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" #$%&' (%&)* #+*(1+,$() &*-("+&.+(*&$Y)/
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"'#$%&' (%&)&$' (¥

!
Topic Guides on ADA Transportation ! ! M



SRS () S N !"#$%g| I

"#$%$H#&S'S(S)I( ! 1"#$% !

HSU& (), + B HSH&SW(Y(H)* SN &IS() |

"#$%&'$()*+,$-./.&0.,12$3+$#4#3$5)6/13&+5.$-.73.8'30%&0$&$-3,.-9'$+..,.,$&--37&1%)-$
"#$%&'(%&)&$' () *+&),()&!-(%)$%E&H)!. #*%&),)&0!%+$&)!1(%. $(+)$%)+.2(3*4$% &2 () 0$3(5
"#S%H&! &' (%&)! &Y BHIY ) * ("+&™ (‘#U!" -#(.")*") %% &H#*(S/*("(#S/"101.")!" (‘#%!"(&"-&'23"
school, medical appointments, recreational events, etc.” IFor example, in al"#$# "#$%&'()"*!
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riders from using the service and could be considered a practice that limits the
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For example, a rider who needs to be at work at ! I"#$#!1$%&'(1)*"+,-"./0N)*12*+(!
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all"#$%&' ($&) "' & " #SN & )#*+,-%.+,)"./%0!"#-1/%1%2+'3#2%0+4(%"5%6/(0.((,%

F1"#$#1"%&! a.m. could be offered. Further, with a I" "I"#$%&"!()"I$!" *"+&'

time policy, it is possible that the rider could be offered a ! I"#$#!%&'()%*! +&,-!./+!
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procedures could result in the customer arriving one hour late or two hours early
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questioned whether it is consistent with the ADA for a transit agency to offer only one pickup
"#3$%&$'$(&")&" & *&+","(&-(&,./0&.)&! $&OPL/$*1$2&!"#$%0&3P4-/*$&*/4,&-(&.5$0& " *& (.1 &-&
"#3$%& ' %&S$! () *+#S%E&' (") % (%*+%, (H#B(-".%(/+.&.,(01$23("$&(1#/4) (Yo#-&(#.(5&$&6+%&' (+$'(
I"#$H%NE& & () #P+&,-. & [#&'$)0+1'&) 2#0(.3&4!$E&H) (/&' $L5&SHE TH+'#%089&:; <&SH#(1==#H0%H#%&'[)'&
"H#S%&I#()S*+',"-*)./")%'%0-/1."2#..")%%'#,,"-,"&#!)'$) (-1&#1&-$'-3'1"&, "1 &4) %' O#!™) %,V '#
"#$1%!&'#() &(#*&&'$+!

"#3%&'()' (&#"*+%%$* (&#",&-""-)#* (") Y$#. ($*"(*""&"-$/+$*" (#,&-0)"(&#") L&+"-(2%-*3" (0$"
constraints as part of the booking process."#$%"& % $(#&)*+$(,-($&*$."*($"/(0'$(,0$12-(0*($-##&3-2$
"#$%&' ()& *+&),,-" 1#S5.1&!"#S/0&HS%&! Yo (#!)*I'+1*' %-*(.V",,-/'%!.-CF "#$% &' ()*%+$,-%$

I"HB61&! ()" ("(HI&'Yo+" Vo, +(,H(&IH-Y0.1(,/1+&(%0'&(*, #&(',(HIUHH&O(L H(H 2H+(HY%I&3(%' (4, 2$*('5/%."

th!"I#$%&'()*+)#)$%!#, +") (*$+) "#*(1#-+".+H(1"(0*)S'+$") "#, ¥ +#) LI+#"1* (1 #2'(#) (P&H' &) $'+"'#
that meet these needs and are within the one"I"#$%&"()#*+,-%.+,)"./ !

It is important to balance trip negotiation with system efficiency. I"#$%&'$" (#() *#+,$)#-"./ 1"
"HB%&' (#)*+)#,")-#)*"#.1(".0-#)/,"#1%'-) . +/")-#+'(#/-#2)*'H#)*"#% " "#$% &' ()" &* 1"#$%P&'(
'HPI0&"#'("#) " & # 1S &+"#"&*# |- #H A" HBUE () * %0+ $H,-Yo#$' .| SO HEHH! % &' (%0)!
"#$%!1&'()*'+(,+"-."+"+"-. /(01" [+-"+./'#() */1(0-2'3./'4/+-'5(-#. "#$"%&' ()" #$%"&'()!
I"H$&' () +() " QEUHSY&" () M HS "B V& ™ (&) )<+ H- i I'HS 1" # I"HB%& () HS%& () *+,$
"#$%&' (FN"#S%& % #($()*"$+#3$,+-#$".$/0'$"#$'1)/$.2$,2."#1$3#")4-#8AtDb p.m.I"#$%"
"#$%8&H#"1%()1%&*1+"%,-.. %, #!"Yo-IHHPHBA(#S% & () *+%,-"."#"&&()$)"/(.0(.0" a
H#P%E&' (") H#+",-$. 1%$0)"-'[-"I'  1"#BI%&" P (#H)#H+ #+-#".)"].) " HOS*. L2#SY & #($%0)  #(+P&(,#
"H#SH%&'%()!'*$+,-+'#+.$%*$/%&0*$1+$!--23-2%e!t tBe 3Bl er that the 5:301"#$%! R#$Y0&#
"#3$%& '$(&) Yor+¥(HH"#$%!&'(&'%")*%!+!)',-*$+*$-).'/+0%"1$*1$% . *#1 1 $*#$) *# THOUr
"#3%!&'H#P&())*+&*,)&-"$)-.+&)'-/")+*&3P)0'-*1-) &*" () &2%0o#+*-"H#*+3

Some transit I"I#$%!&' (1#)*+#8)$!$),-#'.(&-/(H!BHSY &' ( &I#!) &HE +$8&Yo+ H#'-#1)&#.1.$0.108&#
I"HSY6&! ()% +,-.(,)! 1"H I HSY6& (V¥ HS+S " ISH,)-#."#I*%0%) 1" L# Yot 23S H# 4" H*3/# Y0/ 3%-SH3-#'4"
I"H#$ 061896 $()$*) %S+, -$. WO SU6& (¥ (HH+, (- + . "*+/"+(H'SOL"2+)+#"3"1'+&*2+)4"$+'."+
I"#$%6& () &*$%"+$) 11" HISVoHH&H' (Yot )\ H S Yo" & &H'| (SHE)*+&, SHI-$+HIES Y& (HI WS% &
I"H#SY6& ()" # ()% (+96" - /*1"0%" 14" 2, (1)%*" %6213

!
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SRS () S N !"#$%g| I

"#$%$H#&S'S(S)I( ! 1"#$% !

I"H$%6& %" (J%&*")+",-  I'H'SN&(&H)*+& |

I"#3%&H#P' (%0)$*B(&'(+(,&-$*$./$(0$%1$$.(%0)B(.$2"%&+%S, (%&H#S(2&3%. (%" (%) B (*&, $*(".(%0) B(
tele!"#$%!!"#3$1%&" () &'$*+'$1%,-'1"))./$,#0!%.1%&"1%/"#(,%!"0'#) 1 21B8$% & '$#& () $%0&*)$
changes without notice to the rider. "#$%&'()*&+,*&'()--./(0&-#.' &(+"&(1#/#+/#$',+('&/2,-&(
"H#S"1%&H# #()*+3,-.1/-0#" 1" ,-*#,2' #(2'%&-"#,2-#,*-# ) #*'3-#,2-#1"#$%"&'#S%&' () *+&',-&(
conform to certain parameters. For example, the negoti!"#$%"&'#%'! (%) #%b!"#$%" U $%&™
"#3$%8&!%s told I"#$. I"#3%&H' ) &'#(*#+,$H#(+",-&)#./,0S#H&L&+#$% (*#'&2.$(1 &2 3H* M4 %.+5
I"#1$%&'()*B0"minute pickup window ("15/+15!"#$%& #%() *+&#)%o#,-*)#.%/#) 0&# 1 ROH2 3&H#- ) #
"#3%!| &HH!"#$$%&'$"()""*'hicle isn't coming and goes back inside. Meanwhile, the vehicle
"H#P%&ISH("#)&*' &+%&'&+,*"))-." ¥ I &, O 1#&2## 15" #P"#IW# % & " $%" (%) *+%",--) (%.","
M"#$I"#$%"&' ()% %*+'&, "#$%"' (&% " “shdmy, when, in fact, he had been present according to!
"#3$%&'()*+1%(&$"#$, +-$.%I#&0

!

| I"HSY6& () SHEX"+ H#-.(BH/$)0,#S!"#9%) 1"V OHEEE6 & () & #SY6 &, I

!

For these reasons, FTA has made many determinations that the negotiated time given to the
"#$1%"&%'$!(%")*+],-.,%- #%.$$#&%, +%/$%* ! +,$0,$#%". %8, L BUHKIBSH)BHE&* "+, #-. ($#

M"H#S%&H() *$+)*" %' 1&'-(L.)H# " O*)#(#, 112, *#$)] # "#P19%0&' () S(*(1#+, " #$-#")./#$

"#P%&!P' (%0)*(&+#(SHABID%E& (")#*+ !If transit agencies wish to make changes to any

"H#$H%NE&E' (Y0) B #E&*)+(*#,)- (-1 (*. &* (*"#/-(0*(1) ) $%"&' () *+%) &, "-.*)-&"&(/+%*"0) "' $% %) *"$!*"
"#$%&™ ($!")*%&+%",-$./$+$0&,"0$1+!1*%6$2"$0"+13",$%*$0"1")*%&+%"$+!1$*0&) &!+4$5& 16 75$%
original time should be maintained and not changed. Per the ADA scheduling window, any
M"#$%&' )#* ($+,(-&()+.&(,"# "#IS"%H#&" (#)"*%$"+,$'-." $/&$.*$,"*+)$0"

The agreed"I"#$%&'()%*+#!,-%.")./%H#$%&+)%-/'0)/1+%(.$'2)*&3%4)0)/., %56 7%787%I#(", .$9)%
I"H$"%& )"+, $&'- *$./0'&+)+$./+)++]). &$+)/". 1S & HSU &HSY&" () 1¥() "+ &' ="' ("]
I"HS06& ()" + (S, +#) #)$-)* I'HS&S! )& 11 "I"HS%&' ()%6$))*+%68H%, "), -Yo#$%6&. ) %*-'1)-0+%
I"HPYO& () H+(*HI&H+(, &-*(SI&*(,"(*I" /&*(,&*-& 01 (*+06*2+130(&-*+-* ("4*2, "H5&8/BA best

I"HE%&S (&) (+"(%"#,) &% (-, 5. (/#,&*)%)(Yo+(H0)+(1&)!0#. (%2 (18$34! (58, 1+5(#, 1(%2'(#1+8,%/' ¥
IS8 HBY0& (Y0) 1+, (- Y- 101 2%6* 1-/%2+-31*'%*1"%h-3(4+54%6+2(6%3*6*)(. (6-%6-04'%*-96 74418,
I"H#$9%6& () *+',)-%. -)*0'12%6#)(3%'-/%"."8%. " 3'45"*4'-5')' 657"%8'5.'0&5*:- #56%')*+'%6).,"%."
I"HS06& () *H+,)&I")&-.)-&.,&,!.00812-3.$456&,2&!")&7)" . *0)&28)-# XG0T LRHEL" () &" (*"
I"HI$68 () !

I"HB%&! ($)+&" &-.-&1/0,+#"/101$" &! " |



SRS () S N !"#$%g| I

"#$%$H#&S'S(S)I( ! 1"#$% !
"H$%I& )5+ I"HS%&!(( "I"HHSY%&
I"#$%& ()< ++)*$,1-$ "H$ IHS%E&S' ()'HE+ S ]

Providing timely paratransit service is more than ensuring that pickups are on time. It also
"#3%&" ()*"+)$,&+) " +%&-.&-/")+ & %-) $#-) S EIPRERK((#)*&+(,&-..)&-#)/.) " (0#&!1&(.2&
just being late, but also includes very early pickups or drop"!"#$!%

!
"THP%&M ()&*%+,-%! 1"# I"H#E%!&™ () !

The Pickup Window

I"HSUOHE! ()" #+(, & SE)HS " i+, (,"(, *%S " HS*. %" (4" O 1 D) RBVHEDN) &%0*+ 060+ U BV6%0& 'S 1H

IHE Y68 Vo &IHASI&" () &Y6SHI+,-* $(%6, /%! $Y610+*"196+1$2/%3+-150"+!"45-/%IS0#5(%! . $%65"2675%
I"H$Y61896'&()*&+,*&'*-$.&("012&3) 48" A& () *&H*5(&" 6% (-H(&+"HSYI 08 #& 78T &6-'-(-#4"(283)*8
I"HBOOI&" (¥ &t -, +&/*&)"+/"(0%"+182, /", (&3(&*[I"HSY&" ()& HSI"1%6" &1 ()" V6] (#'+), &1"%o~(!

I"HE 08! ("&) "+ 181+ +$.&/(+FO(& ("8 H"&H%H&"1)"0™& &2"&*"314&3BI&I3++$.85,*& ("&6" (+07"& &
1" HSBE,

"B#S%&'#"()*' &"$%(+*%0) &, #%0-. % (/OB E! "#S%E&' (1) (1 &* #+! R "#$%&" () &%0*"+,-*.%/-0%
"HS%&) VI (+,+(#-#.H# "HS%E&'(")&S " *$+,")-./$,-1$&!#-01"1,&2$ Finute on"I"#$%
"#$%!&'()%*'+,-'./,-$01-$'2"/302'+"*-'+%' I" "#$%&'(1)*&'+!&,'!(-,".%/".1&#"10 1"#$! ).!& The
"#$%"&' O#"&*+, (- +&+* #", +/&(+&(0"%, +.[#L(#12"#*("(3L4+5% 1L ("*(/&(,+.1(+6(+, (TH#+31*(7$(
"#$%&' () *VoHS% 1 #8& %! () ¥ (#+,-) HEHS! "' 1"H#S%&' () *(+*%+SHISHI V&N #$%E&' (") * S ('
"H$%I&&(")*" "I"H#S%&" ()*+,%-.$'$%+.$%/$.*01$%0" (%" */$%23%4* (5+$) Yo 6HBREY(8'%
"#$%&H# $&()'$*+,$*&-.)/+- &Y +20!"( !

"#3%8&'()%$*&+,-*$."-)/,$+-0$1#$/-+2# 303 HP!"#$%&'&()*+!1(&,)-./,&/0& "#$%&'(1)*!
less is standard in the industry. FTA has accepted pickup windows up to that length, and found
" 1"#$%&'(1&)1*'1&))1+)$,4) !

!

I"#$9%&'()%$)+,$-").$/).&01$, "#$280/-23$0-,$#4.5&#.$-.$54,#.3%,-$64#$
I"H$%&' (&) "H)* %o+

| I"H$968 ()%*+(,)%-.%/",, %-.%0+1'%24#3456.

I"4$96&' ()%$4)+,$-").$/).&01$, #$2&0/-23$0-, $#4. 58#.$-.$54 #.3$,-$64$-0+& /4. #/$-0$,8*#7$80$
I"#$6&" ()" +1,%6-$. &$196/0$12$+) & 3%(00*-$%4$&&Y65$/"0$%). $Y6(++" 2+ $696 7+ 827%4*+6"4, %!

I"HB%&! ($)+&" &-.-&1/0,+#"/101$" &! "



SRS () S N !"#$%g| I

"#$%$H#&S'S(S)I( ! 1"#$% !

I"HHSY&SH("B(Y0)*($"+, (.5, ("I HSYI& G HSY& " (18)* + - (. &(1&/H-& N (1-./-&F(-"&-". &
I"HSY6&S B())*+,*-$-+ */0)$) 1/2$'$-34*5$02*$0-'+)30$', *+/6$) 27 184$/7+)34*-$30$'$93))*4$0-3(5$
I"HS00068& (B&)B(HHHSE&, -+ %&I"#.8/0&-"I($0&)S(*+#$80$'10"%6& 1/0& ($&0*2$ORPHBYREL. ($&40%
I"HSIHSYo& (S +H #-#.| +#"0-1+ %6 1/ 2HYo 34+ A HB IAAGYERIOBYBN, $-. "SI%) /HS0IHE) 12, 1+
IHSUOHE (") U (F S+ %Yo HUb(([HYe* +"-%601%'Y0H#-23"

"#$%#$%E& ' ()*$'%")+,-% . #E#1$15%"& ' ("&)*+,-)&.*/0$. # "#S%&'(&)*)&+,'-1./0,1!1&%'$2'

M"#$%&' () & YHB%&' () *+,$&-$+./+$0&%0#0-$./1#$"2$3/,$24$5"23& "6 $+ 25 7#50#/%,8$9*-2:$+.2)6.$
I"HBY08 (& VH)*Yo+" Yot +(%-$). +/%$) &-*%0" &% 1$&,) +%6,8'21961314%)19614"22'+/5%" 4$&%, &'2!
"#$%&' (&)#(*+,-(.,$/01(&,"(.$!"specific. And early departures to some destina!"#$%&'()&

result in drop"!"#$%&'()%'$*+&,$')-%"#$#+!. (-$&")/%0$&,-$1&2$%/%,$3%$-&,4%" . #0$#.5+$&#$

I HSHOLE () + 00" *- VHY(/" 101213 [ (A1 25H- HY& H1'*6/%T"

!

FTA has expressed concern "#$%!"##!$%&" (%) *'1"#$%! &!

!

I"HFY6& SO +("($-/-(HISO/BL& VHSYSHE ¥+, 1&-#.~[+-01#23, 242, | 1+2#, 4-18+-1#3 |-#2"#

I"HB6&" ($Y6)*+,-).1%"#0% 12" 1%. 31&Y 1" # * 1 %" 4&H#+*& . %")) &% 13%58%) &. .- *#4%*0&'.%13%"
I"H$%0& )+, &-1H&OLI& () *+&2(34/25&,/610(6!,&)/3, (AH"-$%&- LT N"HS%E&'()*%+$", %$

"B Y0& () (" + &L HSYHE H() ¥+ (- " H+ X%/ H) %" 0% YoHS& () +"S&LHH(-2#+$) 3/ +YoHAS*&H
I"HBY0& Hb() 1 U6* & H-%6) %o+)%()1 %, -."%1)%6/) &' +01%62()"# Yo H3-#, Yo HA) S5#(+#+6% 789 H%!'&( !
I"#$%68&' ()*+,-.(/$)01,%0(+1(1#/$)01,%0(/0) (%! 1 1/#1)(0*10(. 1/2#1) (| 1#($+0(0+(LEBII0LM)HS
I"#$%68&' ()&*&+)(,-.)&!)/"$)&'(0&1)0,11,10&"/&' () &2 U3 S Y& ($)*#

I"HSY68, (") +"), #(-./) 0#$182

"#S%HSE' ()" *+"#"(#),$+-()., #"[ #'S.01'#25+3(2#.(+.,""#2%"/#)$3,)%4#3)$5,)%4#335%'*" ./, ) Yo 4 #*+3#
"#1S%E& () HEH* +, - " 1H#+.%/+(&0"1'#"+) (&+2)-"1#8&%)-+ (I HIHI$% & 1% () *+,(-%.*+%&") */% &' %
H#S%E&™S(&)* " +#", 'S B(',-*.'[0--1*$2"*-"1-*#P('$(+#", *#"3$1"3'2)4" (*#"3"("31)*$-,.!

When the reservationist confirms the final trip information, instead of saying: “We will pick you
M"H#SWAHSU%"S&'(1)*I4+,- 1+ JOAS% & #*$+#S#, &L #HS %0 "G+ 30" #$%& #("") *"+,-./0+("12+"

"#S%E& () HE* +(,-. X H& " Y. *#%/0*1 2" 3"--*4'+ 5*/(,*, 4*6" &IV HBN " #B"#S#%! &' (1) (*+,-1.*!
"#1$%&'()%!*+($%)*,()-%.*//%0(1&+(%+&) (%(,21#! (,%#0&2!%!"(%3*1423%.*5,&.6% 7#58%9:;%;<
"#3%&'(1)* I"#$"%&'$()*+,""-(,$(.&'/01+2'23"$45112/()"16"1"$(61!)$(.'23"5%$) 7+5'%$(,1%'

"#3$%&" (&) % (*+$%#",(Yo#$(-%0,*.(%*%& () (&M#"012

!
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IN ADA PARATRANSIT! 1"#$% !

SRS () S N "H$96& 6'

"4$-I"HE%8. ()" %"+ &

Riders need to be ready throughout the pickup window. Typically, transit agencies establish a
I"# "minute wait time in order to designate a clear limit on how long the vehicle will wait for
I"#$%&'#%$(1$)&*H,)-$

I"HB%&'S()F)+,-.) ($*06&*$406)$/0)$,-. 1%)'$, &2%$.3*$4)5-.$1.*-6$*06)$
1"#$"06& ' %" (Y0l "H$% &

I"H$%8 ' B()*)+,-.) ($*%&*$*%6)$/0)$,-. 1%)'$,82%5.3*$4) 5L #$% &I (1) $*+$!,-1$'(1.%6/0"1

I"HS001&" " HEHY& (¥ &t ++(V0& H&S+*- H#I'€HI6& ()*&HO1&+$I0+#23+(%&+AH, 05*3HES(IH5 T/ (/'

plus five minutes. Dispatchers should consider this before approving any no"!"#$!%&'()*+(1&
"H#$H%& 1% () *I$H% & ")+ #-./0-#S%&' )& (*+#,-)*()./I"#$%&' (1) 0*F) % & '% 1/02) $& ) #((/+#,)

results inconsistent with the ADA.!

IHS& (H)*+&" V" Vo 11"HSY& (&)F)&+,-, .- (%", "HSY6 &S %" ()" *+ i Enother Topic
I"HSYo8 H()*)H+), + UV HS Y% & (&) +,%-.1)

!
"OTHS%&'()  IMHP%&'S()* !, "I"H#E%N&N$ |

For many trips, an on"I"#$%& () I"#$%H#&YoHS' (1)*&+* ') -#$ (1) *&+* H#* . &+HE WSV
"#$%!&'O*'+,- /I0'#1] "#$%!$HS&' () #+"1“#$%&'$%($)*+!&,%(,$+%& , A1+
"#S%H#E () "+, +-" . " H+SHY&+./"+01,+23)"+%$+4565-+758/.9+% (42D %V $% & ' (

Just as substantial numbers of untimely pickups limit the utility and, therefore,

MI#SI%ASHE' ()*(+,-"#.,(&)¢ple with disabilities, so do a substantial number of

"#$%&'() *++$,*-.) /0+) %*"'() 1*--&"2&+) #+3$1-3) #4&) #$%&'$"&--) 05 H#A&YG#+01

"#3% &#'((&)*% ("% (+$%, (™' (-%".% (+$%/$#0'&$% (+) 1% (+$% (1$*'1$//%". % (+$%2'&3,24%!
"#$%& " (&!)*%(&+#!)&',& '$$*#,!-(,!& #-such as trips to work, school, medical

"#$5%&' (%&)*+,(-,(1&S#%!.+(/(%&)*+(&-0+123)&!%&S! . +%62'3(,) +#4+)$5%$6-19%6&. 7+ .1 &(+
MHBI&' ()" *)#+,-.+, &' [1+ %#t-#,",0.' 1,#%#,2')(,0." &."$#/." ) 11&,)-."&" 1+3'

"#S%E&™ () *+*#*,&-&'-.-'+*/&" () *O-+(* 1!

