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COUNTY OF MILWAUKEE
INTEROFFICE COMMUNICATION


DATE:	August 1, 2016

TO:	Michael Mayo, Sr., Chairperson, Transportation, Public Works & Transit Committee

FROM:	Brian Dranzik, Director, Department of Transportation

SUBJECT:	Informational Report on Milwaukee County Transit System’s Paratransit Program 


POLICY

This report is for informational purposes only.


BACKGROUND

The Milwaukee County Transit System (MCTS) is required to provide complementary service to the County’s fixed route bus system under the Americans with Disabilities Act (ADA), for persons whose disability prevents them from having access to the bus system.  Transit Plus is the name of MCTS’s ADA paratransit program.  Vendors that provide Transit Plus program rides include the following:
· Transit Express, Inc., and First Transit, Inc. provide van services
· American United Taxicab Company provides on-demand trips
· First Transit provide agency rides to Goodwill Industries

Key Paratransit Service Statistics
There are over 19,900 registered Transit Plus program participants. Transit Plus services are available to eligible individuals nearly 24-hours each day, 7-days per week, year-round.  Annually, Transit Plus program participants take over 500,000 paratransit rides.  

	Paratransit Program
	2013
	2014
	2015

	Total Rides
	544,357
	557,272
	523,406

	          Van Rides
	          445,013
	          453,222
	          421,924

	          Goodwill Agency Rides
	            30,794
	            25,934
	            20,954

	          Taxicab Rides
	            68,550
	            78,116
	            80,528

	Avg. Cost/Trip
	$28.69
	$29.17
	$29.95

	Expense
	$15,710,000
	$16,340,000
	$15,676,000



Providing over half a million rides to thousands of passengers using hundreds of different drivers and vehicles necessitates a dedication to customer service by MCTS staff and its vendors.  


Transit Plus Office Staff and Services
The Transit Plus Office consists of 13 individuals that provide operational support, oversight and management of paratransit program areas including: 
· Contract Management for service providers
· Reconciling and processing vendor invoices
· Vendor site audits
· Monitoring and managing cases of ‘no shows’ in accordance with approved policies
· Public Relations, which involves investigating consumer complaints and concerns, and managing public commendations
· Recordkeeping and reporting of statistics for compliance with Federal/State requirements
· Performing in-person paratransit eligibility assessments in accordance with ADA standards
· Hearing and ruling protests and appeals regarding eligibility denials

Additional responsibilities of Transit Plus Office staff include administering the GO Pass program, and engaging in mobility management activities, which will be highlighted later in this report.  A recent audit found that Transit Plus Office staff perform their duties very well.  

Milwaukee County Audit of Transit Plus Program
In 2013, the Milwaukee County Office of the Comptroller, Audit Services Division, issued a report titled: Milwaukee County Transit Plus On-Time Performance and Customer Satisfaction Generally are Good, But Better Oversight of Vendor Complaint Resolution Efforts is Needed. In follow-up to the audit all recommendations were implemented, including installation of audio-video cameras in paratransit vendor vans. 

Transit Plus Complaint Investigation and Follow-up
Transit Plus has the ability to review video to investigate consumer complaints, public safety concerns and general service issues. ADA van service contract specifications require vendor cooperation and timely resolution of complaints:  
· Each van service provider must designate a customer service representative to act as the primary liaison with Transit Plus to effect timely response to customer issues.
· The vendors must provide audio/video recordings to Transit Plus within 24 hours of request or face liquidated damages, and the equipment must be kept in good working order.  
· Each van service provider must investigate and report back to Transit Plus, in writing, the resolution of complaints within 72 hours of notification.  In the event that MCTS determines that a contractor has not been timely, liquidated damages up to $l00 for each unresolved complaint can be assessed.  
· When a vendor receives a complaint directly from a rider, the complaint must be logged into the MCTS complaint database. Liquidated damages up to $100 for an unlogged complaint can be assessed.  
· Vendors are also required to record incoming customer calls to enable investigation of complaints about the handling of reservations and ride scheduling. 

As described above, all complaints are recorded for purposes of recordkeeping and reporting.   For every 1,000 rides that are provided there are about two (2) complaints received, although not all complaints that are received are found to be valid.  Other key statistics for a typical month (June 2016) of ADA van service follow.  

	Total Trips Provided
	36,590

	Productivity (trips/hour)
	1.92

	On-Time
	93.82%

	Average Ride Time
	41 min

	Average Distance
	6.77 mi

	No-Shows
	1,455  (3.79%)

	Complaints Received
	79



In addition to managing and overseeing paratransit services, Transit Plus staff work to make the regular fixed route bus system more accessible by engaging in mobility management activities.

Mobility Management
Mobility Management activities that support use of the transit system by older adults and persons with disabilities include:  individual and group travel training; community outreach and education; mobility device training; bus operator ADA sensitivity and passenger assistance training.  Mobility management also included the removal of barriers at bus stops.  Under this program, more than 250 bus stops have been made accessible to persons with disabilities.  

MCTS initiated mobility management services in 2009 using funds from the Federal Transit Administration (FTA) New Freedom Grant program, which is no longer a stand-alone program.  New Freedom has been incorporated into the FTA’s Section 5310 program; therefore, MCTS will seek to secure this funding in order to continue mobility management activities.  Since 2009, the Transit Plus Office has also provided free local transit bus rides through the New Freedom bus pass program to all conditionally eligible Transit Plus riders.  Since the first year of the New Freedom bus pass program bus rides by persons using a mobility device, such as a wheelchair or scooter have increased 88% from 51,900 to 97,613 in 2015.  


SUMMARY

The MCTS Paratransit Program, known as Transit Plus, manages all aspects of paratransit eligibility, service provision, reporting and compliance with state and federal requirements.  The operations are nearly 24-hours per day, year-round.  Service efficiency and effectiveness are closely monitored.  Providing good customer service is important to MCTS, its Transit Plus Office, and subcontractors.  Complaints are carefully recorded, investigated and resolved.  Finally, efforts to enable older adults and persons with disabilities to be able to successfully use fixed route services in addition to, or instead of paratransit services, are on-going.  


RECOMMENDATION

This report is for information purposes only.  

Prepared by:    Tracy Harrington, Director, Paratransit
		Dan Boehm, Managing Director, MCTS 


Approved by:


__________________________________		
Brian Dranzik, Director, Department of Transportation


cc:	Chris Abele, Milwaukee County Executive
Theodore Lipscomb, Sr., Chairman, County Board of Supervisors
	Kelly Bablitch, Chief of Staff, County Board of Supervisors
	Raisa Koltun, Chief of Staff, Milwaukee County Executive Chris Abele


