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Paratransit Program Overview:
Transit Plus provides federally mandated paratransit service for riders with 
disabilities who are unable to use the MCTS Fixed Route Bus System 
because of their disability.
• Operates the same hours/days of week as fixed route
• Trip duration on paratransit should be comparable to the time needed to 

make the same trip on Fixed Route
• Rides are scheduled from 1 day – 7 days before travel. There is no 

prioritization by trip purpose
• Trip is considered on time if the van arrives within a 30-minute window of 

the negotiated pick-up time.



Paratransit Program Overview:
The program fully complies with all federal ADA requirements, while also 
exceeding those standards by providing broader access, better affordability, 
and service above and beyond basic federal requirements to riders with 
disabilities.

• Milwaukee County provides countywide service, beyond the federal 
minimum of ¾ mile around Fixed Route. 

• Transit Plus fare is $4. Federal paratransit fares are capped at two times 
the Fixed Route Fare which would amount to $5.50 per ride.

• Drivers provide door-to-door service, beyond federal requirement of 
curb-to-curb service

• Transit Plus also provides a same day service through the non-mandated 
Same Day Pilot Program set to conclude at the end of 2026.



Our Task

MCTS, in collaboration with the Department of 
Transportation, and with input from paratransit 
riders and from advocacy organizations, shall 
evaluate current operations and recommend 
strategies to improve the rider experience, focusing 
on reliability, accessibility, timeliness, and overall 
customer satisfaction. 



Public Input
• Transit Plus held a series of public 

meetings in April to get input from the 
community.  

• Meetings were held at varied times 
and locations to maximize 
opportunity for participation.  Those 
who could not attend in person had 
the option to provide feedback 
online.

• MCTS staff served as facilitators and 
notetakers during the round table 
style meetings.



Public Input
• In addition to the public meetings, Transit Plus receives ongoing 

feedback from riders via the My Transit Manager App and direct 
feedback to our customer service representatives.



Public Input
• In 2025, a customer satisfaction survey was conducted with over 250 

valid responses from riders and their caregivers.
• The feedback received across all avenues is consistent.



Key Takeaways

Scheduling, Routing and On-
time Performance:
• More efficient scheduling and routing
• More timely pick-ups and appointment 

drop offs
• Improved communication on ride status
• Ability to independently schedule and 

manage rides
• Drivers who know where they are going

In general, most riders are satisfied with the service they receive.  
Areas for improvement fall into two categories:

Improved Rider Experience:
• Customer friendly staff who are 

knowledgeable about serving riders 
who have disabilities

• Staff who are polite and can answer 
their questions

• Reduction of radio noise and 
professional radio communication

• Drivers who read customer service 
notes and provide consistent door-to-
door service

• Drivers who are happy with their work 
and schedule



Recommendations
• Implement updated contract with Transdev with stronger LDs for 

performance below standards.
• Implement new scheduling software to provide more direct, on-time, 

efficient service with multiple avenues for communication and ride 
management as well as up-to-date GPS with live traffic information for 
drivers. Software is targeted to “go-live” in September 2026 with system 
optimization to take place in the months to follow. 

• Implement a wide range of customer experience improvement 
initiatives to improve the culture of service, understanding of persons 
with disabilities, professionalism, safety, communication and 
employee engagement.



Measure of Success

• By implementing these recommendations, the Transit Plus and 
Transdev teams will work collaboratively to decrease complaints 
and improve the service provided to our riders as measured by our 
Key Performance Indicators.

• In 2027, Transit Plus will again conduct a customer satisfaction 
survey to measure customer sentiment and to identify areas for 
further improvement.



Thank you
Frances Musci

Director of Paratransit
Milwaukee County Transit System
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