I"HB00& (") I"HS%& ()&)*) &+ - [01+$8&%$2/$348516178&-%!8.$,0"/+&-0""$%14&!5&.0"$80%%/20.4

I"HB%&! ($)+&" &-.-&1/0,+#"/101$" &! " |



"#$%$H#&S'S(S)I( ! 1"#$% !

I THSES () H+ S ! !"#$%g| I

I"HHOO& &(S)H +&" H+$) (HHT06& DY (HE) *V6&) FSH+] - $H18S.($(%0/-) (/DL HASHE. (P4

I"HSY0& (H)*$+&*Y0(%, -.JO(#/%-(*Yo'H1/&%, (#(28$0-2(3-" (‘&I IBLOBE ($) -+ HS% & 1$()* "&

Since early drop"I"#$H#%61&'($)*$+,$,-.'/,.$*%-)$!),"I"#SY61 &' () %1 +%, - /&, Y601 & '#/%. &*%o+12++/%
I"HSY& (JH*&Y6)+, - &)-"$H-&' (-&01 1)+ %o-+'&")%-28& $&'(-&011$)+'%-+ &NH-& 3

!

E#S%8 (" HSHYI& ($)*$+,$,-. 1, $4%6-)$1), "I"H$%!& (!

!
Mo IEHS

Will"1 4510685 )4+ ($%&, %o-S WREBHR.I6' )+, *%6*")-$.)-%6!+/) 0%+ 1'1) &- 206 HIHR. () ) &1 *&
14968 " H Yo () HU0)H(* Y& +%6) K&, )$-

"#'11""#$%!&®Bvide significant rider benefits for al"#$#%&" ()$*&+!,-1%+#./01 1 2&($% & #%$
"#PP%&' () &* (+& " HH " #B1 % &H (T'H#E " Y& (HS%& (I'HPYoH &' () HHH#S%" &' % () *"#+%",-%)* %) $% "%
" #3%&'()*(+$,"8$'$) &~ *)$'1+-(/$)"$0'1+$)2+0$ 3*4 BA¥#EH" &S ("$)*(+,-"$*.-&$/0$-/1/#"'2$

in number, particularly during peak operating times. A large number of will"l" N"#$%#&'$(#
"#3%&'()*&'+#,*-% (¥ #$/0$1#(*%*, 2, &#+*%0(1*+%3#' &* 1'4-05&* & ¥ 1#5' #$* #P.'-#*1(*&'+#6

"B HHSY0" 8 V6 () *V0& '+ ,-&' Y6/ 0%+ 1'% 2324%/ , *%6-5%"%*&" ($-*%"6' (10%"##) 7$%*1'84%-*%%-$%" %
IS0 &' (Vo H&H+),-"+H." WS Y& (S(1)*(+9, "BHS Y& (Y I EHSY0& () &5+, -&.$)$%, /8%'S
I"HSY AT HSY6! & () +)IS((,|8F -+ &1 N1& ()| OHHELI+1- ™I HHSI&' ()1 HY%" +, Yo-." [0+ 1#.96) 041 (%
I"HB6& (&) "&*"+(&,-.)&" I"HSY6& (I)'HS! I"#

I"HSY68, (#)*$+&*U6(%, - JO(*$%."* (I H#EV" &Y ()*1+, Vol [HOL-+#)(&IH2 W A& S(™! "1"#$%" &)
I"HSUESVIEHS" & ()$Yo*+, V0* &IVott +!' QIHDIKE DY (1) *%6) (1+#$,-.'/180.&1&0%") LE#HS%&!' (%) $
I"HSI06$& (") HHS+ & (S H]), -, V0. $*&I* G4, /$, IS EHSH" 1%/, *$) HY60 151062 2BESYH )

I"#$9%&'1()%'#*+)(,, "H#$%6&" ()#
I"HSHI& I"HISU& U ()% H 4% I'# "I"HS%&S ()H+ S
I"HHSVRH() N HHS,"  "H"S%RYoH ()HHY)&+, |

I"HSYO8" (SHE) +(*"#, &) &(* HIOVe 12X (' +4#"+ * 3A()HSOH&220('$/* SHE(/*"5HS, *6#, &-*#
I"H#$9%6&' () &* &*+&,*)-&"&(),.& 1), .-&™*0.&1)/)0." /+&+.'&2"1].2'-3&*$&'(.&+2 (" HFI$& () ( !

I"#BY0& Y " HHSY& ()& V6 ()106H14%),-1' )1+/.) +0%&11¥2%) (1/$&*06,)3*1".)10)&1". IS4 )'306#1"&,

I"H$%&& (#)$1* Yo +#&S!,-#$.H11,/0. 5! SOHH*%1#$%$1,2341F! -H#ES6 TSI #$I* Yo +#&S!,-#H %6 Vo-#1#*.$

I"HB%&! ($)+&" &-.-&1/0,+#"/101$" &! " |
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"#$%$H#&S'S(S)I( ! 1"#$% !

I"H#$%E&HAS" ((&'#)*+$#,&P%',&-.)/10$%*%o#&1$'2!$"BEGRARL #P)*SH*+'#S, #*+- #,+#$, #-*SHS #
get riders to appointments in a timely way.!

Use of a single, global travel time setting can result in very early drop"!"#$%&'$()*(+),!+#$

I"#$%&'( For example, if the only travel time setting is that trips cannot!"#!$%&#(!)*+&! !

minutes, the scheduling system might always allow I" minutes of travel time, regardless of the
"#$1%&%' () #* &+, & &#t- [0& 1 +-&H#-.[2&+,&+(%3&!&,'4&5.% ' 2&#*1#& 2+ Y 6 & HELA&HH-' &#*1 (&
M#$%E'($) (*+!,$+&,1)-$+&,!+)$.&/( 0!/ &HEU&'#H" ($)*+"(,-("-*T" "#S%&'(!)*+,'1&-'#,!

'#'$%&#H" ()*"+$*"&")+$!,&-.$&/$!01"&+#2&3B&H#/)A# 11 &#" &#" ()*"+$*" 1 & (*$&.(0/&$#/12,&5/6&7)".&
"#$%&'("%)*!1+,%!1#&)%,--./)0%1.+%!+,2)-3%!") %$(") 0'-#45%$6$!) &%&,6%(+),1) Yo (#+(‘#!.'$%!."+$%
M"#ISS%&! () *+ 1"#S%!&# ($)*1+*$I'$"" --. ) #"$/0$%* #$1 2 TB$% &S T&# $% &' () Ho# 5% &S

explains how FTA measures travel time for ADA compliance, on p. " I"#$%&!'

"#$%&'%()&"($%*)+"(,-)".%%$%-))$" /) ((,0#",/"1)/(2",3"(4%(",/"%++56)&",0"(4)" %" (5-%() &"/7/()-8"
"# 1"#$%& "™ ()epending on conditions in one’s location, one might set approximately " !
"#$%&'()*+(%+","($#-&+HI%R' minutes for trips that are ! I"#1" I"#$%&' minutes for trips

I"#ISHYRISH! 1"H#SU & H"#3%&' ()*+(%0+",'(%-. %[ H&" I"#$%&'I()*!1&+!,+-./0!'1k&dvanced
"#$%&'()*+!,!1-$.14+/"01+!$--()*+02+./3(.&.+-4/5%'+-(.$+6/4/.$-$4!+7/1$%+0)+%(4$"-+-4(6+

"#$%E&' ()*+H)!"+('B)$+"))$"-()/+%&#"S)#O#S(-#)#1*23!)'%+(42330)+(5"(6) % &) +(7&()SL(#)#($$"&8#
"#$%!&'()' &' (1&H#* (1+3,-". &#I#'10&-#&.1"1%)"-". &1 -*2$1 & 10#$% &P ()

!

"#$%&""()% !

An issue closely related to paratransit timeliness is trip length, also termed travel time or ride
"#3%&'()*+"1&),$*-"$+&+./012&*/1$&!.)1&! () 3PL&!"#$&"+&) &2"4$($*| &5B(6/(#) *-$&#$) +0($&)*2&
"#$%&'%!()*$(+',%0#'-.+.$/0%1+(1%() '# "#!1$%&S$ () *!+"

Travel times "' #$%&HHSI& (Vo) *+, #:%o- 1%+ I$HY6 I&*01/1%6& #1821 (13(.1 %64 (Yo AT H S +2

"#3$%8&'()*1%&+,*-%.+11%/"#&'+01&*% & "% (&1 HEURIZU I&*) +& %™, (-.%#/%).+0"%1+) 2%
excessive lengths is a prohibited ADA capacity constraint.!

I"#$Y08 Yot (%) +)"&,)%-)(.$"/%01234#4)%E&$%S1%$")%56'7%&(+-688&(.%$&2) %
I"HS " HY& () I+ 1" - [HY& HOY LI (" + #2,+1B4,5

!

In some locations, riders and adv!"#$%&'(%)!($*%(+',!-."$(#*%, $/0%&1'#-2'3(%45%-$,+'#&6'7!8'
"#$%& Yo" Yol #Bt$Y0& ' Yot (%0)*+)"&,) %-)(.$"/%0™) %# 1 1 2 3#+" % & (+2)#'&(.-4%5")6%0&(%$") Yo S 2#('&
"#S%&'()*+,!-,*1%*-."%!% &/ &*+1& *012*#/&/' 31" 4&)."%*"*%/5/'46*27 2*-.386!4"-/*'[51[+%*4"#*

I"HB%&! ($)+&" &-.-&1/0,+#"/101$" &! " |
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"#$%$H#&S'S(S)I( ! 1"#$% !

"H##"$% &N &S"#%6&is to make a comparison to the fixed route bus or train system.#! I"#$#

P#'$H " %&'S(H)*($"+*&(,-./(01%2*#($/"%($/*(&" ¥ (#')*(1%($/*(34*) (#1-$* (& F&BHS Y& ™ () *+(
"HSHU&! ($#)*($+!1B(,%-""(*(&**"*" (Y &($+*(/0*"(1%-F$*(232%$*) ($% (4% ($% (! &S HH& tws or
"H#S%E&'H#%(')'*)'+"),"1-."[%#0'123") " "#$%'3!)4')'1-.' (. 31$%#!5) %! "#!1$%#& S ($!))$*) +,-$.)/$

PH#S%E! ()*(+, (+-+A&("V(0-1+1(+)D J2("#S% &' (N#P*+% , #P-1&."1&#"/$I'0*.I'$,1/11&."12#,"]

to go to and from the bus or train stops, and to w!"#$%& $#()$*+,$&'$#'"-. /SIS0 1#')- "#SH#" 0SH#(1#P
"H#S%E&'#()*HI"H" "H#P%E& (N)* S+ "#+-& . I*S(#0','0I' L/ (#2'3141(%. (&5B&#5)!1$%".",1*6!
"#$%8&'()!%*+",-%./%01%(,,/20,%#0)0#(&3%#+1!&'0(1&%"1-/'%&$/%4546%7' 01! (&% 02/1#(/!%! $+
"#$%"&'%&S(") #+%, P& & (1#) &Y #I*F VH& !>+ 1#-.

"#$H#%&'%(%") (**%) &+,$&-.%,/%'&-0(-&,+' % 1 "#+%-"&'%(223,(3"%) (.%+,-%1,$45%'03"%('% 1 "#+%
"HS%EH " #(%0) # +*#' - #&H01 2#/*3%0 L *# +*#1*,4-3*#%, *Yo#t- L#!"#5-(-"*6#"#3",,-6",1#%,"0!6#'+*{
"#$%&™ (#H)' "#$%&'#&($)$THGH &P &('&$)* ' &)$+","),"(-)$,-.&9$)-1&'$"$!/0)-+0&'$*1$

"#$%&' ()& #"1$'&"+$, - *#'$.(+/0$1"2'3*48&*21'56$#$' &6 S 4$# 7" %S (#P(""4'2*&'0"+" &SB! &* Vo  ##" 1 *#4
the transit agency uses a standard of “no more than twice the direct auto ride time” where
there!"#!$%!&'(#%$()*'1+%,-(&"#%$!%$!./")O# 11 2/"#!#/%0*31$%.!)'1+%$40#'3!5"./1.5"+'L./'167'3]

route time, which is not an appropriate practice. Another example is when the only way to

make the trip is exclusively by train (rail), which can have regional ride t!"#$%&'(&%) (*(&*(+$!&%
"H#P%&' (") #"+,-&."%!/0&1#8&%/2) &!") (3&%/ (&4*) Y% *#&(5".6,(&)%2,,&6'*728()&""#&"'66*6'2"%(&'9,(0
"#$%$&'()*$+5($,-$.)/"0+(1..23("023()"(1(+4122(0546$&("7() &/.+8(9"& () *$(" % &#*$24/0:(
"#$%&'()$*)+,+)-"%"%"./1&")%&01/2)")3$!-"%E&/$.) H) ARY &' )#%0*+*)#,%-*%) . #%/#*)%01+%) %

FTA has made many determinations related to travel time, including findings that showed: !

"#$%&$'()&*"&+,-./"01"/$2.#"3./."*00"40&%5"+#$&%"*6."7.2"/0+*."(0,8)V$#0&
I"#$%#&Y4!

* Atransit agency travel time standard was deficient and needed to be changed.#3!
o I"H#$%&'(#)*$+&*%,(-.$&"."&S) (./("HO*L('&-*(2#%(3*4+&S$'5

o 1" I"#$%&'()*1%&+,*-%"#%$" . [%E& +/-0%/('&+1.1("12%3" %' +4*'-%/+15*4%./%6'- & Yo +#% & 7’
"#S%P&#' (#")*("™ ff lastin the afternoon.#&!

|
I"HHSY&! (")H |

"#3$%& () &*)#+,#-+"(,&.%/0)(%1(.-))/2(#0-3) (4%, ) #-#&#(+,(-"['+" (4+3+4-#5(4%,)#0+- #(&,2/0(
the ADA, t!"#"$%&$i$at deal of inconsistency among transit agencies regarding the definition
"#$%&&' (#)*Vd HEbHotral "#$%" & "$'("%0) * 'Y+ WHS % &' () H "#$! % &S $! (&P $&* HFHE%&'$%" ('
late; for example, "#1$%&""()*')$*!1+,$*-& . *-1)/0*1LI12)$*" | I"H#P%&!#($&!)*++,"1&-*.+!+,./-/&,01!
"HPY&H " #P1Y0H&Y0' () *++(,-#) N #S%! &' (Yo (1) (1*+),%!")-"%o+ (. 1#/1*")-"%+(1),!,0% ! BHHH# $ %!

!
Topic Guides on ADA Transportation ! ! "1
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||

"#$%$H#&S'S(S)I( ! 1"#$% !

I"#$%&' &# () &H#*1+#!,&) ($-.(/#,)(0$-0&'1#,()$-02/()/3#*-4 & #$Y0&H/&* (I#'-*.-50(.0&#$%&#6 7 6
accords missed trips.!

A best practice is to consider a trip missed by the transit agency if the vehicle arrives outside of
"#$%&'()%$*&+,-*$.+, 31" #P/& #IP#SY A& (1#) &*#+%0 ,#!-" [0V 1#2% #'#E&,'$S") &#'31$A5H#6) & T#'#
"#3$%!&" ()*'&+,*-&./0&1#/0)%20)&."-0&%! & *B#$%&'(1)*&'+!&, ' (-,".%/".1&#™"10)! 0/+30!
"#S%!1& (") (*+,(-,+"./,(011"-, 20 "#3%&'(N)*&'+!&,"'!(-,". %/ 10#-1%0!&#""12&,) &!1#(3145"#$% & (!
I"#P%&H SEFG Y& "I"H#IYE&' ("H)*(+,-#)' %.& )&/ O'#* %' %. &I&* /') &1") &0'#* %' %> %-2&'%. &'
"#3%&H#&'()*+,&-.&/),.,&0'&0&1#". &!"#$&-2&!(.&!"03'#!&04.3/25&6#1#+0"+2%&#7&0&8. (#/+.&0™"
HES%& (1)*#!'+,I'(1-./1./-*)'+,1'0.1230'4./5*4&'+,'#.51#'5*16'/*+'(*"#5&" "#$%E&H &% () *&#
"#3%&'()&*$&) *+,-1)$-'+).")/+!"1)$)$)&%$0'1&)$2"0/3)41"")&%1#5)6*")+0")#+"1.-")"7/"#&1+0)
"HISHW& H( &) ¥ #+,,1("#'+,*-#+ [H%&#] | (| #012*[#1%&', 01" #0+1%#2 . % *#%&'#") &'2*'#3)423#
M"#$%&'(1&NS&H" +$*&",+"-.1$/&!).1&/)$&0* &) S HIBIE & Y0'#" 1#()* &#"+ &#", $-#E& &Y HSIH#"+&#' $.&, #
"#"$%&$!"(%$)*%(+$%,"$-.,")+"/$%(0"1$2,(-$.(#.)0-%"*."$.*$3"$.&*-(/"#"/$'$."™*."++'%(&*$'%$
"#S%E&EN(HP%EH &% () *&#t+,,(&-#*+S&# . #&+ *[H+01#5%EH#, (1& #&* &) S-#P #$+28#F%EH#S, (34#($
late pickup "#$%"&'#()*+,(-

!

I" nsider a trip missed by the transit agency if the vehicle arrived
I"#$%&'(#)'(pickup window and the rider did not take it.!

!

I"#P%&' () #H"#PY & "H#SY&'P($Y&)FH(#HS%&'()*Hest practicel"#P%&H " ()*+,-&"#*Yott.-#

involved each time a vI"#3$%!&'(#)"*&'+&'&%,$'+#,-&'- . &+"1 & (# ) (&#*&-, + &HJURHE& " ()!) (!

"#3$%& '$%&()*+%,$-.($%/)0)1/%"2&'.()3"&).14%5)6*" & 7'$(6EHBLBY*,!-' (Y& &, +%- () #'(

A H#S%E&" " # #' $*+&, (*I+-#P./'$I"#P*+&,(*$0+/' 102! 1$#/% (3#S!". IS "#SA# "+ & ) # . ISt 4#'

"H#P%E&' (%)) +) # %™, +-.$'+/'$#,%0'1/'2-$+,"$#3'4%(#35%'6+3"$+*'72468'$%3(.+5+9:'#;'-; % &<’
"H#S%&' () #+#(,-.1+%.#,+' () [+&()+0) (") +.,'%&", 1+&,+2%/) +#-*)+"&+"#+%&+& () +#'()!-.)1+.,'%&", 13+
"HS%EH (#)*+#,(-.[#. (01+23-4(#(3*,5.#1(6#.4'7-4(#+*Be (B4 location to be sure it is

H#HPI%&' ()*'+,"- ). -*$'%, $*$+1#/0%/")')' Yo#/0") " %$+&')) 1 (+$' (W' #$%&!%' () *+%,-*1) &#.*/10%
"HSYHSEH' () Yo" #%0+ #(")*-, . #)*/,.0),1#.$& ' (%/+,) &#HE&+*02 .#(%%0,3'Yo# Yo #/* 4% (/Yo#%+,#)$.,) 1#0.
"#3%&'&()*"&$"+,-&./01$2"$%HP Y& " B! (B #P%&'()*+"#,$"- /% S*"#ABH S Y% &'$%&()* %
appropriately.!"#1$%!$&' () #*+#1# *#!-$%"*#.,)%!0//'\-[#*$1/-1+(#/%2! () /+#) - 1#*$1/- 1+ (#/%! $+#(!
"#3%&'()*#$%+%#,-$.&/0,#11213$("+P!"#+$/& #.$!"#$!*243) %o $!"#+ PUHIBOEP 2BE 1 +*%0*, 1*%0
"#3%0R#$% &' )#P%*+() &*"#&,-, & (1" #$% &' ()*&'+',-1.%/"%-"%0#1*2%3)*4' Yo, I"#$%&' (&

M"#$%& %' &% ()1 1#S1%0$-H " #EU L& (&) *+',%-.-"I]

The category of missed trips also includes trips never served because of "#$%&!'##$%
I"HS0011& ()" V0 HH Yo+ + #,+-() "V H H$/, 081" 2% ++04+43

I"HB%&! ($)+&" &-.-&1/0,+#"/101$" &! " |
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"#$%$HES'S($)!( | GUIDE!

"#$H%HS&' ()*+,-&.$/.0+.12$3,0.$4'5-6$,$0,/+.785'4%$)/'9*.(2$1+73$(+22.657/+) 2:$+-&*56+-;<
o "HSY&'%"%()*+, -, &+.%0/-"+("0(. %" +(1&0%28&+,-&0,+3%& %2 //) (%-0,4/
o IHSU&HS()*+#,-() #)1
o I'HS%%&H () FHS%E& Y ('1%)$8F Yo+ $--.) H($/-0'12$12'1"& -3 -$* &BAI" 8t | (%565

!

"#$5%&'(&%)*+&)(%#,+ "#$%&" ()!*((#!'%!+ g

I"#$%& H#Y%0()SY* +#S&ISHU& (") *$+", %'-  I'# |

IS % "I HSYES () HH+, $Y6"H0- Y& H*+"1Y6'SO1"$I%6* 1) +/%623% " A [%*I %5 $66%6*/%!"*+/"1%
IS #S

!

Be ready to leave throughout the pickup window.!

!

o I"#$%&Call to cancel if you won't be taking a trip, as soon as you can.!

