form, and information and observations from the interview, does the applicant appear to be able to get to and from fixed route stops throughout the service area?

ALWAYS

SOMETIMES

NEVER

NOT SURE

Apparent Issues:

(
Distance that can be traveled

(   Curb-cuts

(
Terrain/slopes



(   Street crossing

(
Snow/ice




(   Waiting for bus (no bench)

(
Uneven/broken surfaces


(   Waiting for bus (not detectable)

(
Heat/humidity



(   Wayfinding for infrequent trips

(
Cold





(   Wayfinding for any trips

(
Low light/bright light



(   Lacks community mobility skills

· Lacks safety skills

· Other: _________________________________________________________

Description of Issues: __________________________________________________

____________________________________________________________________

____________________________________________________________________

____________________________________________________________________

____________________________________________________________________

____________________________________________________________________

____________________________________________________________________

____________________________________________________________________

____________________________________________________________________

____________________________________________________________________

Based on information in the application form, and information and observations from the interview, does the applicant appear to be able to board, ride, and disembark from a fixed route vehicle?

ALWAYS

SOMETIMES

NEVER

NOT SURE

Apparent Issues:

(    Needs lift/ramp



   (    Balance on moving vehicle

(    Can’t maneuver onto/stand on lift
(    Can’t recognize infrequent destinations

(    Can’t maneuver to securement area
(    Can’t recognize any destinations

(    Other _____________________________________________________________

Description of Issues: __________________________________________________

____________________________________________________________________

____________________________________________________________________

____________________________________________________________________

____________________________________________________________________

____________________________________________________________________

____________________________________________________________________

Based on information in the application form, and information and observations from the interview, does the applicant appear to be able to understand and “navigate” the fixed route system independently?

ALWAYS

SOMETIMES

NEVER

NOT SURE

Apparent Issues:

(    Understanding/processing information

(    Dealing with unexpected situations

(    Memory

(    Transferring between routes

(    Other ____________________________________________________________

Description of Issues: __________________________________________________

____________________________________________________________________

____________________________________________________________________

____________________________________________________________________

____________________________________________________________________

____________________________________________________________________

____________________________________________________________________

RECOMMENDATIONS:

· Unconditional eligibility

· Conditional eligibility

Conditions: ___________________________________________________________

____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

(
Temporary eligbility:
Eligibility period: _____________ months


Travel Training
(  YES
(  NO

(
Not eligible


Reasons: ____________________________________________________________

____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

Interviewer Name: ________________________________________________________

Signature: _________________________________________ Date: ________________

Attachment G

Sample Determination Letters (6)


December 4, 2007

 MERGEFIELD Address2 
Dear :


Based upon a review of your application, it has been determined that you do qualify for paratransit services within the service area as defined by the Americans with Disabilities Act (ADA).  The service area is defined as the area within ¾-mile of the fixed route service.  Trips outside the service area will be accommodated as resources allow.  This determination also enables you to use similar paratransit services nationwide in accordance with each state’s paratransit service system. 


Enclosed is your ADA Identification Card.  Please carry it with you at all times.  There will be a $5.00 charge for the replacement of lost or stolen identification cards.


Also enclosed is information about DART and the paratransit system as well as other available transportation options.  Please do not hesitate to contact Customer Relations, at 1-800-355-8080, if you have questions.


Sincerely,

 
Ann Priestly


Eligibility Supervisor

AP:tr

Enclosures






June 8, 2007
 

Georgetown, DE 19947

Dear Mr. :


Based upon a review of your application, it has been determined that you are conditionally eligible to use paratransit services within the service area as defined by the Americans with Disabilities Act (ADA).  The service area is defined as the area within ¾ mile of a fixed route. Trips outside the service area will be accommodated as resources allow. Your eligibility has been made conditionally based on the following:

1. The information obtained from your application and in-person interview shows that at times you may be able to use the fixed route service. However because of your disability, you are have been made eligible to use the fixed route service to travel to and from your job site at WalMart, 4 College Park Lane, Georgetown, DE 19947.

 
According to the Americans with Disabilities Act, eligibility for ADA paratransit service is for people who cannot, due to a disability, utilize fixed route transit service. This determination applies only to your eligibility for ADA paratransit service offered by DART.