* Pickup Window!"#$"%&%'$" ()% ("*+,("-.-"/%'%('%0,1(",2,($*,"3,$"%"/1453/"&106+&"
M"H#S%& ) (PH("#P%&' ()1 +'$*#$,1-$1&. I &/IOS(H "#$%&' () "*+,-"-./%".0"&+!"-%1,.-%/" I +"
come at a particular point in time. It is allowed to come at any time during !"#3"#$%&"!
I"H$Y6I&'()'*+,)'-%" . Yo#,0'-1)'2". 3+2'I"#$%! 11 )# 4%+'053) 4%+, )*),65-"%#8& |

o I'HS'%E I"HS %S (") +$&,$")-06%./-*.)")-$"0123. OMHSI6& () <+, 1" S+/HI"0 L+
I"H#39%6&$'&!" (&H#()1&$*&!"(&)+"(,-.(8/0,&+/-)(&]..&)-1)(2-(0!&34+5-3)&/0, & 1HEH6 | $&'S
I"H#$%

» Shared Ride!"#%$"%&%'$"()%(*"+,"-%,."/+(+$0*"1%'%('%,0+("+0"2$,$'%33¢ P4 0) % 'S4
"#1$%!&"()*+1&),)$%-1)%.).+,$!-/)0+!1) 1!1+%'2!)396t necessarily take a direct route to
your destination.!

I"H#$%8&' ()*+,)('$-./*$01%-$2,/&-$/&$1$3(--()$, 4B!/&'/85$*(&-F-,$15)/' ) /& $6 (FIFBOFS"1%$& !
I"HSY0& (&) +,- H$/&'($.#' #&'$01203&0$8018'*24'&5 &6$&01& 748 . 2'.6$,'%&08.#9'(&'68+$07"
I"H$Y0& VOFSY08Y6'&Yb()* H)+ &, *-+)HYb &+ HIIHIBREI() Yo+ - &1+ +"1-%.$10"+$1%23$%

I HE #6018 () 1+ (B, (1(&H%" (- /8&0(%*(&O1&(S, (1(1$) " 1#12-' (34’5 (#$+&'(6*+10(1* (#%65%./(&0'(
I"H$Y08& () &*&)*+,&(-&()./-&0,-11)&2/* #&(3&) #4/567

IHB008 (VHH+,)-$&' () #(-%). &"- OTHSI% &Y' () *+8&,*&-(./&0(&!"%).1&0", 0801 & 119%608&2. #OSH1%6&$"& ("
I"HS6&S' () H+, $Y0-#4+.96) (%/0", 0%+ $%1$2, " 3$1%"+9610"2%64)&" %656 1$7%* $%"#&BSH#S+1$19%

I"HB%&! ($)+&" &-.-&1/0,+#"/101$" &! " |
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"#$%$HES'S($)!( | GUIDE!

I"#B198 " #$%E&' () 1*%+&,-1%.1"). % &H#("'%)! (/%+'1*-&0" -1 1+(2™31()4!,()15-2$!'&()*"1(6-),"-*! 7"'5!
"#PYBREPY& ' B(&%0) " *B('+,"-%."[+"01"1/' &$%/2"3$4%58&2"$%"6&+/7&2&'8"+0$9!.:".&+/7&2&'8"
advocates can play an important role in improving the performance of their transit agencies.$"!

I"HS0&I M ()SH)*SH%)  I"IHS%& () !

"#$%&H () +#3%E&, #',-*.) #-10*1$#) #*% #)*#IY%& ) #*+(*+'(,-,.(*+'/'($/'(0'1'/$" ($1'%2'0(
"#$I%$&' ()*' &+()*,&-&+./'0)1'-12'31*41 &' 5&-"#+'1+2)*6&*7'2)1'1*&'+).* &8 1#*&6'.) ' 14&'
them in the order listed below.!

You can file a complaint with your local transit agency and/!"#!$%&" () &#*!++,-(*. $&#' ($%0#

"#$1%$&' (#)%*+3,-%./$(*0+%$& ' (#0*%S$/'%/'120/'3%+"%4$5'%6/"#' 32/*%+"%/#'05'7%/*"15'7%
"#3%"#P&'()*'+,&*-. &"$+&' (F' % &*$&)* /0" HEW, &1 3% & Vot I#(1)*'1#+'], (- */$0#!12$,3*45!/%!%((0!
as possible after the problem, and kee!"#"$%!&" %" ()*"+,$-./0"#1"2#,&"/0)#(-1"#1"1%11(3-0"456%7"
"#$%&!" (%&!") % &H#(*&+,&,(-.&/0(*&$" &) #(+0$8#1'(23&45+%5,6')&7')802'&*'9#)$6'($&,)&:;:&
MH#S%E& ("#) (") *+'#&),")(")./01%()(,+)2"13*' % &(4)5#'&.%()'6+&2%+.)/./**T7),'8+) " &+)"#) 1 "#+)
"H#S%EH" 1" () *# " #$%" &' (") *+% &, - #+/% &S OTTHB% & () ¥+, (&' (-#) &.-/0#'-0%&/1&'-$-2(*3-% &
"#$%&'()*%+,1-'.1/-0'12",34'[++54'&4.1/"+'5"&4+%-644#'12,4&"1--%7/"8''&4!+%"1(-4".9%5",'%2'
"#$%&'(%)%($*+',*$-%.'/%0),%12$%)%0'#+2)",1%63"14%!4$%5$6 $() 2%7 (), F #&86G#H","*!()!
"#$%&' ()&*+,-,*"& . *#$)/*0)12*3)4"3*4)56 3" % &S % &' ()* &S & 1" H#$% & 'Y () (Yo*+,-#&™". %" %
"#$%&'()&*+,-, below, p. 20!"!

H"#$%0&%™ ($")*+&)"&,-*+&+.

"#$%&'$&()"$*'+&+*$,'$&$-&.,*/0$"1$*2"./)$/"$&3-"%&/*$1".$%4&'+*)$50$0"#.$("%&($/. &), /$&+*'Y

| I"HSY08H (HYO') (HH 1 Yo+ HYb--+-*00, . (HI0I$H)!.%0) LH-*o* (1HY, 2, Yo +1 Yo)H2+-%o'+)+*&HO+34*-#
I"H$%68'$(81%)*+8Y6, - /&YHO+

o I"HSY&'()*&%+$™M),-".%(./%0/1",(,2%03).,24%56-,6%2"#%, (.%7 ./%82%3"-.3%" %
http://ndrn.org/!"#$1%& () #+I$( A SYHE VoI HSVo()#+H, - H/10106 L6214+ 34" #4 #20((*+5;
LA 0 "I"HS I"HBI06&1" 1" I#$ %6 "95211"

o I"HSY&™(&96')*+)$%,"$%-*.)/)*.)*+%&-0-*1%234567%89-'9%:"HY%' (*%6:*.%<:%1"-*1%+"%
1"HS068. " I"HS Y& #()* + Yo+ JOHLH12,%6.13H+/1 24 BHIGL & A GY& (1"#" |
I"H#$96& (1" HSY%" & (") +(,"-. /01" 2$3(2" 4B H#$%& " ()*+%(,$-'(."/-08 "

IS0 H()*) SHE* 1)) 0) L (Yo&&2")* L. "#* H+3."$) #. HHEY& ™ () &&*&*"+,"~(+ *+ ['$"
I"HHSY0" &S () +&HHS (" - (4 (+0.(L+ F 10 &2+ 3% *&A"+ (A& )+ &SP, -(H-+&) (145" &H/*" [#*+
I"HBY6&™ ()" H 4" Yo

I"HB%&! ($)+&" &-.-&1/0,+#"/101$" &! " |



"#$%$H#&S'S(S)I( ! 1"#$% !

SRS () S N !"#$%g| I

| IHE968" (")) "+ - S S("S("012$(31, (1" HSH

Yo!"#3W'#$!%! &' )#%*+,1-*,.1,.$1/0&$!"112*3*#14*5, 6!'1],. B! 7HB#$% & "#'()*%0+,-) ") (*"#*).' %
(FTA) in Washington, D.C., by:!

o 1 IMIHGOES068 S8 &ASH,)S-+).$/101206*8HS3!. 0SYoHS
I"H#$%"&'S" ()*+.) .. 1$0*%8%*+,) -1.,(/$012334"/$5-

I $%& (V) +#,(%6&) 1) 101, %oH&$) 2#$3)$3(H+4!
o IHSUH()HH,E 1

Director!
"#$%&'($)*$+,-,.$/,0128

East Building $! I"#$%&&'(#)¥+
"4 | HSIVHE H (1) i+ -]
"#$%&'()&*+,-.- 20590!

PHEY68 () (+)", (&) S0 * (0%, 1 1"HSYo& H# (%&"H)*%o&"#) 1 WBRO&S & (W HSYo8. (HE) ="+ Yo-+("
of ongoing ADA violations you believe have occurred!"!"#$%&#' (1#)*+&#,-#./0/1#2/3%$"#"$4$&"#
on the Rider Complaint I"#$%

I"HSY6&"H# ($)*+H#(,$%-,+).+$(,/0) %S %o +&$0%$*01,%2$(0/,%2$/)1,%2$3"#/,$*#14,3%2%$
143968 &%6& )+ $+(#-%.("$/,. 0)#" $(#-)H#(1, 12* () &&" &H(1&("$(, 1. ("$3%&#" 4" $(,/(
1459 &" () &*+" - %0 /' (&-(% &'-"% 0$"1+2(% &,1% "*3($% 2" AH5(,*&*+" % *3&*% +-% $('(1&,*%
I"HISY QIS8 (B!

| I"HS68 %' ()*$+

"#S%&"#' B(H#&" %) $%0*$H+*%',-+.5& "#$/0/$-1$&%$23#$4$34516-&7

I"#$%&%$'1(%)$' |

"#$%&"$()*$+,)-$"./01$102"#1302%")$./0$456$676$%0821. 8828 '&'$" () *%&% "#$%&'$
"1"#$"%&'$&H#H&(J#R Office of Civil Rights by e"I"#$% " BH#SHWHH&EE'&()*+,-./($0/1  1"#!$%)!
!II#II$%&III()!(!II!#$%%!II#$%II#!!ll##$ II!II## !II#$!%&!II()!IIII#!$$ ||!||||# !ll!

I"HS000& &("H (H)* (+&YO&" #'-.I"&. SOHSLI&L'S" -#+8&SH-0-)/ (LS BBYo&H (J*+ &H- #0101
I"H$98" ()*+,(%8& -~ ()/01"2*(3'435"36&") 7'&353421'%42*&" %' 2#3*("3&'35348'83249":$3&3'435"368&
I"HS0& (#)S&FS(+#S,-. 5./ SOHL 2(M"HI"HSY0"&'S" () +.) - "HS%8IS'()(*+,(-"#+./001 1" B*

Additional resources may be available from a variety of local, state, and national disability
"#S%E&' (1#)*"+)%" (H&,

I"HB%&! ($)+&" &-.-&1/0,+#"/101$" &! 20!



SRS () S N !"#$%g| I

"#$%$H#&S'S(S)I( ! 1"#$% !

I"H$%& (&YoS)H* (+$%ot, "HBI%&"II'&()&")+ !

I"#$$%$&'()*  !"## PERCENT!"# "TIME PERFORMANCE AND!"#$%&'(1&)%(*+,!
" 1HS%&!(")*&)+" Yo, +- !

"#$%&'$()*(+&,-*$,%&,$,%-$./,(0&,-$128&/$'%2./*$3-$,2$4-56250$&//$,5 (FHZ) Y& & (%0)!
"#3$%&'()*+,)-%")!"."/0$#").-%.)./%#'$.) %1 "#2$")'-34&!)#3.) 3" ¥ S Y BEL ! $%E&'1%! ()" Yo*+!

"#3"%& (") +)&#,!-)&. &) #")%*&)*%) &, /"0) L* Yo BRBA& (Yo (#!) (' (*+,$-""+#*./I'O+$ 1211 (#* #'

cause trips to be late, such as scheduling trips too tightly because there is not adequate

"#'1$%&'% (") *+,-.+'%*+/'%('0+'(1'%$/+'2%*"%'$) 3'+1(-4*',5$6+5)"1,7(5'6+*$!.+)83'(5'1(%"*"6$14'
"#$%E&'()*+ "1"#$% &' () WM SHW& # (1) 1" &'#1+%,'+-1./('0*' (1.0B! MBS %0 & ' (#)*+",!-"./™
M#S%&E!()*+&,$&+S!-./$+&H(&S/") 0P&H 1#&1**&1$02-3$&4-**&, $&50(2-+$+&-/ &I GBI &41"6
"#3$%&'(1)*+),&)-./012*3".*)4$+)..)5*" (1) +(*63'6*$'+6&! 7%'+*6+'(.&6*'8) (1&).*5"(96*3',)*
suffil"#$%&!"('1"%) &%*&+#,-#&'..&%," (+&* $&%"/#0

!

I"H$%&' (%)) %%+, -+06(MES I"HS%&"IS()%*)&!+,%-"1.$/)1&01*')%"!
IH S8 Yo(')+, ¥ Yo+ $H)' (%SO

!

M"#$%&™()"™*"+,--",.",($0-1'0"23"*$(,2.$-',&&%"&'0"12.4'(*$.&,('$5" #1'#2.(*2-'64%"7'82*
HESU&! ()*(+,#"#SHN& " () $*1+', "#*1)*-)-*&()$*1,"-. $"#*1/)*-)%**-)0'&"1'-2/)"1")-'&3#"4) 0#33)
I'#$1%&'$&()*$+,"-. &IB((&+,1-& I"#S%oHE'| (& HI%&'($)$*+)$&"1&",&-..$/!-01$&!+&(-2$&-&
IHBI06& (3" &) Y0H +4,-0b. &-, &IHO' V1 2503 DHBYHE (B! I"HSIHE () 1+'1" #1-./011,1"#$%
"#$PU&' Ypercent. !

ADA paratransit service contracts usually include a minimum on"!"#$%&$'() '#*+,$%-!*+.*'.%
"#$%&'()*+&LU " H#S%HE () B! * & * %Yol *+ #1$*&-#!./) 1 #0* LT H# B0 0# 1&H SV H& W) # S 0! "#!

going well in a particular month and there aren’t many unexpected operational problems,
"#3%&!1$"%' ) &*('+!1,,-(#(/,%0"%) #L (&P "#IYo# &' (&) 1 $HYo#* +#!(1,-JIIBSY&H' (#) &*'+&"#
"#$%&!"($)**+,*$)"$-%., &I #SY&" " # & ()" *+(")*&, +-&). *+" &H"#!I"#$"%&' (&) " (*+,"#("%-(+.(
"#$%E&E&H# 1% () #S* Yo+, #-$./S+H0!"#*$'H#+%) | 0#. $+/*$0+8&#+101# . IO BHRDIDE) 3+#,- ) #*, $

"#8%EH (Y& (¥ +H("H#SYHE (&) (&™*+!(, - A" #IS0& LA - #1231 #I'$0&-. 10 1#& % 3+!0!"#&04'3!
MH#BHSUEE (") $+!"S, " %0- #-$/.,$0!"$&.., S HHSYESP () #*+,$%,*+%-*' . %/ $* 1@ "#S% &' (#)*#+#
"#$%&'%()*+,)-%./".%),-0!.-%*1%)01%#!&-0),-%"1(%01-#/,(0!,(%.)*2-3%4/*#/%-/&0!(%5,%"((),--, (¢
"#"$% &' (#) & # ¥ HS% & " #"[#'$Yo# &' () &*+,-).&/0&1#23()4+5)4&6 BT "#3%&"#S!"#S
"#$%&'$p. " below!"#$%H#&'#()*+,#- #1#0.. #1)%#-." . %#2(3.,*+&04#/0,5)%#,&26/' (3&04"#7'#8/9#
"#$%!"&'((%)*&+','+%#. that is, more reservationists and phone lines [also see "#"$%&'()*#+
"#$%!"#&"($)*$+! &8# &' ()" "#SYH#HEH "#S%"&'()!'$U H#+ A% &H#$%' (")) *+,-./1$

I"HB%&! ($)+&" &-.-&1/0,+#"/101$" &! " |



"#$%$H#&S'S(S)I( ! 1"#$% !

" "TIME PERFORMANCE! !"#$%8| I
||

I BOLE (HObY SIS Yot - H )" S+)EHY0L +, * - [ H23$/$%& + #0,%-+)O+ [+, '$4(/ 5#6'
I"HSHYHSE HH(H()

!
I"HSO& (BHNHI (*+96')  I"H$%&'()*+!',%-.")/ I"H$Y6&"I' (H& Y +)( I"#$%&

"#$%&' (#)*$+&*%(%,-./0("#+ 1 (DEB%&'$() *+,)$&"$!$-&"./01$2! (+(3F)*!04!.)$&5)".+"6$
"#P%&S' )#*+)I",-" #*$')#*+)%0™*)" "evaluate and reset the budget to match the demand
"#$%&3' (0$) (*+&*,!"-($!%3$!"$!--()%!./($/(0(/1$2345$45%-1//(#$#6",4-$) /""" 4" T $!"#$
"#$%&'($)*+,-.*/(.0(*+-*1&2"#$%"#&' &% (') (*1+' #-$(&./$0

"#$%%$&" ($)*+%",-"./+",&0),*,.1".$"0234-."-.05&6"*+7+*-"$ (", &H#(+0-+"7+/ #*+"I$4(-".$", &#(+0-+"
"#1$%&'()*(%)()+%"$,(1),%*"1%(-).$/'"%3$),0(1$%2(03*4$!3(#*)4$.3*0($, ("(%$-35& (1" &6 (7 &#P!"55¢
M"#$%!&' () &I$P&*&!)+' &, PHB #6%0&'S&' () 1*$+)',-". $#/" ('0) 1"&O0'$&+1)"() (2'3-#'$4'#5)/™]) & Yo'
"#$%&'%"&!()%()*+$!,$,%()%,&!-).%*!/"*(&0%'+%*") &+1*&%1'2(3*1&("),4%&5%) % &5$0%1!0%6!*$9
"#"$%&P#%&()*&S)'()"+#"(I"),"$%&!)-"*&$") &-#'%(%(.)' ()% (/$0") % ()#1")'22&3") 0" B85/ ") 2" 4
"#3%&H'()*$+)$,-$%(-)$). /., #$0!/,"$)0.-($,"12(3&(")$-) (4%,"52(!-(-*$6!)0(27$) 2!"-)$!'("5,(-$

should respond to demand and to operational issues throughout the year.$( I"#$%&#'(*)*+,-(

"#P%&!P' (&H) (*+),-$(&%-(-.-#(*-$$-%/(012"()-1323"#(4&5-%2(26"+1) (*-(-) +!&$-) ($6&$($632(53#)(
of dynamic budgeting and planning process is necessary, because of the dynamic nature of
"#$%E& %' &% () #+,-%(+.

!

"#$%"&$# |

!

I"HS%"&SH (" I"#S go well 'HS%6&(")*+%,"$%',$%-(+,-$('(".$(-/ !

!

Carefull "#$%& %0 (B $%&H %S (1#)1*+'+&'+$, Yo &I VoS % &' () * $%0*+",-./"&-."0.%1"(.""0"
"#$%&!1$'()"*$)$")+%,-&$")+%"-, (VoD% " &SH(HS Y& H 1 DY &&E! Yo (#) *1+%&,-). Y01 #) L. #)[+- . [#+!
"#$1%& "1#3$%&!"() nitoring is often accomplished by stationing transit employees on site in
"#$%&'()"*+&,1) (-)*-'%(-,)$-'(,.$(-,)-/&,.(%-"10)1,."%().2&'$%&!)!3-"45)!&()!(.'5.,5!)6-,)

" IH#$%&™ () &*%+,-%-./8ffs, and for what is too early as well as what is late. They "#$%&'
"#$3%"&'()&*$+)","&'+"1-.$/#+)'0$%1'%1) () (Yo/#2/&2(3'4"%1"#'-/-) &' [#2'45'[+%6/..5'(-"%
"#1$%8&'()%!$*) (+&, (+--%.+/(0%1#2(+0(,#20%d&+0%3&24

I"#BY0& (H)*$+&*V6(%, -.JO(1*#%. " *(#$O0("+%2-$0(3HMO6& ) (*"+) 1+) )+ 1*#)(&  that
"4 1IHS06&™ ()1 F)H, UM SI0bEHBUHEYL! )+, (- /Yo (#/1-(O+HLHE (" (1%

!
Topic Guides on ADA Transportation ! ! n



" "TIME PERFORMANCE! 1"#$%E& 6'

"#$%$H#&S'S(S)I( ! 1"#$% !

I"HSUHE' ()" +, *&Yo# - (*/0,-**1"#)"(-'1"2*%,0).* * 1" I"H#E"U&H" I"H#E"U&H#SH"%&'()*+,%-"
"#%&' () #*+& #+-$." O#-+(111$"#'12#-."1,11$"#,3 #1'&"$# (", $#+.#4%.)#$'. ). 1-"5

"#$%"&S# ) *"1"# B " HSY &I HS"1%ES' (#)*%0+(,+!-$)$.'/0"#$)#' $1" /B HS%&ES' () #*+,$-%./'%
"#3$%8&'()*+,%!""%E&-. %/ (&* (#%0 .#(* LHTorke&uide, in!"#$%&'()*+(&#,-+.(/0(
M"#$%&'N(&')*+,-#.)*%&) "1/0&+)12)+!"#)*%3*)/1#*)0&) $(1#&") 21+) (384)12) '+,5& +#.)*%&)"1/0&+) 1
late pullouts, and the various reservations, scheduling, and dispatching practices described

"#$o0ll

I"HSHYHSE () +,-&.$/.0+.12$3,0.$+-8&*45 .5$(,-6%+()'/7,-7$8-5+-92%$/.9,/5+-9$5.8&+.-&+.2$+-$
I"HSY&IH() S+ -$&I-"&B(-. O/ LH" #I"HS%&ID |

[Also see I"HSU HEVoRH HSY& (" HSI" HHSV0& ("MHS" 1"HSVoBHSIE"H |1"HEV0& ()*+,YoH+%
Contracting!"#8"#$%& (" #"$Y6& () #+&* +-&*,.(*/+)0+ L HB HY& (' "HSY6& (HS)*+,-.&

"G HE HSY6& (" HSY6& (") M HE9 below!"#$YBdvanced Technologies, "#B0! #$%&Y(

!

| UBSCRIPTION SERVICE!

I"HSY0& ("H)" <+ $+-.~+%$+/0(") 1" +%6$* (Yok) " +&I28:3%)4) 1"+ %) 4&+5', ('+) &6+ $AB(+'V0) A&+ 1 +("#-
I"HSY08& (Y6)*$(Yo+#, *&-#.)%* &I6& (Y0)*B(%&-$()/0%*. 1%, *"(12++3%$* . *4-. 4%*.1%),'(12+-.4%)2,'%&
I"#$96& ()*+$) 1" HSY &S () #H-+,$%*-%.$//%*-%-$'Brcluctivity and efficiency.!

I"H$968, () (HYo*+,+* 068 - &% 1S

!

I"HSY0& (H)*$+&*Y0(, &' ($. (/*SE&H0Yo(1#2(3" . 4&/* (HY6(15+-(%56%+"&3'&.$(
I"H#$06&" (I *"+' YpI*- 1

!

"#$%& " #() &% " *+#,)+(%-".+%/) ) #&+'0'+&+1%&-+%234%525%'+*6 7"&) 8#%" (%0, "00)#*%(69(,) 0&)
"#3%&" ()1 "#$"%&'&('&)*+(",&%&,+(-."/0&'12/**"#$" (3/",+',45*(&),/*6"73/",&%"#)2-"& %0 %2 +/*"
"#3%&"#' H% () S* W #1$%& (&) *+P,  $&(-.+(/,(+&!0+1/2*+(/2%2+,%2+$, , $&(-+$) *H%,&*(!3

Transit agencies with no trip denials may provide as much subscription service as t!"#$%&" (0!

I"HOB HVA HY0& IS () %) &I+S,)1-06%6) ) &&SH' /1.'0") 11&-28*#'3" 4% &Y Ehhay increase
I"#$96& 1$(1)*$+,"-.)0$1&'1$23$.3',)24)$'235.96+,"-)$" I 1"HS% &S () #H-+,$%*+-%.$/" $%
I"#$9%&'()(*+,-.,/011,-., #20"(34,.(43(5&-3',60305"., 7#" "($0".8

I"HB%&! ($)+&" &-.-&1/0,+#"/101$" &! " |



SRS () S N !"#$%g| I

"#$%$H#&S'S(S)I( ! 1"#$% !

" SYHSE H &()*+ - YoH$&(,.[)0%12%3H#8&40%1/

"#$%&'%" )#*$+,()'-.)/01".+2")/+3/0*&,%&$-)%*&,/) $-),*$.+0%&4 ") %$+*/5) 6 &/%* &3 +%")[+3/0*&, %
trips to runs in a way that creates an efficient base for scheduling other trips around. Some

systems also keep subs!"#$%#&'(%&)"*(+#%,(%,-(*./-(0"#1-"(-.1,(0.2(.*(.(+.2(%&#""- *-(&'

"#$%E&SP () #*+,$%*+-%&")-.,!"["0 1% S% &' (Yo "#) (*+,(#-.,&/ & . Yo#0&1 2#% &P (%0 "#.3$#1 2 (" (#" (L#L1+4%
"#S% & H# Y& () H#Y0*Yo+#'*'-%!"#-% . #' $%o#/01#2!)$3

"#$%PE&H " (%0)#*$+,-$)%./$%#/$. ($+0PAH80LANt not to disrupt them with excessive add"!"#$
I"HYORH (JHI*H+&, -.|&OH1%. 2&#+I3&ME will be inevitable as same"I"#$%8&' ()*&$)%%+&%$"&$
addressed, subscription runs# "#$%&' ("#()*("#+,*+#-"HLH# "H#5%! &% %! () *1+,%-.*"$/H"$0
"#3$%&" ()*+#"#$%biese runs can cause significant disruptions to the run!"#$!%&'()*!+#!
I"#$%$&" ('1"#$%&S' () #*+,$-!

!
"# "I"HS%SE () *1%H Y%+, * I"HEW&' !

M##S%&NH#P%E (" &H#) P& (F(#*(+! #&- . +#*(-#.*&. +&(&'BHS% &' (#(%)*" %! +,%-./&,"%*) %! "#$(%
performed, and simultaneous!!"#$%&""()&*+,$-#".&'/0-'$1$,$2!"20"2)&"34&"(0-2.3(20.5"2)32"
"#$%&!I$ VS "#P51%B&™ (%)) %" $I"*&+$!,-. $*1$/-. $&"%0* 1' P& " Ve & " 123B/08 & " "#$%
"#$%&!$'()™)+,-'$Y &) (@b % &H" " HH S %6 & '#I# (%) #*#+,1%-&) &./-10"1*&"0%&)0"/! 1#) 203#!4.5+0%,6!
"#S% & HISUR"#B%ES' () #*+,$%0*+-%"-$% ! "#HEHSY & #! (#$)*$+,-'#!./,-0,$0. 1! (#-,2/&#.1!

"#$%"&™" (%) *$""#$(+3,'$*%0-"%.&!" (B!"#B(/+0+1-/2$!"#$" #B(+3, $&+"*%* ("' (34$5+"% (+0'#S!"#$
enforced. !

OTHER OPERATIONAL PR!I"#$"%&#(1#'$)*!I"# " "TIME PERFORMANCE!
S0 I"HSURHI ()&, HS%& (") (I+,-$ !

!

M"#$% &' &H('&#)*+,%&-).&-#P' 10+ 1#$%&2#+%3). HHASHVES !

!

"#S%& ()& *+,- #*/,&*+,- #*+UIHP "#PI"#S "#$% & '$%()* (+(,$-&'+,(,&* (+1HB(P "#$% &' (&'$'
"#3%&$%$' (Y0#P&)$%0*+%$' (VB @A "#$!%&™ () F+"#$"#!! "I"#$% &' ()*+',)%-"."-/,0%

and unexpected spikes in demand can cause unscheduled trips. Some agencies deliberately
"#$%&'($%)*&+!$,)-$,%./01&%.'%2--%0*%.1$%3"1&%*%.!$%&$/#0+$%, "4%H#8".$,%054%&" ($
"#1$%%" &' (#)*+,(-$.$/0+!"#1$%%"&'(#) + L(H# 28 B T8 &' ($!)$) *+$#!,+8)-, +$%($.%0$-/$) *+$#!,+$
"#3%&" ()*+)&,$)&#"-+)&,*&)*#$)' ()&, $).(+%0,$!./$!)/"+&0) 1/+'2) +/*%3) & "4$) %o # $*&'$1§56) +*4$
"#1$%%"&' (#)*)*(+&S#*#$S,5,*&(*",,-$))*) "B #$% &' () *&P) Yo b #&Wptoo many unscheduled

trips can hurt on"!"#$%é&rformance.!

I"HB%&! ($)+&" &-.-&1/0,+#"/101$" &! " |



ON"I"#$%&S$' () #*+,$ ! TOPIC | I

IN ADA PARATRANSIT! 1"#$% !

"#$%&™ ()*&+*$"+%" &, "#$-+."&/$"0) 1", 2"%$(3+*$"4+&/") 55" &(+'%"%*/$065$0"&," (6.%7"%,"%5)*8'
"H#SUHE' () 1S 1H#++3%,-* . 1$* (#' #&'Y-"#1-0#"1"-2'$*)" . $2# "I"#$%&'(1)*($+%%0) (%3, ,$"-+%(.$
"#$%& ' &H('&#)*+,%&-).&-#3$'10+1#$%&2#+%3) .- HAEBY&B A #'recommended that they be
"#'$%&'()%*+"%,"$-")&%.$/%"+") % 0" &&"$/%(&%.$%00" 1. #%&#.%,"$-") &%.!1%& . &(1%&$2,34%5+.
"#P%&'(&')*+,-#).+#%)*%,"]),")*%&)01+","12)*1)/,3&)" #-4*$%&+#)&"1!/%)*,0&)*1)4++4"/&)51+)*% &
"#$%&%'()*+)(,%-%)(./1-0) I2#S%&!" (#)**#+%' #-'./$0"-10"#) 2!13.#"-2!'(#30%4#*302%)!" (#

hours, when capacity is stretched the most.!

"#P%&' (#*)##+,-&'()#',). [$01*.+1*)2"&3/)&/)#)(44*)5#,)24)*121"6&'1) 501" ) #**&2&4 #+)
"#"1$%&'$()**+*+")+"%',-"%'%S$. *($%'(-/01+'2*" ++*+ 3'45" [ &$ % & B HPYoH&HI% &' (")'(!
I"#3$%& '$!&# (& transit agency should consider I"#1$$%& %" | (#)*"+#,-%.-#.1"#&/0%.\ ((/#-"$(1#
"#PYHEHSY&!S'§ to 10!"#$%! &' Yo (#)*!

F1'HS$ 1"H#S%& #()$*&YHPY%& ™ I(")# " *+1 )#*- 1+$-%)/0 "#$%&'()"*+,-./0&"1'23",(""#$%

" "HI$%E&'(I"#$%&'(")*&'+)),"$)"-) ./&0(1$&"2) " (1.& ""#$%"&%'((")*+&,-$./)$*0$)1'$

"#1$%%" &' (#)*+(#,&*(11-./* (' 0*&1$*!"#1$% %" &' (#) * (- " &* " *&'2$*(.*3%" | $* & 1" &*+($) *#(&* Yo $H#+*
itself to serving the overbooked trips, the system will run late.!

For all these ri"#$%6#& () (#""*$$+ ") (1)$/"0V' 112(341"." ".()5' (%) #5H#) 16 7'8/(#'."%'3!' (%'
I"#$59%&'($8I0E)&HH S+, *- J01$'/234$&'$-*2$,#$*$, - J0SI*56 $& ' $7*2$3# 76-#$62$-*3#$&%$*2$
I"HYOHE H() Yo+ HSVY0R " S(H)*+,-#, VB! " HDY "% & () Y6 &' (P6!"!

"#3$%& %' AUPLO&" (Yo $H()*" &+ ("%, #)-" #I"#ISH+#/%S " HO&+ (" (Yo# 1) &# 2986 QH R4((%9))!
unscheduled trips, including how many are acceptable, and how the service provider should
handle them.!

!

I"HSHYOHE (1" HSY0I Y& (HHSY&S' () $*+&, -+ & *&#.*"&/)0)*#$1&'/&
"8 4008

!

I"#$ COVERAGE!

"#S%&'($)&#* +,-.+,/&#01#&11 &™) 0$2#) +#&" 1 (,&#) 3$)#$#4 & 30/P ESHTHEILH & ) *#H* Y GY0!
"#3$%&'$% () &*+ [ #3"%&1%' () *$+ &S %0 &' (") *"#"#+),-#-." #/") (0#1$&) (-#' (#$")*0/23#
"#3$%&" ()"*+,(*-."-%#"/0&" ", (Yo (1 "#$"% &% ()*"+,--),&"&#'."&/*),0/),&"&/" 1YdPE$%&' () *$&
"#$%&!'#()$*&)%'()$) "#++,"-#.)")/""tboard drivers; this is also necessary in paratransit
"#$%&"()*+

"#$%&#S$' (&) (*+,+%,+)'&%-(%.$,5(+,5(+/$01+%SHBUBEL " )"+, (*-", (‘Y% (!"*'.-%#"/0&™(0,- "
I"#$%& Vacations and other absences known in advance), but not enough!"#!$#%&'()*&day,

I"HB%&! ($)+&" &-.-&1/0,+#"/101$" &! " |



SRS () S N !"#$%g| I

"#$%$H#&S'S(S)I( ! 1"#$% !

I"HS8 | (&) +HE&"$&H,)- I"HSY&"1$% 8IS B() $*) G HIS%& | (&) 1&HI*#I*+ needed basis, but
IS8 HY0() 1 V0*+"H, - #,Y0*1& H*960") Y& HY0 #&, 1. $%6&2&1.83 #Ya) Ao APt ervice! if
14598 $%(%0)*+$)1(,)$(&-$./$"0$%'1(,2!$-0(3)(%3(-30(,))*+$(3(0*4$5(

FI"#$%&™()"&$" "#1$%&' () *&+(!,*%!-".(,&/( is that runs are uncovered and closed, and all the
"#$3%&'(&!)'%*&"+(%& #--&.*/'0*&+(%/)*1+-*1&2(1& #--&(** 1V & F&BL0 &' () *+!$"&$" 1"
I"# l(added to other "#$%&™ ()"*+,(*-1"#$%&' () (1) *+,-.*,-))*' /#0110 *'1/%(2#) 3*'+45!#!
"#35%"&'(1&!)**$*+&,-WHS%& #(")#*$%+,#-(iW#dequate driver backup can cause on"!"#$%
"#S%HE' ()" *1#%+," &-. %%

| HSY68 () & H++ #" &)BYBRO& () *+1&, $-.$4)"*)"-(#8&-0).1".) 1"%).+)28)!+0$*) #$)
IS8 (&)1 (&), - &N &) *

If service is contracted out, consider having a clause in the contract requiring an adequate

workforce to cover all runs and to maintain an adequate extra b!"#$%&!%'"()#%"*+%, " }#$
M"#$%&™()"*+,(*' %+ && (A HP% &S #()*+%('&*, (-*#%.") %) (#(&*',(-*#%.,,.&/*)%,$%,/(#%&S',+.&,%
"#$%!"&™ () *+$!(,"1-*./1"0$112*.3'4%5"1*(,"*1"6"1*30*.3&7"'4/(%3*38"!"5*(3*6",%.1"*

"H#P%&!P' () *+,#)&-*)*).&#+)%)/%0!$). Y0, &FY& ($)*$+,-)+"-. +D#S+" 1/"-%$"&! ,0&(&-1"-)"
"#1$5"%!&'% (1) &") & %! &% ™*+,1"*0%0'#)-*#%. [#0 1 /H#$*2

|
I"H$%6& (1) *+" |

I"#$9%& () *+($,-$'(/%0(1$/1$) (0*2(3528$) " #$%& () *+($,-$3)/ () 14$56 7$787$%&9:0/#%($) (/(; 1$
I"#59%"&& ' B(($8I6")%*)"&S+,"-$%), /$' %01 YoHHPFBO6& T ()*+!,)-1" &'&*(/"0)11023,$"1#)!

" THSO&S! (), B- %08 HSY& ($%60)* B($Yo+8%6", %"-$." ) $%& /" ($Y60$ #1RHUK) pt3east " |

IS Y08 () &*" 1", K- (-&H[-OH"1"%&2" "HSY& () Yo H+Y6% #-%%. /'O 1/2%H#3&Y0 1#.-41.3) 54+ 44
IHISHSUHE (3) (&*(HH (BHSY6"& (06" (5 +"*&" +H"-%6* . "$Y6/0"+ 1#"1+)" %6%0%0") %' (*)&2"3/&+4"5(6
I"H#$96& (&Y6& SHEV (HY6B) " +%,$'-./$106(&I60(1*#%6!'-28%. () +$1%68&*%. * $#06)*&%6*)/3%).'$4" IS4
I"HHS V6& () Vo (*HEB(&+Y6"Vo+$, & (-0 (&SLI(2]. +3HI&(S, (Y. /(*O#+I0(&.+A%(1+3. Y6 (" HH(+, (#+%/6

!

"#$%& "I"#$$"%&'(Yup capacity in the form of floater runs or a
"#$%&'(")*'+,-"."/0,-*#01 !

!

"#$ HS%"%$&( !

I"H$Y0%68. & ("H (H)$&"+HS"HSEY%, -.$' #,/'0S1(S0%HS VoH2,, SHE& HEAHSSA(HSH+((YoHBOST'&T # (#)$* #
" HSS 06& () HSV6 VP& (VHH+ & HEVo- . [H&-H# +IHO1 DIHEDOBA*+,%6$*-./%!1-012$%(1-%'H%61%
I"HGY6& (") +,-".'[0,-*#01!

I"HB%&! ($)+&" &-.-&1/0,+#"/101$" &! " |
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"#$%$H#&S'S(S)I( ! 1"#$% !

"#$%%&' () *+(# HHBHoH18H % &' (Yodins, it is helpful to have a floater!"#$!%&%' (%) (*!+,!%--"-+!
"HSWHS%E % (1)B!%"1%*+$5'%" (BB () +(+,#)"-(“*#%(,$.&HS "#$%&%' ()*+ )4 $%!

" "HS%& (M), HIS0"L2("SH'34#3,. . " HISYP& S HIS(I"BIF HP Y &S (#) %o + LS

M"# " S1%& " #HHSHP % & (17U &' (&%0)* +,-.+,&"- (VA& () *+,& *&Y0-,./0%1) %' &) $%00" % (*"'+,$) %
"#3%&'() "I"#P%!&P'&P'($') " *+&,-&P&.,&P&./0B-*&P%/P!(/1$,($&./S(H2/B8U1BBY0&' (%0) & (*+%&
"#$%&'()1%"*+"&%S$,) 1+, ""H"#S%! & "' 1"# "1"H#S% & ()" (*+ !

Some systems also have taxi companies or other van companies available to provide back"!"#
service on an as"I""#"#3%&'(") ¥ #IYHIE' ()" *+"H#" " #") S Y- #).1.)). 04" (#",. B # % & ()*+#
I"#$H#%!& H*BY #1991 &' % (18)* (+#& #1#(!-."IN) ($H#(+1#011%1+2$311*+(2$4 1L 41 SHBR BB (&) #* +#
"#$%!&'()' &*' &+1'H#E&' (1&#1%,*-1&#")".) % .1/

!
" "TIME PULLOUTS!

Often, the first several trips on a run are late,"#$%&'I()!*+&!,$-1.$//0-1128*#$V6&" "#$% &'

"H#P% &M HPYN A H#SY & &Y0' #(#)*' &$#+,- &(/*I(",0* &1/ ,-+/&#S/ (1Yo (&%0! (", @iR@plinary
"#3%P&'()"*(+&,$UH#&("&*-."*'(/,"(-*&(%"0'$". &0.#1 (2R Yo# & #(%0) #$%" &' () *+&," ("
"#$%&'()*&+!,-*'+.%!/-%,'(0%&'1%&) (&#+!/%'$(1",%, ) (&' (1"#$%&'(()'1*%+,%-$."/($%
"#S%E&!IP ()" #SH% &' ()* B 'H#"SU&H (#%0) IRIHH#"#1 1.50!"#$!1%& '$! (&) #%0* + #1&"#$5-(&S.1/%&!™,,!
out on time over the course of the full pay period, be that a week or two weeks. !

I"HS96& () YoH ($H)*+,&-),% .4/, 0H)*+$(.Yo&H-. (HBIBBRA)*+,1'),& "I"#$%&(()'1*%!)%!+$%

I"HSY&IS () *S+(%6,-&S, . (*#) S+, 0(&H. (<O #$*/,01(2+ H(# #$*/, (3845, #$0($"($+, ("#$%&!$"%60(
I"#$%8%$'(&)$*+$,-+./)&$.80/128F+,&-"*+-($3/*0$, &-4+-1"51&$Yo ¥ T (BES6 & ()" 1 %" #$%o

I"#H#$" YR,

RESERVATIONS!"#$!1%"#$& !"#$%&$'())* !

!

I"HBY& (", (H+*-%0H (+.)$&Y*$+/.) ) %*0(") )+ 1' (L//&(/&(2"*- (L&

!

"#3%&' (Yo&'#™" " #$% &SP () #*+,$%)+%!-$%.*/%) (%0 0$ L'4#$2886&' (1) *that reservationists
capture trip information accurately and repeat it back to callers!%(A script is u!"#$%&'(&")!$*"&
M"#1$%&' &% (#1)*+)'I'$,*$IMHP%&™ ) & *+",$-*()&"$./") &, +)/"'-&,0$1"-0,%(-"0.*)(,*0+.""(,2"$™
front door, side door, or back door. All"#$%!&'$#()*(#+$),-. $#"/$™*("1#0%"1#1)$'$#()" 1 $#
I"#$%&' (%)% +,$*%-) | (&+#(+#S$-+ #./(01%! (%! ("BHBY&. (B ) +#,")-%0,#) . *)H#] LH#H$% &' ()*)'
"#S%& () FH#S "H#P%&H(NH#+!,- #(1.0#"1#$2%3!12/' . *&$.2,/'1%*#/4.1,/V.0#!1-* /.1 1%5#! -1 0!

I"HB%&! ($)+&" &-.-&1/0,+#"/101$" &! 271
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"#$%$H#&S'S(S)I( ! 1"#$% !

I"#$9%6& %6 ()*+,)&%-.&1%8&0)'11%/'%2%&,0'3(2)4%&0),,3%*3%') (| ¥EHB AT Y, %o$+.//*
I"HSY68" () & Yo+, +-. | "HSU&' ()T 1"

IHBYHE Yo (HB)*(+'&, "H" (H-, Y. +-H&I-0.8"-H#Y" &L, 24$ #3-Yo-+A&"S(, YoSHYo (H"O & HT&" Vot &+-#8&, %8+
I"HSYO&H (Vo) ¥ H+(+,$%6)+ $Y0(- H#" HMOHS0! 890" ()*V6&!)+ HS- (V+HFHI'SY&™ () &t (1+,"(+(

I"IHB06&Y' &Y () HSY0ES %" (B)"+,)&("-."10-($) 1"2-3% &HB%ES (%) %) "$'+$

I 4$%6%8, (&)*+,%-.-")

"#3$%&'(#"()*+,$"%-"./.0,*."13$,")."(#"2(0,$130'4,"5%'3,"6,3%#('0'%("72568"0%"1..".0"&'09"09,"
"#S%&H' ()* (+"Y0HBO0& (W% " &# (#&P)*+,-(.$&-/0$-"&#+&*(11&/) &#+&*+) BB D™ (#
"#$%1"#$%&!"&H#()!"*%0!+,-1&.&"% B! &*/'011%(&'2%!"*3"1"* %! +,-142/5#1 % & 2#1 % 2& ! 6#"*1"* %!
negotiated time or, even better, "#$%WH#SUH#E'| () #*$H#P%&' (%) $%*"+,1*FB5%! &' ()*+,(*+)#'
"#SH%&' (1) & #*+$(,,&-(.$/01234$56$%*' #$% 7% '1# Y SEHEHDD 1 &L *+"] -$.#,1$.-/!
P"HPYHE () 1H* P (+#,5-. IS H " H#BUE (B)*()+,%&-*(! "#S%& H#Y&""#(1)*+,!1$-)($.!'-/(0!*0!123!

I"# think that th!"#$%&"()*!($+",!$"-%$&'"-./1(0 "#$%!&"1#() %+

|
I"#$%& I"#$%&'()*  ISSUES !