If you do not agree with this decision concerning your eligibility, you have the right to appeal this determination.  You may request an Informal Review or a Formal Appeal of this determination within 60 days of receiving this letter.  Detailed information is enclosed on how to proceed with a review or an appeal

Enclosed is your ADA Identification Card.  Please carry it with you at all times.  There will be a $5.00 charge for the replacement of lost or stolen identification card.
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June 8, 2007

           We encourage you to use the fixed route service.  If you would like assistance learning to use this service, you may contact a travel trainer at either 302-760-2827,302-760-2896, 302- 760-2905. 


You may also call our Information Center for schedule and route information. The number for Kent and Sussex Counties is 1-800-553-3278 or for New Castle County 1-800-652-3278.


Also enclosed is information about DART and the paratransit system as well as other available transportation options.  Please review this information carefully.  It contains detailed information you need to know to successfully utilize our services.  Please do not hesitate to contact Customer Relations, at 1-800-355-8080, if you have questions.

 Sincerely,

   Sharon McCalister

                                                                              Travel Trainer

                                                                      


July 02, 2007

Magnolia, DE 19962

Dear Ms. :

Based upon a review of your ADA Transportation Application, DART has determined that you are eligible for temporary paratransit service.  This determination is based on the following:

1. The information provided in your application does show you have a medical condition that might make using the fixed route bus service difficult. However, there was no information showing that you cannot independently navigate the fixed route system due to this medical condition. 
2. In your in-person interview on June 29, 2007, you stated that you do take medication for your panic attacks but it makes you sleepy. You also stated, that you are able to get to the bus stop but are unable to board because you start to have an attack. Therefore, DART will provide you with 1 month of  temporary paratransit service under the condition that you go through our Travel Training Program.  Your services with DART will end August 02, 2007.

3. In a phone conversation with you on July 2, 2007, you stated that you would go through our Travel Training Program starting July 9, 2007.
According to the Americans with Disabilities Act, eligibility for ADA paratransit service is for people who cannot, due to a disability, utilize fixed route transit service.  This determination applies only to your eligibility for ADA paratransit service offered by DART.

If you do not agree with the decision that has been made concerning your eligibility, you have the right to an appeal.  You may request an Informal Review or a Formal Appeal of this determination within 60-days of receiving this letter.  Detailed information is enclosed on how to proceed with a review or an appeal.         

Page 2

July 2, 2007 


We encourage you to use the fixed route service.  If you would like assistance learning to use this service, you may contact a travel trainer at either 302-760-2827,302-760-2896, 302- 760-2905.

You may also call our Information Center for schedule and route information. The number for Kent and Sussex Counties is 1-800-553-3278 or for New Castle County 1-800-652-3278.

If in the future, there are any changes in your situation that you feel would impact this determination, you may reapply at anytime.

Enclosed is information about DART and the paratransit system as well as other available transportation options.  Please review this information carefully.  It contains detailed information you need to know to successfully utilize our services.  Please do not hesitate to contact Customer Relations, at 1-800-355-8080, if you have any questions.

Sincerely,

Belinda Strickland

Travel Trainer





June 20, 2007 

Hockessin,  DE 19707

 Dear Ms. :


Based upon a review of your ADA Transportation Application and In- person Interview, DART has determined that you are not eligible for ADA paratransit service. This determination is based on the following:

2. In part B of your application it states, that you have seizures and that they are possibly medication induced.  During a phone conversation on June 18, 2007, you stated that you have only had 1 seizure and the medication that the doctor thinks may have caused the seizure you are no longer taking.

3. Also, during our phone conversation you stated that you feel fine and you were going to speak with your doctor about releasing you to drive.

         According to the Americans with Disabilities Act, eligibility for ADA paratransit service is for people who cannot, due to a disability, independently utilize fixed route transit service (regular bus service). This determination applies only to your eligibility for ADA paratransit service offered by DART.    

           If you do not agree with the decision that has been made concerning your eligibility, you have the right to appeal this determination.  You may request an Informal Review or a Formal Appeal of this determination within 60 days of receiving this letter.  Detailed information is enclosed on how to proceed with a review or an appeal.  

We encourage you to use the fixed route service.  If you would like assistance learning to use this service, you may contact a travel trainer at 302-760-2827, 302-760-2896 or 302-760-2905.
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June 20, 2007

You may also call our Information Center for schedule and route information.  The number for Kent and Sussex Counties is 1-800-553-3278 or for New Castle County is 1-800-652-3278.                                                                                                                                                                                                                                                                                                                                                              

Please note that in the future, if there are any changes in your situation that you feel would impact this determination, you may reapply at anytime.