I"HSYO& ("4 1" "1H I HE S Y& BHSY & HEY0&' & ()* & Yo+ #Y6-)&.[#0%(/%* # %60) (HI0%
I"HS0" & HSY0& () ¥ V6" HEH"SY0&' () *+", Yo&& (1" HBIV0& H 1 () Yo*+"H, " &)H" &-))."-1$1/}#) $&O"#1 1V (
I"#S$Y6&S$" () *+1$"%,)+-%.$/*%60)* /' Vghhk hou!"HI$Y6&" () &&*("+,"#-&" V& NREBY&Y6 H %S
I"HHSYOHHIRISY08 &I HSV0& () * SHIFHSY& " S() H+"&), &-.&"™ /! #1S(1"0&*&IS, 1 112*#348.1"$5!
I"HBYO& (") HHY ), ¥)-" I"HS! I"HISY08H" (1) Y0 1+, 1H-06! BB &6 1#' S()*$) Yo U8 EBI6&. () %o +&
I"#$1968ney also allow the provider "#$%6" &Y' (#'#)"Yo*+, &#1+(-#."%o#' # ()/0'" Vo L#+ 3%
I"HSISHO6&! (")$H+ (HY%",$)%-'$. 8 individual I'H#$%& & 1H#S%%E&'SN()

I"HSYO&"HIS"HSY&" H# ()*+,$%-%01#.$1010. #1#1 %S0 1HS Yo $8 21 1#&1)-3S4%$%6&" #'()*+,$%-%!#.%$,
I"HBY0&" ' ($)*Vo+ - USHSY&HSYO!" & ()" +$,1- JHS) ™ +001+. /1 ) I( 1-+$&H0)D),"  I"H$%&
I"HSY0& () () & HHH (&, -Y08&*(&H' /01" 2'%$ " H#-) &OSHSYO& (Yo HHHBY0& () *+", (-

"4 $YO&YoH () HHY L ES%& I () 1"

"#$%&' ()% ) #%* #+(%,-(./,(#0%+1+(#/2% () #%+3)#0-4#+%+('44%$##0%
"#$%&' % (""#SH YK
"#$%&' ()% () #%*#+(%,-(./,(#0%+1+(#/2%()&80i3)still need human fine"!"#$#%&'()*+
"#B%!1&H#'(&!)*+' X' &-#'.[-#"%0,*+' L #213&A#* &' &5'#* (Yo 3# &-1&' (& BH#S$review and fine"!"#$%

I HSYOR H (VYA HEYOHE ¥+, - - SYOHI H, )+ 1+) ) +O L)+ (24" # 3+ S+AHI B)&H -
I'#$%68$' ()*+,(-$./0$ " S&(MBEY6& ($)*+!, $#-./0&, HF1*, $2ISIRHS0I&" ($&)Y1&*+1%,"-96¥)!-.!

I"HB%&! ($)+&" &-.-&1/0,+#"/101$" &! " |
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"#$%$H#&S'S(S)I( ! 1"#$% !

schedulers review and optimize them three to five days out, and again one to two days out, as
"#3%&'(()*)+'!1! I"#1$%&! (#)1* &'+ 1-L.#-/10%&01!$%&!#23%$!14&+"'&)!

!

Don't squeeze every la!"#$%&" (#)*#!+,- . #)"#)*#"/(#0'&L

!

"#$%&" ) #%*+(,#-.(""1012#" 3" &AH#S0L(, "#+'H#-)%P6#+( #+'#, 7T"#&(18#937":()"&-#;0))#-+5T,05"-#%::
I"HSY&H (JUB"HSIV08HS () H FHSVOI &I HI )H* "HIS 106" &) ((")I*1+ - 1&/+011"H#1'12/-3, 21*1/*]

"H##E &N"HISUIS&!S (#) %8B %0&! () *+)S, ) #-. $/#0)"-1&#.1#0)" 11" 2#$#3&B(#25& A4S (#")56) '#
"#S%EH (Y0&)*+&' #- HPP% & #(#%)$%* % ' #*" &'+%,-*&#(%0./*01 234 % Bir 8 po)ari%n &eave
"#$%&$" ($&)%*+#$%, " &Y #$%&&E' (&) $*+",$%E&S-.",%/($./$"$01(1$-.", ($&H_HRBH

M#SI"HE%&' ("% % &S +,--$%,..".%,&%&/"%"0.%1 24t ¥ 14H#80Kary in paratransit as well.!

"#$%&' () %# ($H#)*+,&-),%.#*,0#%+$/&%#,1- #,1%$%#$) 1%./2 (+3#&%) *44%+. -, (*+$#-&Yo#(+)2/. %
contracts as required practices, or the scheduling area may be understaffed.!

|
HE%& (") !

"H#S%E&' ()*+"#* #-*.5) (/*,04%")" %) /' #%™ ()*#'be sure that all trips are “performed” as they
"H#HSYN"HISUE&D! () &S Yo+, "1 &, +!I-#,.(/0' 1, #2!13) "I"#$%#&'$() Yo HBWBE& ! #$%&' (1&)*+!,&
"#$%EH" "% ()%") *+,"-%()./1H%nformation!"#$!1%&!"#' () *&+1#) (,-#(."#//01. $!*&#/! (.-&1123!$, (4!
"#$%&™ ()" +,(*-'-#(. &/ %+&&'$0*" 1. &F*RBSW&! () *+(%&, - I1#$%! &#' () *+,%-"1*,%!)+*.)/!
"#3%&' (&) S* (*HIH' HPIUWESU &' () %0* +RBISY& "' ()*+!%),- #!/-¥+01')*11*)$ (¥, &*+",+%!, 21"
"#P%&! (&) #P%IH&' (&)#!*+% ¢

!

| IPHSY&" () 14+ &t -+ . Yol OH-IH(* 11 & ( (1&H-2+ 1/ & (#3V & (# [H+- 1 +#%/#
#1598 () *("HSY&mHS%& 1% $# 1+, -1 " 1)

!

I"#$%&$'()$*+,)-%./(",$,.-00+01$-0*$2&"+01$&0$%/($,%-%3,$&4%$"30,$-%6$5 (-, %$-0$/83"$+0$-*
I"H$Y6&" (YoH) 1% ML I HE Y& () *$#+9%6)$, (' $%!-$.%-/& & BOIBY| &HF ™ &()*+,-81%" H) !

“Where's | "l #3968 ()*+8&,-&("#./(0#&"1+1(0'2!-38*0(A&I*&-# #*&(B standard I"#"#$

IS I 1"HS06I&S$!()1"&*+1,)" -# time dispatcher at any given timell"#$%& ' (1)*#('+%o#

I"HS0 I"HISY&IS (H) S H+) S,

If service is contracted out, ensure that these recommendations are included in contracts as
"#$%!"&'(1)*+%*",-".+/"10%,"1'&%, () +*/)!"),'2)3'4" $5&"],+)6"& 7!

I"HB%&! ($)+&" &-.-&1/0,+#"/101$" &! " |
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"#$%$H#&S'S(S)I( ! 1"#$% !

"H5%$%& ()*+,)-)  IH$I% !

"#$%&'()$)$*%+#"),-#%./#'(&.'01%, . $0) 2P0 &S (#)*+, (*&-#(.$(-," (+#,%&$'/(0$%o#+!*, $%&$'(
"#$%"$&'()$($*+!"),-". $(/)$"&0'/%0/1$"2'&(%"&*$%"$%!'$*'&30+'$(&'(4$56%'1.$7(2$(/)$*+!"),-'$
"#$%&' (%) (* &+, (H#(* "1"H#HP%& " #S%" (#)*%+,%-&*%" . *$/))%-$/+,+,0%1$"0$/'2%3, (%/-%4"*%-$/ 4+
I"#$%E&H () #H+&WoHHY &S ($H#)#+#(1,-. (Y (IHHO(1S(-#" (11 (1" # "I"#$%&!H# () *%+,'-,%".% (" &%

PHS%& (#) 1+ (&I +1*-#".[01+'$./" %" *$(#1*(10"*2/%*(/#".3.(11.4'5*+(/6$)*+) 3'7#+"18'

M"#$%&™ ()"*+,(*-.'10(#™'1((2')*+%,$%"$-',(-%+&™3+%4" #"*50-'+--$10"2",('0"6'"#$0

operators for the first month or two of their employment. !

!

1"4$%& ()$*8+,$)-./,-*$01(23%5.(3,-4-,35/1-.8&*$3.+,*$&($1$+1(.%,"35

!

"#$%&" ()"*+,(*-"+&-(.""/,('0.(1'#(1',()*()"*&2"™*"+/'+"-%#"/3&" +.I) &+.'+*(3," 4" #$%&™

operator interviews conducted "#$%&'()%*'+,-'-.-'/0(12$)%/3'#34$356'7)43'80"%!'97)9'

I"#5%68 () $'1%&" 6% +96,*"-%."- %0+ %o (*+$'/'$+%+.$%0)0' (" 116+ (#$1%0+.0+%6H(2. +%3$%/ ) (&$&Y6"* ¥
"#$%&'()*+,-*&."/0&1*(2&3*1$42(* &&*(2"(*(5,*-$6&-*$#*6$ 7 &-&H#(*"-&"*2"8&*/$9:;/*" (* (2&*
"#$%&'#P(%)*&Yo# hé understand that they can pick up one rider early in the on"!"#$%

I"HB61& (HS'YoH)*(+), "H+-) I"HSYOI& (B +-(+.%0+-'(,) (+O(*1'$%6(*) I"+-"#'+-)'+"2)

I"'#$% &

!
IHE& M+ (Yot "HS%&E()* |

I"#$%&' &($H#&Y0)&P%0(*+,%-".*#O(+". & Y00 T HBORR % &' FSYo&H!' () #'"#$%"&%'((")*+&,$"&!$

" IHBI%& ()& HE& +,-&.[-0#1+&H(me performance. Trip confirmations are calls to riders#
"H#S%E& (1)*(*+*,8,-(*/01*(1)*(2%)*34"*3(1 1 S# "#S%&' () #!*Vo&H*+1#1*00, #*+-%0#t+#./*%)01%)#
"#$%E& #%()*1+%,-$%. (-$#/05#% 1" (2/ 1% FY%! &!#' ) ) &H#(*1#+(*,-".) (*)/#-0+1* (2, #-2#&/ &, 0&#
"#ISIH%ED! ()P &* &'+ (,-*$*&+&'#. $/#0*$!, $!1, $1 & &Yo*S(-S#I+#-2&3F

PHHSV& (") (" (+7H,-YoH(-*"&YbY* (*." HFO(/L($2*(,")"&)" ' B&('$-&A4")*(,)$5)"2'(".0($&+*)(

I"#$%68&' ()*%+$,-%$(./01%2$'3'4$ " #$K%225$

|
I"#1$%&" (&%) $*+,-& Nl

PHSY&! (") ! " OH#)1)23'45"6+(/3.$1+(17"1$/)%+/3."8'03.1™9).+/)(":189:5"<)&31"
Data Terminals (MDTs), Global Positioning Systems (GPS), "#$%"&'(1)&*+'$,-*)'$.'/0-"/'$
PHEY68, () + &, 48, ") JORI+*&)-,I" )&, 0%/2. % 8) 1&.+3-14*&1/"I"H#$Y&S () #*+,$-%

I"HB%&! ($)+&" &-.-&1/0,+#"/101$" &! " |



SRS () S N !"#$%g| I

"#$%$H#&S'S(S)I( ! 1"#$% !

"#$ 1"#3%&' & () "#H#S%&! ()!"*)+,-I'SL.$+/'$0!" () 1#$,"/$+!1$11/'&!12"0™0"+&/"13) (/,#) &!$+!"10)"#
time basis and to provide historical location i!"#$%&' (#)#!)' $(*+,)-&$& '$&!+(')*$#.(/0$+) 1&!)2+0)
"#S%HE' ()*+1H#H(&WHUB %! &' ()$Y0* +,!1&-+.'$*%o#H"H$% &Y' ("&%0)*+,-."/O#BYo and drop™!"#
I"#$%0

I"#$9%68&'()%)+'+,%(-../0)('+)-0$%1,+2,,0%vehicle operators!"#$1%&1$()*"%+&',-1.,(/',)10)"1%&!
I"H#SY6& ()" HSY6" &Y' ()" 1)+ 1% KIGH*"O"#-1). 1"t 1N 1#213()-1). 4%" 1) %.1)-1' (. 10-#&!'%)!
I"HISH V& (&) & %o+, "Yo&-". . +/"H Yo+, &* 01 *$2*&3BE&(%' Y. +4*5'6"%o& 4+ T SHEDAHRI!
I"HHS06& (&8I +,")$./80)(&-"18)$L8. $ "+ H1&2"$.&' * +&') "&3*H) &(') S BSVH&Y6' () %!
I"H$Y0& () *&M

I"H#$9%6&96' () %S+, $-. /0L 2(SIHSS"Yo& HB(")*1%") Yo & +$H#1%, *&Yo(, *0, "0 *0/p- & %/"(01/%, *&%
I"H#S "I"HBI00& (1) -+, - #1%0)1$! 1 2#%&)#3&Y6($('& [HIA%(/) #5116 () L#&) TH#Y6&) Yol B() L#I 3#'8(9*H& H:/S
as call"I"HS08 (YoH)*+%, I'-). &H*1'V6) N HSU HS V&V HI ((#) * (#+, - #I01#.(234'8'56#T 44

I SYO& () H+&* +-&*, . (*1+) 0+ LHB%& () 1

YR (SHYE) A HSUE SO+ (S(+-)  IHSW& (LS |
I"HS!" IHS%&S () HHS ! |

F"#$%! & &' $(#!)*+&,$%-'$%-",+$,./"-/.I" | in which managers receiv! "#$%& #$%#&'()"*

I"#$I%& " #$!1%&"&'%&'(%!%)*+!)',)!-"&. Yo HE%E&S' () #*+,5-%0 "#%& #()* (+#% (1#, ! (#-.+1"#
"H#S%EH " #$%" & &' BESUI"H#I%0& ' &# ()1 *+&, WHS%"& %' &($%$&$))*1$) +,&$-(&%.'&!"#$%"&%'&! /(" &
"#$"1%&'()!

!

| 1"HS068& () &' $*+"&)$%&, &6+ &/) %0 0VHBRY& I & ())*&" #-+#
I"HEY6& () F+,) %+ %6(1-,. "]

!

"#S%&' ($)*(*$*++,&*+-$." AR "B "#$%!&'()' &' %*+#&)%!&",'&-1*".&/)"'00!1&)"1&'(1"&%!-,,2! 1&
"#S%&' ()*!"+#," (#(1$-,.%&#/-'0,.lons, which can artificially mask on"!"#$%&%$' () #*+,$%
HES%E () +,*(-. /X' O(-*"&( "#P%&H () *+, - [+)1"'+)")-"(0-) "#*"*% 01" *#.#*2#")"#'-*+3+0(&'
I"#$%&'%"()%&*"+),$*")$-)%.")/'0#") 'Y &BIH '$H#" Y& BESY&' () *+!," % ('#-* . YolH#*O#/#11"#0*
special reports to track any inappropriate changes in schedule times. This is a recommended!
"#$%&S$

I"HS%&("()*)") %%+, Yo" HH+SI")"0),. ). & & F 1S 2 H &S/ AL S 1 B L) 3H), S &
I"HSSY&BYOIH () HIBESY&! () &'* %)+, *'-(/O) "Y' 1 11¥062' (1" 1"##H 1™ H$%6&.'()'Y%0) ¥ 0! "H+%%, 1#-%6
IHSYRT HSEY68S () +,$- |

I"HB%&! ($)+&" &-.-&1/0,+#"/101$" &! " |
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IN ADA PARATRANSIT! 1"#$% !

I"HSV0& (#)%'&"%6) " Yo+ HHSU&! (#) I"HSI1%68& (1) *IHOB HSUBHS %! 1& %! (&) Vei$Ibheir

4SOk SY&'S" (%)) HBI%6& () %6 I*+, 1+-1./) 01 1+ 238%$196& () $%6*+$%,&1)-, ) 1$-+$ 1B P o&H
I"IHSY& I H " 1™ HB1%68S )+ 106& 1 +&S wHETH " # HSY01 " H#1$"%6&" 1 (18)+1), 1%&- 106 #S

I"HSI"HE HS%ES B or shel"HIS%&IHI$%" QI HSY08E () &S +06$" & H-- &1 +06$") 1 +&/()'&-%0%-&1,&
IHGYO&" ()" SHHSIGHE (" +,"- [0 "1™ all ride. |

A second perception issue is to ensure that "#$!%#$%& ) #$! (*WBHS%"#$%& " ()*$!+,&-.,!

I"H$96& () YoBHSV0& (NS H-+ SH-IBIHS0& 1$(1)&*&)+,-$./$*-*1%, 015/! /%6 ISV SI VA" #

"#$19%0&'()' &' (P& " #5% 1#& ! (1%0) *"1"#$%+!1$'(,!-#.%-&![#00!" 1#(2!" 11" 1%#-!-#.%1#&!0"%!#3!"1%
"#$%&™()$!"¥"# "#$%E&'(1)*&'+1&, ) &!&#"-1.')%('1&,'0) +'1$ L& * U225 % &' () *' Yo +",-)".'Yo($./"
"#$%&'(#"()*+,$"%-"./.0,*."1$,"2)%0'(#"03,"4'56)4"&'(7%&8"$103,$"0BH$% &' ()% $! &*#+$

1" S0& (¥ (HH HSS! Vo1& (H&) 41 '$SI- /101212-13#" Httdhd I"HSWH"$I6&' ()&% (*%o+!,-* %

that I"#$%& #%l have a !"##3"#"$!"#$% !

!

"#$%&'()*'(+,-)". &) "# |
"#$%"&'&()"$*+,#-%*).%*&+$&/$.00$1&230.*+%-$'#0.%#4$% &% " #S(-#$&/$565$3.". %" . +-*%$-#',
"#$%& ' (&)#'%&)$*)"$(1&$%!(+)'()-$"#.!"'(-/0)1%'(2!&)'+/(-1/2)23%4.,)/(24%/)&3'&)"..) %! ,/%)
"#$%&'()*+&,-+,-1",.-. +&(.+'(/-*)'0&)-. 1+ "#$%E&' (#)*$+&* Yo (#"*("*,-&"*.('/(0#1*(2"/+*.-"*% ('/(

receive, resolve, maintain records of, and report on complaints.&&

!

MHSHU&" (#)*+,-./'-.012/-&,[-#."-2' .- ) *#$/,.I'* \$/'#3'454'
compliance.!

!

I"HSY0& (#)*$+&*U6(%, -.J0(1"-2&0*(&3*/4("*%61-$%* %o (- (" &OHSBUGRL) Yot (*V6+)1),-1%6+).%'-!

I"H$068 ()$*+)$1%6(, H#-.+06(S)H(/() O(#(11234#) 1'VoH2(‘#$%"1.0+)$I%H#15) +$% 44" 10#$%& () $*+)$1%(#
1" HSY606& (&) St HE, - $8. Y%/ %8I &, ) H+0S8YSHO.-$1 &1 %8 8. 2$3HI48) #28+*& 255 #&676&
I"HS& (1)*)+" - |

GENERAL RESOURCES FR!"#$% ! !

I"H#$96& &6 ()*+, (-)*%"()%"."10"10)%+#9623)%4) 1*/2)%+5%23) %6 7-)%-+5%8/./0%9/:32*%+5%23) %
I"#$96& ()*+&SEYL"H# & BHEY0"&'S" () Y& "HSY" &H" ()*%"+,"-./.0"1.2$34"567"8%"

I"HSYHIBE ()*(&I"HSY BHSHYHHEE &) +,-/(SO/L  I"HISYOI&!()¥"+'1, &II"HSY6UBI"H#S 1"#!

RS "I 1HBI06&1" ()M #HS YT 4 1"

I"HB%&! ($)+&" &-.-&1/0,+#"/101$" &! " |



"THS%&S () S ! "H#$%0& | I

"#$%$HES'S($)!( | GUIDE!

"#"$%! 11

L 1IHE9& () *S(+E HSI(,-. $/8-0#$1#)-#*$(2$343F!) VH2ASHY618&'S" ()" Yor+& 1*-(&.'/1*%0+

#1

Bl

I"H$Y0& () F+&H, +$+%0)-+./'&)0123# +4")5)*676"&6)82" 1) A" #H$%6%6& () *+($,-&.$/01,&
I"HPYO&" (H() $*+ 1" HSY& " () +#,+&-.$/.$!+0."1 |

I"H#S%& " #IS%E& H#()*+, ¥ 1#-1/+012#.314#551 " **I$'+1"6*|S++ 1" 1#'$) | 7*#7)*1(6#].*01'1#$

"#3%&' () B*+(,#S-#.(#-/$%"#$0,1(-&.2$3&44 (1 1##$(5)6+,#-$7(5,899#81#5-:$9(.#)'&.:$
"#"$#"%&'$()*%0+,()-"+#"./1%$0() 1"2'30#%"'4)-5&"%) 6" 22" 78/#() 9" %" 7/#)03):++/&&"; 2/)-#<"+/&()
M"#$%&"#'()*$+",$-&."$/"0(1$2&"#) (3$4()3&('35$6"78"#15$9"8 (:*&#("; S+ HEBK(Q*+,$

"#$%&™ ()*)+"#,'-./0'1%#23'13)3"4-"5)6)#" 0#)*2%3'78#98#)3%8*,'-8%"#,'-"5)6)#".";"$%*"
"#3$%&'()*"+&",-(.&%$*"(/0#*123&'(456$7()*"(4562,$3-'(89%12:*'(1,,$%*$;<(=*>-(?,;*%'(

"HP%&' (#)* #S+#&,+-.)/,01'23&42)* &, &H#)54(#+24+60) 7488'&&##)42) VG0 &S "' ()"

"#$%&™ ()*+,$&" #-.*+/.01-(2)%(3+.(4+5.(6&+7-('$'0*+8.(.2-(2+9))%: ('&*+8.:&$.(4+

Disability Law Center, Baltimore, Maryland. !

"#$1%&' () > +#3$,#-'#,5./,$/0,%3-#1'#.#+23'3%."%0#$%-$'35&/-42$56 $7%*8$7%*80/,2$9' (#$
President, Paratransit Services!"#$!%"&&'I(")#*+,-#./1011-1+"#+12-3)145)1-$)#+/!

I SH Y& 'S() V" +, +UoB (. +&O(1"22" & (3H+"(4"5'6 (T#'%& ' $(8134790(1"22"&O(T+:"8&; (<"H#+%
"#$%&' ()*#%+,- #(/-0#%,"0'(1%%#$$(2034$5"0,3,-"4(67$,#8'(9-,,$:+0;&'(9#44$7<.34-3=(
IHGYO& (X H*&, (& "%/, (OX/ LA HHSY6& ()*+,-.) "&/*(0.#-1*2&3#)84$#)0.*0(2&
"#$%&'($")*"(+*,-"./*01"23'45*6'& 2" 7*8" ("23'5*9..344*-&*:(+3;3(+3(.35*,"(*<$32&5*

"#$%&'(F")

I"H#$0%6&" () *$%o+*($#, H#-.$%//)#01%'1(-$'($23425%* %6 $7--$802(“Chtho, Dave Nold,
14398 ()*+$,-&.$,/%&01 & PHEUBUHS(')*

This report was funded through a cooperative agreement between the Disability Rights
"#3%&'()*+*,-.-)/-*0#)"*1,2!,03*%)"*&4-*0-"-5%6*75%)/'&*8"9")'/&5%&'()*10783:*;<=<*
"#$%&" (&)*+),%3(-#*%&$&.*(/),0")1."2-)$(3)#*4.5."-)"6#%"--"3) 0¥d4 not necessarily
represent the views or policies of the Federal Transit Administration. The United States
I"#$%&'$&()*++,'$+)&")-.*/.-.(0)1"%)(2$)3"&($&(+) %), +$)"1)(2.+)%$4"%(5

I Y HSY6&" (&)*+), %B(H &S *()10,1)212)%"345$&. * (FBR).F R. § 37.131 and!"#!
I"H$" & () %*+,%-.. %/, %0% v itdble at
I1H$%"&'S" () +.),-.. (1$0*%&%*+,),-1. (/$012345"/$8-

I"HS0I& H(Y0) -+, Yo+ HS(*$$, $%-" %' &/HSHEO$%0 &1 Y- T U BB H#SH+ (ADA) at |
42 U.S.C. § 12143(c)(3)"HSHYRH &ITEYSH Yol ()*+, (HSH #-*-.0"1-2  I"HSN" "HSI"#"$
I"H$96&" (&)*+), %B(-#*%&$&.*()/10,1)212)%" 34558 * (VBN &Y6' Vot (#) Yo+ UL H"$ %o

I"HB%&! ($)+&" &-.-&1/0,+#"/101$" &! 33!
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IN ADA PARATRANSIT! 1"#$% !

L
I"HSY68, (Y6) %, (Yo-Yo BHSBY6&H &("H)"

IIH$%"&'S" ()4 +.) .. $0*%8%*+,) - 1. (/$012345" [$BHSY& # (%) *+%,-" /&™ 0.1&"20'3"
I"HE" Y08 (Yo" HSI6& ()*+,-. (101" 23& Yo (AU $Y6& ()96 11" #$% &S () #*+,$%"+%-.-%
"4 S Yo IB Y SR YD RS V6& (%6) "+, & (‘&" (I-. 0% (L(H#2(+2&" (-

http://"#$%8: (&) +%(, %" Yo(-,+&%.1,) Yol O#&1%"2%" /3" (* &")'4#B 46T

"#$%8%' &Y% () #Y%o+ *-#.-(/0&0(.01$./2.-.3456 789:

U H Y& (BYO)*+, H.+)+* $Y6, MV I"HSY&! ()F+ *-&* +"[+,")0*12%3 "IH S " %&" () H*+ %%
Y& H(O)'S*+, (") (0 "IHSY& (), -+ &IHO'L( K, 1" SHY68 ()1
I"HYRHE ()*+,-)*) (1) J(,0&*1/2& NB)2/(+,I".()'(.  V"HSU&HO&"*$+),)." I"HH"H#S!
I G068 ()*, " &-)."[0-+1), "HSI" V%6 &S! (NHSHY&H & ("H)"
1"#$%"&'S"(I"H#$%"%0& Vo () +#,- #$%"%&.'Yo()*+./A112)*3&

81 1"H$%E&' (&) $+,)-+(8)$./,$&,,'$.0$10&*(",+$-220(&.3,&.5.(3,*$/-4,$-22,-+,'$(&$*,4,+-5$
I"ASY& () *+$,#-,.),/01#)+$(23) +4#56,0,#56-,17

I"HS"HO6&' ()*+,-').-#,"BOL, HO/*, 1'-220 " #H/31#/'"31,"# A51$*+"#966' Toes not
measure on"I"#$%& ()'1"#$I61 &S ((1)*+,-*+#./ |

|

I"H#$9%606"& () *$&+,-.$/,96(&0,)/¥123,2445,(2,%"#(6,(11$*&)%"&)23,7$/8,)/*12,$/,
I"HBY0& ) &I6() *+&, " H- *&IH.I&, 181 &OIVIHL, 1# 1 &HY&. " 1&H#.$"1 11&V&)/&(2%" ./"&
I"H#$061" 86" ()*+'%! ,&-%6. +/0#%. 1HSO(IDEBTLEL1 ()" &A1+, Yo-"&+#".) 1&".$"0((."

1" HB00& (Y0&) &S (FHBIV&" (H+I" 11"HSI6&SB'() H*+,$96() Yo- VBHSI " HS6& ($)H+4%6, -

"4 S0& (BYO) -+, H.+)+* $%0, 4% I"HS06& ()*+ *-&* +"[+0*12"$"%& 1 (+
I"HSY0& Vo(B)*&+"% - )* /&I HSYo/ &OLHYD, M IUGHYO &' ()' 1+

" IHSIS%& ()*+' (& %,-&*.$(/-0$*1™"0-&)*12%, & (-IBRESYo& H() &"*+ H#-"
1" H"HSI0&EHBY6E " ()*+,-".&-)."I0-+1),""HS% %S " H#&, H\(ailable at
1"H$%6"&'S" () +.) .. (1$0* V&0 +,) - I HSY6& () "4+ 1

I"HS"HO6&' ()*+,"-"H#%".0.' 1%2"#%3".-"45'6* 57 /*$, 8*F'605*$ 240" *+,*5 *SU'H 9

I"H#$96&' (%) 19687%)+" %6-"($-.%1/$%)01")'%1)%. 1/$(2*$%!-"0.%3&.$(%) % ($."-$(%6&--"4&*C
I"H$96"8&Y6'%6() "SI+ 1%6* %6H'-$9%6"1%6$.1) $H$/0%1"2*3/1%645) % * IRUSHREYYI5Y0&
I"HIS%6& (H) *$+&&ISH, -(1+&./OS1"(/$, Yo#2! (28$2-3'4$4(/2-3%#H#58$% (48%6/$6%-+$3/(.5!
I"HSYOH& (JH+

|

I"#$9606" & ()*$&+,-! "I"HS%&' ()*+%,**(-%./+0.&%1(%&2'0+)*0%3(/43%1./58%667%0/1'0.9
I"H Y& H ()1$*) (HS+#,"$-) H ()1$*) (/$OT1"#$%&. ()

I"HB%&! ($)+&" &-.-&1/0,+#"/101$" &! " |
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ni

"#'$%E&H#S%&'(1)*+'% ' &#B(, Y% Compliance Review of Rochester”

"#'$"%&" J#*+%,-*#3.)-1*/()#%01/2)-(/3%4&#$%&™ () *+,-+.&'[+0'

"#PURES YR HHS'H# and 1" 1!

[
"#S"H#%&'()**+"#,-.#,/$.0"1.$'211"324'"-.0'21.'5611.#,47'#+,'5+#0"$.1.$"#',8."
I"HS&! ()*+,-. "SI I"HISY61& () (#H$+(!, (-$*(#.1#"+()) 01 1&!$)-$2(-.1&'3&I&'$)!-3+2!"4!
"#$%&'(1$")*$+(),-.1%-,)'%%!/'0) (1&-.)1'+.-.).$&-) 1+.($&-%.2)3'%(!1+0'%04)"-5-%)
"#P1%&'()*11"+$" *($'() #S%("-*(")-%"*-#*..)"-(/$- (%01
[

"#$%%"&'()*$&+,-./012,34$56' #$&3*"7,8(93,) 8" #$%&'(")* (+)!,%0*'(

"#$%&' (%&)*(+$,(*-!,,$.1/-&$'(+-$%-&O0(-,(+(,.| &S#%+-1%*-+10(*2/$%3-" #1 (++-&#-
"#$%!&'()' &*$#'+,190#&-1'&'+&' (1. % &/ # ") +"#&+"&'.,10&1'&)&,.".,$,2&

"'#$%&' (%&)&$' (*)*+#,-.)/()0(1#0.(.)/2)0(*(03!&$#%$*&*)!1%.) "0$%&(.)#%).0$3(0)
I"#$%&! " #$%&$()*+,$-+./'$,/'0./"8)$,."/.,$-//'0-+$!"1."$-2,$()*+,$3./1'1$)2 "
"#$%&'()'1"#P%!$&'S(1)* %!+, $-#S$.-+%$!/$!0'+- L USHBI &S () #*+,$-. |

14568 ($Y6) -+, -#.4+)+* $%, +/)'-0-'1/.2&+%6)3"4"5+"6'/7'8/9,:"%* "$)’
I"HHSY0& (H) (*+, (HS-., /(1) H0L1/2.,)I%*3AHSY&" () +,-*. () +&"-//01*2+/)+&

conducted March !"# 10, 2000!"#$%&" ()*+,-".&-)."/+0)12)," "#$%&&EHS'(B)*#
M#$1%0$& 1 1" #$%"&'$"()*+,),-.. (/$0*%&%*+,),-1.,(/$012344"/$ 8L

EEHS%& () (+, - & (-$&, (0. &#-1./(28&3&.%'(4.%,5"-()36","5-.%-"1,(78#&(19(:";"" (<"=$-5/(
"##"$%#& %' & () " *#EE&nesee Regional Transportation Authority (RGRTA), October I"#$
2003!""#3%"&"" ($#%0)#*+!)" %, #-&& (" #. (/ORI &' () *+,'-%)"./.'0$,+) 1'#% ' 2#3#+'[+1$) +,’
Arrival Time!"#$%&"#'()*%$+*,-.1"/,0&1(&2H$! %% & 3!

!

(1 1"#"$%&' ($%)*+,"-#.+)+*,$%,## 1"#$%&'()*+,*-&*.+"/+,")0*12*3 "I"#"$""%&" () #*+%
Transportation Authority (! "I"#$%&™" ()*+,-+.&'[+0'1(.2&" "#$%0&H#HE" !

!

) 1" '$%& ($%)*+, -#.4+)+* %, #NH  "#F%&'()*+,*-&*.+"/+,")0*12*3 "I"#"$""%&" ) #*+%
"#S%E&™ (#()'$*+,(-")(*/0 "I"#S%&"()*+,-+.&'[+0'1L(.2&'" op. cit.""#EHS

|

LI S00& ! ($Y0) +, -#.4)+* $%, WNH I"HS%&'()F I"HSYoH&! (HE! ' +,1-%./10+123%. 41 #&!
"#3%&' () &!"#SWEES%&' () &)*+,- . #/ ,-,+-,*01+#2)-314)#$%&'(1,*4)#5)31)B#$% & #() &"
"H#$"%&™ ( "#H"# B % &Y 'HS%&! ()*+,!-%,(-1./,*0O(+! 22, 2004, pp. 58 and 65!"#$#%E&H# & ("#)"
H"#$%"&'$" (N *+,),-..(/$0*%&%*+,),-1.,(/$012344"/$5-

I"HB%&! ($)+&" &-.-&1/0,+#"/101$" &! " |



SRS () S N !"#$%g| I

"#$%$H#&S'S(S)I( ! 1"#$% !

LERARARY
1 1"HSHY&' ()14 - [0& 1, #1%6#$0#234101,'56017!89#3#182-4198.$#1&66%#33#6!89#!
I"HBY0& )+, +HY0*- 4001+ &O*HH) 1 2H+&I"*+(*/$&I'&*3+41&0+&0*+%!3*%5

|
I"HS HO& () "+, "HYBS V08 &)<+, "', (18 1S(Y60 " HSYo& H& (V- H+, -1 Y%o-OH (- 1#
lead to on"I"#$%&$' (") $Y6) 4+, | &IVBBBAIFT* Book!"#SH0b" HESH!'S "% ()%6*"1" &+, -.!
I"HE Y& I"HSY& (1) *+, 18-, (.- /%0 N1 22+#$8& " $& (314 #5" (11, H$(&, %.&' 1 &+!
I"HEOBE" I"HSV6& (1)* & +I&HSI& (1&") S H HEVO& (H) SHE H#+ & HEY0 &, -#
I"H#$96"&" ))&+, (($"-$.(/*(01$2!3$.(*4,5* $(01$2!3$*+60I HS%& ()#*+$,-1. #
I"HS%68 ' S(1)*($)!18++,1$9%6)-,)*--$.+-)-,)/,-012)+*1US/3S(1) O 1)*) -+ O"AHSY6 & HYo (#() Yo*$'+#
more than I" I"#$9%& ()1*+&'$I&, 1. XI$*&) I (*IO(('$ I"HSY0&H" %' (&) &H"Yo*+%,-"%%.-&(1"%
I"HSIVBRHSYOE (H) Yo+ " - $Y0. Hh.-IHO'- 1HS2#.2/31+ 62 #-I 1#E&Yo+1/1' +$-/1%/4+(5

I"HB00& ($Y0) <+, #.+)+* $%, HIVH 1"HSV6&! )+, *-&* +"/+01(+2*34"+56789+
I"HSV0&: (1) -+ OB SHYOE' () 1" +($, -H$H#Y68./0'] /. &/ Yo" 28& 3t/ 425

"4 SURHSY08, (UL BSY6& H()&"*+Y6'+ 22 HI"HSI" YA V68! ()*+,1-%, (-]

I HSI"Y&S! (M HSHY&H &("H)"

IH$%"&'S" ()*+.) -, (1$0*% 8% +,) -1.,(/$012344"/$8-

I"HS Y& )+, -/ 0" L+ "HSHO & (&Y6& HYH) & (8H+Y08& *Hb)' - %, Yo& HY*(."1#) 8Y%6") Y& H
I"H#$%6"1%6&'$%6!('$)*+$) %08, HY0&-+) Y0&- 968 $Y6 (X1 &-#$./%60'SY6$! & #'&$) %6 & #$%6("1%2$
I"H$%B&' () %6*+(, (" +B(-., SYOBI(L™ (', $(/-*+$%2(3-(4(%S$-/0'5(*6$%4*%-(+47

I"HB00& ("&)H+,)- & &./%&0" (128& HIWBHGEIHE () *1+$18H%), - H*&-1HS.1/+"&. 1% +0'11%!
"B & -+ & H*-#.1&* 0)' &I 1#2'3& Vol |4)* SHAIB* & #. Yo () &*1#.) I"5' Uo*"+ ()#
I"HS008, ()| V68 &"*+1, $+6*HH.

Federal Transit Administration I"l# "#$%&'()*+,*-&*.+"/+1*(01'%+2* .+
"#3%&'()"*+,%-#+*.["#O+0)"#$%&' () %*+",*(-.$/0+"102"3' (4H1#
"#P%E&HE&' ()*+,-)*)(*)"/(,0&*1/2& 1" #$%/)'2&,3& 1/ &ABHS%&™ (Yo!)*+,23 |
#"#$!"%%E&iBal Report dated March!"#!$%%&#!' "BIS#Y0&H# &("#)"
M"#$%"&'$"(V*+,),-.,(/$0*%&%*+,),-1.,(/$012344"/$8-

" | FTA has found in several I"l# I"#$%&'(1)*+),&)-./*&(1%01&(2*34) ) # I"#$%ott"#&%'()#"
I"HSY&H ()1 &+ -#) /) 1+#-.)-&O#-) 1 1/ 1B6%& () (1%*+ &, 1%- ./%-'0%,1.0'(*2%& "&",".&%-"
"#$"%&'$()* R "#$%&S$' () '#*+,$%*+-%)!.$'%&')/0$#11.2

"#S"#%&' () HHES%&™ (&) *+&#*)%,%+()+-.&/"0(&+*&,)1*' /&', 0('%&*1&%#2(0B#0&4 #$
"#$%&'()'$*+#")+!",)' - 1"# "#S%IHE&' (#)*1$+)F',"&)!"- "I, "1"# SV RH# $%! &#SP' ()M
I" % of the time. Riders therefore often appear to be unaware of scheduled pick"!"#
times that are significantly different from the times they requested. This appears to
"#P%&'()1*) &+#' %, ) +&)-$.&'#()"(#]),,."),0.$")%&H# 1 YidHeliability I"#$%0&H# & ()*H&,-

[

I"HB%&! ($)+&" &-.-&1/0,+#"/101$" &! " |



SRS () S N !"#$%g| I

IN ADA PARATRANSIT! GUIDE!

1468 (BY6) -+, H.4+)+* $%, ¥ I'HS%& ()*+!,+-+.1#10'1$)23($!
IS8 () &*'+,(-$. Yol +(0*+1&S$/+,(23)-045(3/$6/'71.65(08.9.6.5(

I"HSUOI&'S()*+,-(" ISI"HS! "HISS! I HSY&! )+, 1-%, (1.1, *O(+! I"HS$1%6%6 1S
p. 51,I"#"$%" &% M(I#$%"&'$" () *+.),-..(/$0*%&%0*+,) ,-1.,(/$01 28 .htmI!!

"#$"#%&'()*+',-./+00".1'0/*+$23"#%'4#$'546"#%'"143s needs to be reviewed.

"#$5%%&' () ($"#*+$,#(-#.#-/$,012(3$4$30,&(51+%" (#60.,(,1($%%15($%%(,-04 (-#*+#.,.(,]
"#$%& ' $%()H*' $("&!+,-$.1(/. $(-/0*12(+.*3(.$4&$!+!5(6#*!()/78(9%)$.(+.*3!() &'

need to be scheduled after the fact and fewer call"!"#$%&'()*+&!,&-,,+,+.&/-&01,&
"#3%&!" (&% ()*+,-(.""1(&!/*0%#$% (%0* ("$.+0" (% 1#%(0&-"0.(#0" (1#-"(#)#0" (*2(
"#$"%&'$() & $#+!)(,) (*+)+-.+&(+/)."&Wp times. Additional time and effort should
"H#S%E& # (#) (*1"#$%&' (%) $&* P! &+()$" % ($#,"-.(190,&)$"11("%)$!12$3($"$)!"4-.$&))5(/$
"H#S%E& " # ) H#* P& (F*#+,)-$.%3/0,#+3$.%,* 1 & #'$2-$2#.+ 3S*#A (. *#'$ 12L& B

"#IS%0& ) #*+I(, "H-* ",/ 012" ' #*002#(*/%)02") 3*%*#'3)'4,%) &*) 156" 1*(7*& " +#*
"#$3%&'()'&*)%+&',"-. &S %" &' () *+1)",-#1."#(1"-,'#/"0) 1 1* #1"&#,2"#34!") $!&"
"#3%&& ' $H"$(&P)*)+,)(,&S#"S),,"-PNHEPN& (&) &*"'+)&,-&"&".(/(01.&2"%.,(-B4

"#"$%&' ($%0)*+,"-#.+)+*,$%, #VH "#$%&'()*+,*-&* . +"[+0*#$1&2+34*'+
Transit Authority (MATA), Memphis, Tennessee!"! II"1#"$%&'(&)*)&
"#S%EHE' ()*+,-)*)(*)"./(,0&*1/2& 1)) 2/(+,!".(*)/'(.3  conducted February
" #B1% & &ESY& " () +,-".&-)."/0102-"#$% NV SUHSH Y0 &H' & ("#)"
www.fta.dot.gov/civilrights/ada/civil rights 3899.html.!

10 1068 )+, -HS( S HS, # (*Uo+*H#0$'%o-12' S0 8HS+"H+)%, /S, $*"#$0) % 3#) 45$&+, % HA*$6+ 4+
I"HSHY& Vo ()*$)+HY6$S) Yo, -, " IFD 1DHBEI6&. (1) +) "HSY6& ™ ()*+," (.Y JOHHL

Finding: “Driver manifests should also be formatted to show pick"!"#$%&'(#

"#HS%&! ()*+("+HS,("#)-,+',+.)/[+,+,10)*$/) *+(&#),1+20&,+3'4-) ) *+$5" %6 +(&#)+
"#P%&'(&)*(&"+,-,./B&+(0#(1)(%&),2(&"+&)*(&),2(&.(-") /) (% &3,)*&) &S %o&'S"

I"##tbacks. Then, even if the final scheduled time varies slightly from the time given

M"#$%&!" ) &*#!1+()(#,-. #/(#0#3$.(0)#%12()&!012-13#/4#2)-5()&#012#2-&60!$+ () &#" 7#!+(#
"#3%&' #* Y&+, *#-.10)+#,&#&)1,(%/ () +#2VBE8% & () #*+' #-1($.&'/(#*%00#1'
"#1$%&'()%*1)+1*&$,1)%-).//&+!01

Federal Transit Administration I"l# "#$%&'()*+,*-&*.+"/+0*#$1&2+34*'+
'#3%&'()*'+,"&-(/)1)0L  1"#S%E&' () #++#((H#)I"#S%oRy " 1

I"HE HOO& ()*+ o+ - [ 20" HSY & (H1"HSI& " () &Y/ + 201" HSY6 & $ (") 0b)+"
I"HSOBHHSY&Y (JH*++,-YoH.$1/)$*) 01 1&Y6#) 21*8%/110).-/)/ 1%&! 103)451)#+-$1.#$0)

I"HB%&! ($)+&" &-.-&1/0,+#"/101$" &! " |



SRS () S N !"#$%g| I

"#$%$H#&S'S(S)I( ! 1"#$% !

I
"#3"%&'()&*%+&#,"&-"./01"&2.3/0+".-&10#"&*&13%# . * 1#&2"%*4#5&63.&201782-&
M"#S%&'&()#"*&)'+,-) I" "#3%E&' () *&'+!&,'I(-,". %/ 10#-1%0!&#"'2!13(1)!+'(%/&4!&,"!

"H#S%E&™ (#)$%o*"#!+'%0,&" "B & (I #$%*+,#1)&!-"$.I'# minutes of the

"#3$%& ' $%()*"+&) (,*-PLHSIU "H#PU" "#$%&' () *+',-&.,!"-$%-/(10.1$.&!-00,'((!

"#$%& "#$%E&" ()&%0*"+,-*%.+,%-+/0%.+%$1!"#.!1$,%8&™ () &%!"#$%.&&$.21%-+%!3$%
"#$%" &' ()*+#,%&-&.(/%$%"*0(12&%"$*-#1+& (3N "HHYRAEGYR "*+3$, (*"'-+.&#"/0"

"#$%"&' ) #*%+,+&,-(,&.%"%&/0, +#1%&/*&,- % & 10+ 'US QoK (") * S ('+"#,-+.'

"#3$%&' () ¥ #%(+$*) (*,* &% & (&% +"$%-+",%$.*%/""*/$%0(/-10%, (+&",2%3#%4% *#15$6 Y
"#3$%"&H#'&('()**+&(,)-)"%&./&-0)1&10%&2('1.3%"&#' & %04 5% 21#IBEL. (3 %5#-%

"#$%&' ()*$+#$,+']-,,(#+!"* +-#'$.&*/&&H#P0%+18& %S "#0P! (*-, &% S "#OP"#$!-#*%+.(*&S$

to late and early pickups.”!