Sincerely,

                                                                   Ruth Easter

                                                                   Travel Trainer

AP:

Enclosures: Dart’s Appeal Process

         ADA Paratransit Eligibility Criteria

         Travel Training Brochure

         Transit Options Information

June 22, 2007 

Camden Wyoming, DE 19934
Dear Ms.:


Based upon a review of your ADA Transportation Application, DART has determined that you are not eligible for ADA paratransit service.  This determination is based on the following:

1. There is no information on your application that shows your disability would prevent you from using the fixed route bus.  

According to the Americans with Disabilities Act, eligibility for ADA paratransit service is for people who cannot, due to a disability, utilize fixed route transit service (regular bus service).  This determination applies only to your eligibility for ADA paratransit service offered by DART. 

Although you do not qualify for service under the ADA, based on your age, you do qualify under the status of Elderly. In order, to obtain this status, please send in proof of age. Once you are certified Elderly, you may utilize our door-to-door transportation services on a space available basis.  This means that if the demand for ADA service is high at the date and time you wish to travel, you may be given an alternate time or your trip request may be denied.  

If you do not agree with the decision that has been made concerning your eligibility, you have the right to appeal this determination.  You may request an Informal Review or a Formal Appeal of this determination within 60 days of

receiving this letter.  Detailed information is enclosed on how to proceed with a review or an appeal.  
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June 25, 2007

You may also call our Information Center for schedule and route information.  The number for Kent and Sussex Counties is 1-800-553-3278 or for New Castle County is 1-800-652-3278.

Please note that if in the future, there are any changes in your situation that you feel would impact this determination, you may reapply at anytime.


   Sincerely,

                            Sharon McCalister                          

                                                           Travel Trainer

AP:

Enclosures: DART’s Appeal Process

         ADA Paratransit Eligibility Criteria

         Travel Training Brochure

         Transit Options Information


                                                                                               July 2, 2007

New Castle, DE 19720

Dear Mr.:

           Based upon a review of your ADA Transportation Application, DART has determined that you are eligible for Dialysis Service only.  You are eligible to use paratransit service for trips to and from the dialysis center only.  This determination is based on the following:

1. The information in your paratransit application shows that you have a kidney disease and you are a dialysis patient.  It further, shows that you have difficulty walking and standing for long periods of time.  Therefore, DART has determined you are eligible for Dialysis Trips Only.  You may use paratransit to and from the dialysis center only.


According to the Americans with Disabilities Act, eligibility for ADA paratransit service is for people who cannot, due to a disability, utilize fixed route transit service.  This determination applies only to your eligibility for ADA paratransit service offered by DART.

If you do not agree with this decision, you have the right to an appeal.  You may request an Informal Review or a Formal Appeal of this determination within 60-days of receiving this letter.  Detailed information is enclosed on how to proceed with a review or an appeal.                                           

Also, enclosed is your ADA Identification Card.  Please carry it with you at all times.  There will be a $5.00 charge for the replacement of lost or stolen identification card.     

We encourage you to use the fixed route service.  If you would like assistance learning to use this service, you may contact a travel trainer at 302-760-2827, 302-760-2858, 302-760-2896 or 760-2905. 
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July 2, 2007

You may also call our Information Center for schedule and route information. The number for Kent and Sussex Counties is 1-800-553-3278 or for New Castle County 1-800-652-3278.  If there are changes in your situation you feel would impact this determination, you may reapply at anytime.  

Sincerely,

Ruth Easter

Travel Trainer

Attachment H

Appeal Process Information and Form


	DART ELIGIBILITY APPEAL PROCESS


· Applicant will be advised within 21 days of receipt of a completed application of their denial or of conditions that have been placed on their eligibility by mail.

· Copy of Appeal Process and Release of Information Form will be included.

· If application was completed by someone other than applicant, a carbon copy will also be sent to them by mail.

· Applicant will have up to 60 calendar days from date of receipt to appeal the eligibility determination made by DART.

INFORMAL REVIEW

· Applicant may request an informal review of their application and eligibility determination either verbally or in writing.

· Additional information provided will be reviewed and a decision made within 15 calendar days from received date.

· If applicant wishes to meet with DTC staff to review information, an informal review session will be scheduled within the same 15 calendar days.