[

"#$%%"&'()*$&+,-./*0"/,%(&*1"2)2,23$45',6",/'0*2" ) $,*&#54™ , T*#847,)*%"2,
"#3$%8&'%"()*&%+),-.%$/"0.)"1() 1 1$&!%/"1%)%&/".) &2) " () #$%&' () *"'+'$+",&™ ($

trips to meet appointments. If possible, pickup windows also should be included on
"#3$%"&'()#*%+,+-& . [H#+&0()&/%12&,3&'#)# #A4%&,/%&23,%), #(1&*3"&'#+5)1%"+,() 1#) 6 &
"#$""%&' ()" (+&,%'&-.+#/0"(+&,%'&) 0L (/*" &/W#I% &S () #*+,$-. |

Federal"#$%& (1)*+'%0' &(H#$(, Yl 1"HSI6& () "+ *-&* +"[+0%'H*1' "I"H$%&

I"HS00& (Vo) SEAHB(*, $&-.1& (Y0)#*$/896)08&1%)&2(%), #,"&3%4&.(5%&6% T+0&.
I"#$9%"&$'()*+,-./012034.'502"6 TYISHBI6& ()*+,*-&* . +"/+010+

I"HSUO&HE' ()*+,-)*) (*)/(,0&* 1128 I"HSY& H()&" )+, "=, I"I" 1S 1" IN""# 1"H$%6&"
I"H$90& )&" (%) %+, "HSYRE&HS(()$ Y S+ IBHSHIO&H & ("H)"

I1H$%"&'S" () +.),-. (1$0*%&%*+,),-1. (/$012344"/$8-

I"#$"HU&' )#*+,-. [0/ LHS " #*+#2"20/#0"" #BH$% &' % &' () $*+)'" &S, +-#-"1""
I"#$%&'($)*$"*+,$)*$%&-.* #/*0&.(#/)%.$,#/&#1*")$2))#*"-) %, $"%.* #/*1(.$"0)%.3*
The format of manifests differed for different carriers and even among tiers for the
"#3$%&"" ($")%*+!,%#"-(.$!,1%/!1$0%.+'#",1%&'$",$0%1 2%, ISVHIGRE. () *+,"
"#$%&'()*+,(1(*-& [A#(1$1*0". $&/.(1*."*10,(123(1*4/0524*$/-(1*#"*$'141*$,&$*%0 ('(*
"#$%&'$%()*(+,,*-.)/$.)()-/$!0(1+.-2$") 1 (&!$%(34(1+!!(5$6 7-"$! (%-%(.*)(-." &% $(
"#$"%&™(N* "I"#$%&'()1

[

"#$"H#U&' FH#!"#EP%&! (()*+,-.+&!/),-0.$! 1#-. 2%3H3H#!$!"%$H#&& Y& &'V (15! %o#'S
reviewed, I"#!"#"$%&"&()$*+,-*.$/&+0-/$1#$2HIH# S &' (#&)* Yo+, #%$#-%./01$H#S!#
"#$%&™() ""#$%E&SP () #r+,$-. |

[

"#$%%"&'()*$&+,-.(&*/"0)0,#1"()",23,)4",.5678,0#4™9:*&;,08/)<(1",04$9:",2",
"H#S%&H ("S)* + #&'-$*.,- )HHO"-  "I"HI"HSUS& #()*H#(Yo+!,'%, #Y0&)$,-"#./%0$%+#**%

I"HB%&! ($)+&" &-.-&1/0,+#"/101$" &! " |



" "TIME PERFORMANCE! 1"#$%E&

"#$%$HES'S($)!( | GUIDE!

LERARARY

I"HS"06& %S (#])) &H+HI6&'S H,)- (/S (HOLHY2$H" [25(.+&3AH"-5%6!) S THB2$#1385$" %" #
IS8 (YO H+ &' () Vo (- ¥ &* +-*1 O #&'(.0B(%'(**,+(%'0, 1- 114+ 2#0™),.3)!"

and drop T #$%6&Y ()*+*%6,-.1/'0+,1-%61-0b+, “HYH UZHSI" % &' () %6() 1 %6 H+(,-1.%*/0%
I"H$908'%6() *+06$'&" &*(#%6-, JO* %1"&2"" %o&!"%o-/0&'3" A% (, +Yo+4*)"A%(, +%!" #$%& %%
I"H$%& (%) HS%ES' () H*+,$-. |

"#"$%&'($%)*+,"-#.+)+*,$%,#HDA Compliance Review of Pioneer Valley
"#$%&'()*'+,"&'-.(/0"&$12345.(64#%%0# 7T +* W3 Ho RHY &' () 1*!"

"#3%&H&' ()*+,-)*)(*)"/(,0&*1/12& )B)2/(+,1".(I)/'(.  "HSU&H()&"*'+"#!
H"#P1%&EHBUE " ) *+,-".&-)." & Y0 HSI %% &#HS" ($)!1$*+,B)ESHY&H & ("#)"
HI"#$%"&'S "#$%&'$' ()" +,%-.-%&'$'(/)"*+,/01221*#8(

15 H1"H$Y6& Yo (JHH+, (&) %&)%-.(/0.,1%2")('0,3,%& % (24&.3")3%()'&.2"3(8&) %6 () %"--(3(&) % 38Y04 (H$+
I"H$"068 ' BI" (&) H"HSYES () 5+ $%6&)-. $H#10%*1%1+2$'/,)'$2%"+%! 3" WHA568npliance
I"H$ Y08

I"HS"HOO&' ()*+ - H " HYES (VIHSV& Vo) VoSt (+H+ 1 HS & (H)HSH #E&+) %, (S(#
I"HSYO&H' ()*) S+ L HSYES' () HH+,$9%6()'%-)!. %&" /08 1%+ 2VH2HBY6& (Yo)*+, (*Yo+#%- (/%
I"HS00196& (VYo bHE" +1() H-)$H*- #) H()I"&'-1 (V" HO+.1" % &#-11"()'%) #1('%.23

|

Finding: "On"I"#$%&$' () #*+ I"HSYHE ()" (#+$,$-$Yo*"+.[#+($0" (Yo" %) 1. 2$%6*$-3H) " $(#
I"H$90& )+ ($,1-$.-/0%1$23%() SIHS3$-(4/("$!, $53#/,(%.%6%$)-14(-%$(%.37+%'S. (-$!"#$
I"H#$"%0&" ()F'+,&-,%. S+ &SI 0112, 1% 3%2, 0. A" I"#$"%6& ") %' /4" 03%, ("1/1'3!

I"HHS8S ()*+) ($&, - H S0 1" &S )SEBY6& (") %)+, I HSY6-#. "H/0'$%0' 1-#%6#/02. 1"$#

!

"#'$%&' ($%0)*+,'-#.+)+*,$%, #N#  "#S%&'()*+,*-&*.+"[+1"#$%&'(")
"#$%&%' (#)*)+,"+-.#%/.0"0¥1 !, San Juan, Puerto Rico, conducted
"#S%&'("'H# 1"HIYH "

E+H1"H#$%&' (%" 1#  "#$%&'(1)*+),&)-.*/',)*'00+)..)0*1/)*())0*2"+*1+'(.&1*'3)(!&).*1™*
"#$%"&'())'(*+,-%*". " #"I"#$%&S' () '#*+,$-%+) %) +./%&",01&2-%*2%"+%!3"2%$4*#&.$5%

[
"#S"#%0&'()*+' #!"#$%&S' () #*+,$%-1*+.%' .%-/)01.%2$%$3&*+.$.%!)%#)'$%
thoroughly all"#$$%&"%&$(#)* S+ #B¥e &S () #*+,$-%./$%0!*+1*'1%,2"$+134%)+34%
"#$5%%3$%& () $*+ & (#$%&'()*+%,--".,*#%/0-%,"'0'12() 1 2#%'#%102%2-,34)5$%6 7'*)%
"#$%&' (Y&)*(+$,(*-!,,$.1/-&$'(+-!,(-#0&(%-1$.(%-&#-,(+(,. | &PH%S+&+2-*,$.(,-
"#$%&'(")"*&)#+()%+*!"((&to show this information. The manifests show only the
calculated drop"!"#$%&' (#)$#*!+,-#.'#/', 01+ #3$1#/23'#200!%4$& ' 4$# % & ' SHO A * 4. TH#
"#$%"&'O)!"#&* (+,-%"&'&.'+-%/",.01!'%)&0"%'+-(+"'#1%" &% (,- 1% &+#) (+#.)&'.) +#2%3'

[

I"HB%&! ($)+&" &-.-&1/0,+#"/101$" &! " |



I THSES () H+ S ! !"#$%g| I

"#$%$H#&S'S(S)I( ! 1"#$% !

I"HSY0&" %" ()$Y6*+,Y0* B+, ) %0'*- I HSY6& ()*+,-.) (/&H)"-'+)"--+¥).0+1 "I"H$ Y&
" #5968 (%8&)&S'(*)&#)+() #"1-(/0 !

"#'$%&' ($%0)*+,'-#.+)+*,$%, DA "#$%&'()*+,*-&*.+"/+0*#$1&2+34*'+
"#$%&'()*'+,"&'-(./)10L( Memphis, Tennessee, "#$%&# 30!!

&1 1"HE%68 "HSHY& () $*((&+$,&"$*$-+1"# ute pickup window.”!

IHBY& &Y6Y" (") (+,)%-$(. HWIE SH V& S+ *(-$.(J0(-1',"2/(-3&.$/4*H#(53'6"
January "#$96106" #&IHE$%" &% (!
N"#$%&'()"%*+,)( #3-$.-$/)0.,)12$1$2%30%$4*1"#$!!
!
FUTHS% & ) # &+, (- & H EOHPYPE () *+*&+*,;BBleasant Trip Tips,” available at
"'#$%%&" (&) *+',-(./0%&/12+2"*%%

[

CN"#S%E&'B() ($*'+,*-($./"+,$0+) 1$2%3%'2$%&3%$*45'6-2$& 37" SV LA RACE + & I & -#
"#$%&' () &*+, & (W "#I% &N " #SY&H $&(P)* #+1#$,&%$-SU WBH&' ($) " WHIHH#!$%0&!
"#$%PE'()*+,*&,-.( N"#P$%!&H#'(%)#(*+Yp' window as 'ten minutes before and twenty
"#$%&' ()* Y& HPYHE&E' () 1#*$+(,-1" 1"#$%&'

[
"#'$%&' ($IHP%& ("#)* #" H(#" "#S%E&' ()*+!,+-'+.1#/10+12# "I"#$% &' ()*+%
"#3%&'()*#%+,-(./,$0*1/2,2+1$()#/3+%#0'(4+,5+'(6- LI Yo &H "#3

) HI"HSHIORS (H)*)H+ - [0S +1#& 120134, #(41#)5(,&0%$%#6 (&, ., /0($"$#% 1#)Bl, 79818#9
I SH Y& S(& ) (Y6(, Vo (- "UBY6& | ()¥ +! - /HO11&238I&28Y 160" H#S%& (") *$("
I"HBY0I& (HE)*+,- & H&+)"*& 0(.&"+&H%.&'%12()(3-*&.Yo&A5*$&) %0, *&+)"*&(HSE' (H&)*+,-.&"
IS8 ()*$-+, 15-.)"0)/** & 1-)H2) 3&))+/*/+$H() + 2"-#1/$"#A)5H) [ -2)-HIH&O)HE/#)*$+, 1)
I"HB001& () 00" 1" I"HSYOEIHSY0" & V" () +1&S, "I&H)HF*-"H)* " $%0 1+ &" () TH(&" & (0%!" & H& " H#$%" 01 $
I"HBY68Y6' () +"4+ Vo+*"- 4+ )* [)0*&"1+)*2)&341)5*

"#$%&'()*%+,)-.-)/+,&0123#$)4$51$67) ($#'1+3)+3)8+01#1$()239) 8% +#HE % $(;)<
I"#3%&P'B($)%!*$+,-.1+$/,01 98/ "#$%"&'()*+",%" (& #$" 1%&! (") (*+$,$-./!
"#S%&'# (") &H*&(+,-&#./4h result in untimely pickups. "#$%%& '$()*(+,-*.&#/0.*
"#$%!&'(%#&)")*)+,'(,-,("). (%#H&)/,"#) O+ (,*&+'[+1*"["#2','['$+/)%'3+,4+" &"$+" #'
entire hour to wait for the vehicle will discourage and limit us! "#!$%&!"()*&!+!,-).&!
"#S%& T HSHYHE ' S()$*+,#*-$5.(/0,$1#3-+2+03*$' ($0()4S'#0#5" )#$"(0,$'+2#-$6 (*$
"#"1$%&' ()*+,()"*-%. . #*%) B $%&H () *+#'),-()*.1%/+. 01 #S%&' () "*#+,- #$"#
"#1$$%&!" () *+,)-%%#./-)0%+1*02) 34 3)%3)!1$$!+5%6" () 6##!-5%+,) [+ 5% THHB'6
"#S%&" ()*' +&#+E&H#E&, Yo-* #,&'#,/&01&I12% &'# #I #3+"1&+%,4" (% &0'% ,#/"03+5
[

[

I"HB%&! ($)+&" &-.-&1/0,+#"/101$" &! " |
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I THS&S ()H+ S N TOPIC | I

L)
H"#$%&"%' ()" &' +$(,*$)&-.%6$&, .--.(/0&1)$&2*,31284%(5.4)&.6&'7 11 "BH#$%6&.()!
I"H#B"Y0& () *-+(YoH, Yol -H#-+%0+HE (Yo+"-+%0-8'%./& Y/ O BSYERAE " )"+ #)"-)+./0) 1"

"#$%&'(#)*+$,)#!,'-".+/0)%11%($"/+$+'#)$,29) 2(") %4 #$%& ' (&) *%+&"(,'%&-%"./0%1&
M"#$%&'()%$*"+*$,-, $.4/#0*.$.") 1/ ($2# S (#3#/) A#($%&*"$&'41*$56) 7 $6#46# #*+*&3#.$
IHSU&H ()*+(, ($-#.VI0L($-#*1H) %o DHSY68Y6' (1) XIS+ 1#),"(-) 1/

[

M"#$"#% Q' HS$%E&S S()*+,($-)./%-$01'0$#20#./"$&3%4$56$4).,0#"$(3) % FHOLEH!

"#$5%8&# ' $&()'$*+,5*&-.)/[+-&#.0$&,.0. #(&!&)+(#10$%2(&!3., #4&#1&()'$*+,$&8#%.-(&!5*&
"#$%EHHFSY& (H&)*+1*(#,!-&.1'1.0% ' 1"#$%& &) #1%HS%0"&!" () %o! *+!(,, #-#

"#$%&'()*wait time in scheduling trips.!"#$%!&$'()&!*$+,-*1./(0%! 1#0!&/2/12/+%$1!
PHEY&™ (V" Vo+8&,-." ) 1" WHEV&' () +,-8H*Vo$-*&itt *(H) &Y60 #"1-H#2+*+"*+0&Y6"#&*3%'
"#$%& " #&Y0'S() 3 *'1+,&$-.%$%(#&%'$/0.$1!"".)$'&) S (HEFVEH &' (%60F) 1#$%*+(#$

"#$%! &' #S%& "#()$*+(,-*$.//#.0$)-$1#$.$%./.%+)2$%-(0)".+()3$+($4+-5.)4-($-6$

§ 37.131(f)(3)1"!

[

I"HSY& ()< H+" +-"1)-+1"H&Yo* V" #$.+/0/+$1"2-8+( SUBSUEBHALS 0+*%$, *-'). %
I"HBYSHE (%") %o$+#,%(-. *0#) 1%2,, 2+$/)#$H# (%32+%454% 04 1#60'%,"+"$+") (#$%-/($
I"HISHY&S () #Yott+, &SB! (BI" (-&B(.$(1"&Y6S #0611 %6#/-01318%610'&-2

I"HS0& (BY0) -+, H.+)+* $%0, 4% I"HSO6&!()*+ *-&* +"+"#$% &' ()
I"HSY0&YD () )+, - HYHSHOAE  )I"HY&ESI6"&'S%!" () +, -/, T HSUIR,

LHSY R "HS%& (1) +),8)-/*&(1%01&(2*34).)*5,)*678%)9$+). ) 1H1"(1)+(*:"03*34)*
I"H$%&()*(Yo+&, (/01" (+12(34%(.&%""&/15()*(.+"%!5%8. (3)($)+&2(%+&.,-6

I"HS"HOO& ()*+ H-#$.9%. [-O#12'3"4"5" HI"HSIVHE I (V¥ (+#,+-#.1 )" /101!

I"HS &' B()*+, <) +."&J0.11+2$+3,4-0'-FHS% %0 " HIEBYOHE | )"+ +1"$(, *-#-1" 1"#]
365!"#$9%$" 8 ()$"+&",-%6$" /O T HSY6& () &+, 8 (Yo-& ('.-&ISO& (%" 181 (2* (%-&(

early trips, I"HSUBHS V6&' () *++ &, 1 TH#(. IO L H" 2 (#" I"HSIBY 1"H$%& (I)*+,-!

IHS&! ($)H+ (¥ ) I0('$$'.) 1"#1' (#)23"%+)'2(45)0*16%0$7)89'#)2: (*.)+")35)

I"HB6& | H+$H, *- $I0%1&/'S, *H$,%606#1!, 2-#$, 345%, 350)/*(SHS(/4#*,1036$#7%0#3%.$
I"HSY0& )+, $'+ - Yo-+/S0) L+-+, ZFHSHO& # () %"+, )" &d*-) $$.- ) (. $" &I Y0!

1" HS00& (VI +,)$&"- S/ OLH) Yo 1#,) 1*#) 206)$*H#$I*#3) 2*)32)'2%) 08/ 1) Y 2BHRI*35)
I"HSY0& (H)* (') +196" (%, - ) Y6 () (H#'-.) $%6)*I1'/$)/01 1" #) $2*$)*()#0,+031*+$45)

I"H$96" & ("&)*("+,- "+ & ["0&'($)"&1.*2,1)&*$,-+&I"&*$3) . +"%"+&,3"./"-45&6,%.37&
I"H$96&I$' (J*HSY&IS' (Yo" HObSH) (&! (H(Yo+Yo$H(&, Yo& (&, H-(Yo$H(.1&(&! (Yo $S/0H#(LIS("/234™
1" HBO& (V- + - Vo(H" HS, 1+/%0ISOHI+/$ #E&YO! L S&HI 1%2#, 31$04 SO +/$ #'2H"-$& Yo" &#

I"HB%&! ($)+&" &-.-&1/0,+#"/101$" &! " |
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I"H$06& ()" +),-.&/&0+) 1-#(0$23(&)(-)&"04*)5$1635")")") 0&'34()-%)

I"HSY0& (H#)* V& Yo+, -., I HS Y& I H()*+ [ #$%8Y%6'S(() (1

|

I"H$9696" & ()*$&+,-. & & (/(,0$1&)2,3*4*5+$&,$6,078,59$1:",;"/1:(;:2,%$&)$;,

IS8 H() HY&' DY S+, 1-.1), HSM1$, )-. $¥/.$&)01., $12$#34835-%68*6 7$.%,67$
I"HS "I HSV& () + HSY&" (") BB (H&H, (&H- $Y/01 238 (1 H&H, (&, 12%)$2*#&H.,10%&
" 1HSYHEH () *+ Yo H1(-1(.."+."Yo(/#O1 |

"#$%%"&'()*$&+,-.$,(/$*,0*1&*2#(&)34,"(534,6*#78609,$6"5()$5,%(&*:"0)0,0;$83",
"HS"&™ (#) ' +* #)+"#'-+"(["(#) &0"#1"2*)&3)" (#,&) +#)+"#-.)*0"$4#5+"#
scheduled time, rather than the estimated time, should be use!"#$"%&"' ()" *+%(*",(*"
"#'$%&'&' ()*+"")#,)-..$,-/+)#+")01#,%"$23 !
I
Federal Transit Administration I"l# "#$%&'()*+,*-&*.+"/+1*(01'%+2*.+
"#$%&'()"*+,%-#+*./"#0+0)"*%1203"#)045%64#+72.'5% 8|08 HHHIL " #!
I"#$%4&

Finding: “"Customers may feel pressured to accept early departure times. Two
"#$%&' ()*("%+)(+('$'#,-,./'$).#0.!-,'0),1-)1%3$,"&'($)-()+('$$%('0),")-1"+,)
I"#5%&' (" #$%&'$()*$" "+, (-+&$+.$,*"+, (' $*%,/0$ " BB &' ($) $*('+$)#S$,)-1./
[
"#$%%"&'()*$&+,-"#3%E&™ (%) *+,#-%.()/',0/%+'%'1.()t its carriers that drivers
I"#$%&'$ &S " HOH* S+ #%, #*$ &$-&!". S #S0+#12"1%$3#/4 1 5#S-#6 & "#$ ' #$-#,4%%4%,.
"#$%E&H (FH#P%&' (!
[
FII#S%E& #B()*+&,"-*(*)+#P$+*.(&,/,&0.-1%*$(2!&314*15&.6 & 7$%-&'#$(&
"#$%&3%'()*+,-'./+0% " 12+-"./+3) #4+5$6"(72+8.$WIH2"$#% &' ()'1*!"
"#P%&HE&'()*+,-)*)(*)"/(,0&*1/12& )B)2/(+,1".()/'(.  "H#SU&H()&"*+,1"#
HHSI" I HE%& " ()*+,-".&-)."1&%0&,1"2334!""*B$%"1& available at
M"#$%"&'$" (" _v/civilrights/ada/civil_rights 3899.html!!

"#S"#96&' () *#+"#$% & " #IS%N&' ()*+,-1*(..&!)"1*/&)"0,-&!(11"/1*%12!$-%3,-1(--%3(.&!
"#3%"&'("&)*+!"#S%&' (B#) (I1*'#+,#) (&-./!,'#.(#,&) (1/01, 2#(/#],3!%/ ,2#)!-.(4,/-#

to board the vehicle before the beginning of the I"#$"I"#$%&'($)#*&#+(,-#%&+./&0-+#
"#$%&' )#*%+" ()#%+, %64 (#$%E& ' () Yo*+#,-. %/-#(0-#" &% &' ($)#'%*"+,-./0*#
I"#'$%&"#(")$*"++,-.$/0* %L "#'$*23*$*2" #$4("2,/+"$,'$!3,*,-. $5%#H*2"1678

[

"#$%%"&'()*$&+,-./"&, "#P%&™ ()**$!"(")*&+,(-."*)/-*(0F".)/%#" ' ["#$%&'()'
"#$%E&'B()*S+*1",+%0-*3. (¥ &#S+-(%0*$./$*$. (1%*0 (" L(*.[#*/% %! 0 () * (/%L 2*/")*1#*% (/) 2*

!
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L
for them if they chose to leave early. NYCT might consider providing such guidance
"#$%8&H () H(H+#,-)L.$# () #$%&H/!,.+$-%0&),01

I"HSY0& (BY6) -+, -#.+)+* $%0, #/)"# I"HSI6& () +,*-&* +"[+0* +1"23+18&45+
I"HS06&" ()*+,)-."1() "HSYoRUHS HSY68 SI" (!