· If original determination is overturned, a telephone call will be placed to applicant and/or their advocate, followed up by a letter.

· If original determination is upheld, applicant and/or their advocate will be contacted by telephone advising them of decision and providing information regarding Formal Appeal Process.  This will also be followed up with a letter. 

     Information regarding the Formal Appeal Process will be included.

FORMAL APPEAL

· If applicant is requesting Formal Appeal instead of an Informal Review, the applicant must notify DART within 60 days of initial determination verbally or in writing. 
· If applicant is requesting Formal Appeal because they do not agree with determination made during the Informal Review, the request must be submitted within 30 days of Informal Review determination.  The request may be made verbally or in writing. 
· A Notice of Right to Appeal Form must be received before a hearing can be scheduled.  This form gives written consent that individuals outside of the Delaware Transit Corporation will have access to information provided by the applicant during the application and appeal process.
· Upon receipt of Notice of Right to Appeal Form, a hearing before the Eligibility Appeal Committee will be scheduled within 20 calendar days.  Applicant and/or their advocate will be required to attend hearing. If needed, transportation will be provided at no charge for the applicant and/or their advocate to and from the hearing.  Advocate must be picked up and dropped offf at the same location as the applicant.
· The Eligibility Appeal Committee will make a final determination within 10 calendar days of the hearing.  The decision of this committee is final.
· Applicant will be notified of the decision by telephone, followed up by a letter mailed to applicant and/or their advocate. 

ELIGIBILITY APPEAL COMMITTEE

1 DTC Representative (not involved in original determination and non-voting)


Eligibility Supervisor OR


Customer Service Manager OR


Assistant Customer Service Manager

1 Expert in relative disability field (available to answer questions regarding specific disability) non-voting  

In addition, the DTC staff member who conducted the interview will be present to answer any questions by applicant or members of the Committee regarding initial determination.  If an Informal Review has been conducted, the appropriate DTC staff member will also be present.  The DTC staff members are non-voting.

Voting Members include:

2 Members/Customers from EDTAC (Elderly and Disabled Transit Advisory Committee)

1 Professional from the Disabled Community

The Decision of the Appeal Committee is Final.

Revised: May 16, 2006


Notice of Right to Appeal
You have a right to appeal any decision.
Under the provisions of the Americans with Disabilities Act [§37.125(g)], you have the right to appeal any determination that you are not eligible for ADA complementary paratransit service or any restrictions which may have been placed upon your use of the service.  You must make your appeal within sixty (60) days of your receiving your determination. 
If you wish to make an appeal, please fill out the following information.  Attached is information regarding the DART Eligibility Appeal Process.  You may designate an advocate in this matter if you wish.

Name

_________________________________________________________        

Address
_________________________________________________________

City     
                                                     State                Zip Code ______                 

Daytime telephone ______________________________________________________ Designated Advocate, if any  _____________________________________________   Advocate’s Daytime telephone ____________________________________________                                                                                              

To assist us, please provide any additional information that you feel may assist us in reviewing your eligibility for paratransit service.

You may submit written material regarding your disability and your functional ability to use transit service as part of this appeal.  Please Note:  All materials submitted will become a part of your appeal process and will not be returned.

On the basis of the above statement (and supported by any material submitted), I hereby appeal the determination of DART limiting/denying ADA paratransit service.  Paratransit service will not be provided during the appeal process.  I understand my appeal will be reviewed as outlined in the DART Appeal Process.  Should a determination not be made within 30 days of the Formal Appeal, paratransit service will be provided until such time as a determination is made.

I also understand, that through the appeal process, members of the EDTAC Appeal Committee will have access to information that I have provided to DART as part of the application and appeal process.

[  ]  I am requesting an Informal Review 

OR

[  ]  I am making a Formal Appeal

Signature                                                                      

Date                                        

Mail this completed form, along with any other written documentation, to:

DART Eligibility Appeal Process

900 Public Safety Boulevard

Dover, DE  19901

If you have any questions regarding the appeal process or

would like this information in alternative format,

please contact:

Assistant Customer Service Manager at 302-576-6002

or

Eligibility Supervisor at 302-760-2808 
Revised: May 16, 2006
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Paratransit Schedule Suggestion Form
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IN-PERSON INTERVIEW





� EMBED WangImage.Document  ���

















6 - App





5 - App





�





Applicant Name

















Applicant Name





1 - Info








PAGE  

_1070865167.bin

_1071297364.bin