I"HS HOO&' () %+, $I-H [ 0L+ +-2" /-4, "THS%" & ()*$&+,)$-." "B HS Y& ()!
I"HSYOI&! ()F*()+ # I"HSYHSY&YL" H" Vo) (¥ + -

I"HB00& ($Y0)*+, -#.+)+* $%, MDA "H$%6&' ()* "HSUoHE&! (1Yot +# *- /%01
IHB00 & (") +,-. 5, & HS,O#.1/'2$31%415  "HHSI

Finding: “"Customers may feel pressured to make their trip earlier than the on"time
"#$%!&'()(*'+,-./0'$,1,'+2%!+'12,1'0,3/4"."567.+"#530,+0$'83%-" | I"#$%#&'|(&!
"#$"%&' ()"#$percent in June of I""I# 1"I#$%&S'I () *#&%0$#!+,-&)$./.1&-*&0,/$.1/1,/!
"#3$%8&'()*&!%+$,$%-1%#*(.%-1%-/%."*,%$-,012%3"/4,-(4",%#-/-5%,!%-0!"%('4$6%
problems with drivers who continued to their next pickup even when they have

"#P%&' (#%)1$#%*1+,-%'$% & #', % . HHEHIR LT "#SH%&!'()*1$+,-./0%&1!
"#$%"&'%(""$!#) *+,-. /01

[
"#$%%"&'()*$&+,-./01,23%$45',*&2)64#),'6*7"62,)3(),#42)$%"62,(6",&%$),6"84*6™,)$,
"#$%&! &' )#&*+%(,&%0-#& #/(++(+/&01&%-#&S("2F SR BEHXBRW +,'1 &-']
"#3$%&'$%()*"+&)(,*-$./(01* 2R IHB% & (Yo!#)*'+,1-. $/-*&'-#'(00%1" #'0.*1$.*'-#'
"#$%&' (#)$%)*'+,()',(-./)01#+,$!12'(#)#2%"-*)3) LA#S("1$*)$%) &%041$%()',(-.)
pickups to assure that customers are not being pressured to accept them. Drivers
"#3%&' () &'$*) (+#, &($+#S-**'%+$'-&./$%0* 1) Vet$00&' (&) (*) +,-(%&+-%E&%,./,0$,- (Y&
"#1$$%&$%' )¢+

I"H'SY6& ($Y0)*+, ~#.+)+* $%6, HIJH I"HSI&' ()*+ *-&* +"[+0&" (**1+2'%6%*3+
I"#$Y6& ()*'+,"& . (/0" &S$12345. (6HY6YoH T+ I BR RSB HIH"# |

TIIHE%E (B 1"HE%E&' (1) +),&)-.[*&(19%001&(2*34) NHSB H#BH#SY&' () *%0!"+1%!$+),-1%+.#)/0%
reservationists don’t reinforce the pickup window when reservations are made, or in other
"H#PHY&" ($&)*$&+,#-)-.$&/0(-01&)*") &) 2"0#-)&"1$0!3&2$#$2.")-,0-#)#&(-(&!,0#-#)$0)43&2#)"
"#3$%&'()%$*&+,-*$.%%/-%/ &. #01$*"#+B2HPO& #($) D (*%0o+,- L #/'#S$, +'$(#& %) $O#, +#,)#& 1$% (#
"#IS%& SHNH(")*$+,-. I#0() B! $!I"+*$-/#(1+()2

Finding: “Calltakers do not always confirm the pickup window for their scheduled
"#$%EH!' %! (%)*+!,-("%.1%!"(%(/0%, 1% (%0!"#$%" (2*(+1%).334%5, - (Y60 (%3.1 (%!

!
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L)
IHBO&! ()4, H+)" - * Q0)+1-"H+-'0,-*+(")+.(0,-*)&(0'(1+) 2&)+0-'3,-*+&(+&~-'3,+.$+
to I" "HSY6& (1)*&'+) #-.% 1), /HS&" $&I&H" (1) B0 (&H1 11 2'-/S(#O"+ 0V "HSYoR:

|

I"#$96%6"& ()*$&+,-.(//)(0"12,23%4/' 5" *&2)14#)™ )$,(/6(72,#$8&81%,)3",9*#049,

window, rat!"#$%!& ' $&$()*+,($%)-". $/0#SY6!")HS1*1"2,3"25%6#) ($4)%!$%!"$*, 1%60-"H$EY6S
I"#5%&$'(1$)*+$)!,-1.'$/0112$3%S) H-/1$+%6'1"+01$8%6)$/%" &~ *%"4$5!")%6//!..$708$
I"H#$%$8Y0' &H()*+,%, +-) #.%$/+%60) 120961 #*&1%6$&Y63+.J#06"$%6$/+%0, +42+($+*%60) 12
I"HS008 V0" HB()*$+) JIHSV&Y ()H1+1" %o-" 1$#-("%'&1/%.0- 11061 2063 (%" % 1144)5 (4!

I"HS YR,

"#"$%&'($%)*+,"-#.+)+*,$%,#/)# Compliance Review of Washington

Complementary Paratransit Service Compliance Review!"#$cember!"!#"#!
" "#%&™ ()*+,-".&-)."/0%Y)6, 2007, p. 28,!"#"$%"&%""(!
M"#$%"&'$"()*+,),-..(/$0*%&%*+,) ,-1.,(/$012344"/$8-
!
"#$"#%&'()*++',*-./0'12#3/4'5"1-65',"4.0'7",8'Lstomers at the end of call to make
"#1S%E& ) #*+,-&+. (+) (&+-#-%//0+!"1' & 3OR2HS% &' (") *S('+"#,-+./ |
!
"#$%%"&'()*$&+,- I"#$%&!'%(P) *&+Y0HH#E&*%,-'$&S./"HO&'-) (1) +-&* .-&+/(+-2*&/1&* .- &
pickup window by reciting the window to riders $!"#$%&"1$%#'| $% & !"&HRR0 &' ()* &%
I"#$5B!"#$%!&'%()*+%,!-)+.1+9%/")*0-+'%d12

I"H'SY6& ($Y0)*+, #.+)+* %6, HIJH I"HSV&' ()*+ *-&*.+"+0*12"$"%&1'(+
I"HSY0& Uo($)*&+"%,-)* /&I HS Yo/ &O1HYS, M HEHICRIHS" 1!

"#S"#%&' ()*+#',-#./10"#%'1/"2'1"0+3'4"1*' 1*+' 531-0+/6'1*+',788'1 7 IS Y0 &# S
#S%E&" ()" (+&S,-+(#P*"1-."(&/()"%0#(12()*10/+5!"" #$% & (#P)*(+!,*-"*.&'$/!

"#S%E&' (&) *1#(%!"#%+,#) &-#%-)"#(.[#%! &0#1%2"&-%+,*)1&)#%)3./(%)*.-#%).- 1 30#,%
confusion on when to expect the vehicle to arrive.”!

[

"#$%%"&'()*$&+,- "#S%&'#()#*+'%, #PS%&' () $!*+(,!-(+."/($!*./10)).-(112."+.%0!
Transit call takers should recite the pickup window to riders, rather than a precise
"#$%!&"()*&+,)n confirming trip information. I"#$%&'()*%$'$+%,-.*%$/-**$'##-+%$
I"#$"'% 7:50 and 8:05 !"#"$%&!"()&%'(1F%# a.m."!

I"HS00& ($Y0) +, #.+)+* $%,HIVH 1"HSY6& )<+, *-&* +"/+08)1&2'+34' (5&26+
I"H$ Y08 ()& +&ATH " SHYOE () ¥ +($, - HSHY0&./0'1./. &1.%" 28 3H/ 4 25#
14568 (1) +&, "V BASIO& H) &+ (" I"HH"#, 1™ I"HSY&™ ()*+,-".&-)."

I"HB%&! ($)+&" &-.-&1/0,+#"/101$" &! "
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"#SUBEPS! %% EHS' (P1EIEY0" &Y
www.fta.dot.qov/civilrights/ada/civil_rights 3899.html!!

I"HS"HO6&' ()*++ *-./0'.1",.$',2.'1.34.0,.$'5"1-45'6/'$/65 "I"HSY&' (H) VoS H#+%, '+ (H-$#
I"HSHUORS' (B)*++,$-.1$8/ &S0 | SHEBULER(H) %0%) S "I"HS Y& (") S(+"H#,-+.] |
|

I"H'SY6& ($Y0)*+, #.+)+* S, V¥ I"HSI&' ()*+ *-&* +"[+0&" (**1+2'%6%*3+
I"H$Y0& ()% +,"&'-. (/0" &$12345. (6HYY6HT+*Y6B Yt (, p.!"#$

I"HS"H06&' ()*++ *-./0'.1",.$',2.3/.1"0.*%/..$'435#3"1-43' "6. T2 #' 15#8 "#$%& &
I"H#$96&"1()" &) (*&I ) &$H+,-$&.#+/0.12&
!
I"#$9606" & () *$&+,-I"HSY&' ()*$++,+)'-$.$/0122+3$%401-2$5'0$12%$4.))$2.6+0%$%'$28
I"HSYO&H' (#)!%6%+,%6-&.10 #9%6*1 1%+H2#))*E&$%0+3.&4*10.+%.+96*%62.+)0) #+1%65*)0)%66"C
I"H#BY6&" 1 ($)'(*+,*-1.10$-'$%612, 3*-"10* (*LSHSIHEYE'Yo(")*+(%, "$-#,.%/101/%!0'$%'%
I"HSY&H (Vo)A +
!

I"HS0& (BYO) -+, -#.4)+* $%0, 4% I"HS06& ()*+ *-&* +"[+0*12"& 1+

I"HSYOEHE' ()F+,-)*) () /(,08*1/2& N$)2/(+,I".()'(.  I"HS%&'H()&"
"4 I"#1$060 #I"HSI08EHBIU& " ()*+,-".&-)."0' I"HSY & & HS () ' $%6" &%6'1" (!
H"#$%"&'$"(V*+,),-..(/$0*% &Y #"$% & ()* %o +,--. () /B!

I"HG"HO6& ()HHS& (SUS ) +&, QIS+ +'- . +-) ISVIE " HEY& ("H)*(+*, Yo-&
I"HSOI&" ()* &+, <)+ & -, &, &I )H"OH&™ () 1&2-" &I+ H#"H)&I+34"5)/&H# Yol 3() +/&6™-&,&
I"H$%08& JHYo*+$(), (-&./&OLH(&+.&2HEYoHS) 38/ . Yo&+ 1HEAHT WIHE+.&$%6%, 4

14 BY0& ($Y0) +, H.+)+* $Yo,HIVH  I"HSI& )5+, *-&* +"[+0%'H*1" "I"H$%&
I"HS00& (Vo) SEAHB(*, $&-.1& (Y0)#*$/8%6)081%)&2(%), #, "&3%4&. (5%&6% T+0&.
1"4#$96"&S$'()*+,-./012034.'502"6 TUSHBILR B! 1!

I"HS HY&' () HIHSY& &BS( ) $* B+ ,-$./" 0% HS%!" "I"HSY& (") < B(+"H,-+.
I"HSHY& ()*)()+)*, - H*1)/0'123). (#$'1.¥423).* *-)152-)(#367 |

"4 SY0& (BYO) -+, H.+)+* $%0, 4% I"HS06&'()*+ *-&* +"[+0"1+2(3* 06+ 1+
I"H$Y6& ()% +" -%.$'/* $0+"*0%.%-"$' 1#9%62"*-%&'3(/145'6"0'1$7),)05'
I"H#B0& (BTHSY6& )+, * I"HSY6&'%6() (Yo* &+ -#+#./012963010/10.4" /%84 11"6#
"B Y& HH HBI V& EHSY& )+, &-)."10102-"HI$$ U6 #& HIE"$%" &% (!
I1H$%"&'S" () +,),-. (1$0*%&%*+,),- 1. (/$012344"/$8-

I"HB%&! ($)+&" &-.-&1/0,+#"/101$" &! " |



"TIME PERFORMANCE! 1"#$%E& l I
||

"#$%$H#&S'S(S)I( ! 1"#$% !

L]
IHE HYO8 () HHSY68. ($%6$') 8, &I+ +)*+-%. +/10$'&)0$12351'4, }#24', ' +'
I"H#$0& QY& " HS& (") *(+',-%.&, Y. #-'/,&0"1&'%"1&23

!

I"H#$068 ()*+'&,$-)./I-0%+$-1)2341*.56)7'8"+0$((6)3',,'90/,"--, 6 1#
I"HSYO&HE! ()*+,-)*) (*)/(,0&*1/2&, I"H#$Y%6/) 28, 3&1/&ABHSY&" (Yol *+" 11" #
HHSI V& BSY&! ()*+,1-%, (-L(/(OL(+ I"HSI%% HS& SERHY&H &("H)"
IH$%"&'S" () +.),-.. (1$0*%&%6*+,),- 1. (/$012344"/$8-

I S6& Y0()*+)*, Yo-. %6/ 80 %1 2%634 5% 6 7H)*, %636 % 8" AS%I LK) SE-|)-./0112%3%45+]

I"HSY08& )+ &SE&YO" H &, $- (L/O/+LINHS Vo8& HSY&H' () %"+, "- J018&()2"3 M " I#$ against
I"HSSY6& )H+ (,-+). TBHY"HSY& (H)*Vo+,)-'%6./-)-1#0")%0,-1"2,3%4,1))5,%6,)-".'5")#%
I"HISOH&Y ()*+,-+06.,1 #/ |

N1"#$%&'()*(+",-&./(-$en Director, Federal Transit Administration Office of Civil Rights,

"#H" SY0HE&Y0' & () 'S Y& ) #*+%,-*#$.)-1*/()#%01/2)-(/3%4&!&,056%78/)I"#6
"' 1"#$"%&S' ($$) VT 1@NSIt Access Report, "#3%&'()*+,'-%)"./.'0$,+) L'#% ' 2#3#+'/+1$)+,'
"#S%& (#H*H" " #3%E&'()"1*)+,-. $/+0# 1L #28"#3$1% % &H#S'($"(

0 IHSU& ()Y +, (M- 1" 1 1HS%6& (1)5+),&)-*&(1%601&(2*34).)*5,) 6" 0(1*$+"T%)# 3&!*

I"HHBY0& ()*(+"HB("%0%, -+ (#."H()O+L(*)%2("(I"1" #3()) & #Y%" &HA(5) % ($6"21+$7 () &$(%$-,$8(
I"HS$Y0& () S+ H-"., /', 0 "I"HS%& (' I"HS VRN HSY0& H()*+H, )+ #/0'-+ 1#&2#30)3+0#A08& 2 (H+*10#
I"H$%&&" ()*+(), B! HS%-*" )$" (+5'($) H(S)H &, S/ +"(+$01"$2, +,$3) 1, $, +#4'5+6$)"$5"**2)+$
IS Y& ()<t H)-1H" H#,] VOIS HS, &1#$23) #113))#-'23,/3.4#1231#5,%6"%7-." H#4"-)89

"' S0& (BY0) -+, -HI"IHSYRSIH  1"HSI6& ()*+ *-&* +"[+1&01+"/+23)4" (+25'(4&0+
I"HSY0&" () %% Yo+, (-. &%+, (HYOHBYO& () &)*+ - ] -, +- *01+#2)-314)#
I"HPYO& )+, *-&*. I"HSV0& H()&"*+ #-I"##1"#$!"% % &inal Report dated Aprill"#!

1" HS0& VATHSHYO&H & (TS0 &'S" () +.) .. (/$0*%8 %% +,) -1..(/$012344" /$ 8-

"#'$%&'()*")+,'&-+%&*")+'.&/I0$-#,'1"23'%".%22-&)'14'$%2-"68fk appeared in these four
IS 1HS%&(1)*+),&)-. |

Federal Transit Administration I"l# "#$%&'()*+,*-&*.+"/+0&(*%%'1+23()" 14+
"#$%&'()*'+,"&'-(./01)12(/1&$344#%(5,*$'-2(64," & TH2B# % &' () *!'

"#S%EHE' ()*+,-)*)(¥)'./(,0&*1L/2& N)B)2/(+,!".()/'(  "#'#P%!I&'S()'1"*+",(  I"#!
#"H#B!"NWBS%& " ()*+,-".&-)." 1011 #$% &P &

[

"#"$%&'($%)*+,"-#.+)+*,$%,#)# Compliance Review of Birmingham Jefferson
"#3$%&'()*$+,%'-#%."),%&'101!(-23'0,)4,$5.*43'-6*7*4*F"#$ Yo ™" 1]

I"HB%&! ($)+&" &-.-&1/0,+#"/101$" &! " |



" "TIME PERFORMANCE! !"#$%8| I
||

"#$%$H#&S'S(S)I( ! 1"#$% !

LERARARY

I SY0& (SYO)*+, -#.+)+* $%, W I"HSV6&! () + *-&* +"[+I'$&0'%+18&2038)0+
I"HSY6& " (#()'$*+,(-") (/*+OLHS.234*5"6/* 1"1#SY& () &)*+,- # - +- *O1+#
I"HSY0&" )+, %-.&" ["$Y6" OLHSY0! &' S() Vo1 "I HSI & A BSY6E&! () *+,1-%, (-]
I"4#$"%&" HE% & & HS((|SHHE " HSHYO&H & ("H)"

IIH$%"&'S" () +,),-. (1$0*%&%*+,),- 1. .(/$012344"/$8-

|

"4 S0& (BYO) -+, H.+)+* $%0, 4% I"HSO6&' ()*+ *-&* +"[+0*12"3+LHS%& ()#
I"HHSYO& T IHSY0& (V&) +,- - +- *O1+#2)-314)#$%& (1,*4)#5)31) BHS%& #()&."
I"HSIE"| H"HBIVOEEHYL" ()F+,-".&-)." ), 0&, LI HSI %% &HS (SHBHI6&H &("H)"
I1H$%"&'S" () +.),-.. (1$0*%&%*+,),- 1. (/$012344"/$8-

|

U IHSYO&" () &t SH( &SI V& S(*+,-./%0("Yo-(1'&2"$*+%60(3.%-"4 965"/ &

!

L HS06& (1B MHS%R (1)), &)- (KIS I I HSYH Y& () 8. HIBOIHSI68! (1) +, !
#0018 SIB()*961+$, "H-" S~ (SO SIFIS+*. 152" /1'S) (SH)L "IHEW&UWS()*+,$-)*+$
I'H$ "I HSY68 &SH()*+&,$I- $/0$123B4#SAS5 1 /+&6$()S. 7 RARBAHBYE (1)*+), &)~/ !

M"#$"#%&' ()*+,-.'[+-0'1L/*'1,"23"# L/* 3HSYoRASUHS " &' () ¥+ (+#, ' "#$% &' %$()*) $

more than 30 minutes early. This is problematic for riders who arrive at buildings
"#ISUHES' (19)*S(+*'$!"#!1$ #-$. 'S#H/0# 1*2$# [$+#-1. 134#-4&$5%-.(359, (-$-./*-5$6" ($#-*$
"#P%&'(")*+(",(-+&%'& #+./'$"0&")%* (1%8#2

I"H'SY6& ($Y0)*+, -#.+)+* $%6, HJH I"HSV6&'()*+,*-&* +"[+0&*1)*+21'(3&45+
I"#$9%"&'(")*+,-.$,&'  op. cit!"

I"HS HYO& (J*+ H-#$.9%.-0#12'3"4"5"#'* 5' 5" Yot 67 #1H089+:"-'+.:<2'$:-="
I"H$Y0& Vo ()*Vott+ - XY/ FBL HSYHE IS+, #-L " (& [H&*[H+] #SH#  "HSY%&."!
I"HSI%&H ()% I"#I"HSY6& I+, #ISHO1)$&+,I"*+,12*34ffs can result in long waits
I"HSY&|(H)*+,&-..) B+ H(&-"1&' " &O+&-&')" (#,-$"H&H) &) (+&) 18234&(+15$'+67

I"HS0& (BYO) -+, H.+)+* $%0, 4% I"HSO6&' ()*+ *-&* +"[+1%(01'Yo+2* +
"#$%&'()"*+,%ransportation Authority, Syracuse, New York, !"#$%&#$#3

"#S"#%&'()*+,$-#'./,'0,1",2". ,*34+'+*356,7".'$-,+'#-."*55,*0"./*."8*#' 90*#'[*+"*'
"#1$%&$'% () & *#+,)-)!'/&'01%&$(2) (Yo $+)IHBP0&!%' (1) "#$%&'&$(1'&$)*+,$" |
"#$%&'()*%&+(,-.(&* )/0.""#$%E&' (%) *' (Yo#t+!,-.%/0%'1*0%! 2% 3+U%W % &' %$' () $
between I" I"#$II" I"#$%&'(1)*+,'1&-"./+#$&" $&!&#™ (0! 1'/'$2#$31+$!&-'!
destination and circumstances of the appointment, a drop"!"#$!%&#'()*#" !
"#3$%8&'(&)*+,(1),(-)$' &(F/0+&! (1/*()(*"2&*34

[

!
Topic Guides on ADA Transportation ! ! "1



"#$%$H#&S'S(S)I( ! 1"#$% !

SRS () S N "H$96& 6'

L
I ederal Transit Administration ADA "#$%&'()*+,*-&*.+"/+1&01+"/+23)4" (+
"#$%&'()*"+&,* %0 (-&+8&%&. $/(10,%. $/ (1 "R2EBLKHB "# !

P#$"#%&' () #'+,- X" "HSW"HPU&! () *$#+', 1" #BI"#SU%H& (NHSH*+SH#!' -&"#!
"#3%&' () &*+,&(%0-&('.-&/$0&/ (%" & 1 (+H& (" #S%&H' ) #*+%, #, )#+!-(#)%(./0#
"#3"%&'$()*+,"-)*+.-/01"#S$%&'$()$&'$*+,)-*+)".$.1$/#)$10$.1)$#) 23* %) 45
[
"#'$%&' ($%0)*+,'-#.+)+*,$%, #N#  "#$%&'()*+,*-&*.+"/+1'$&0'%+1&203&)0+
"H#S%&™ (#()'$*+,(-") ([*+01#$./*234*56/* "#$Y&HE" I
[

"GN THSYHS "I 1"H#E%& (1)*+),&)-./*&(1%01&(2*34).)*3)(/*4",)*5"0(1**$+"6% ) #'3&!* %' 7*"5*
"#S%&'()*+),#"&*- . )#./0$L.)*+)*1"#$% &S () #*+,$-%./$%!)%!0$% 1*,2%) (V6 #5%R. | $#
"#$%&' (1)*+&,'-%".,1/+&,"-).,*0'%&'- %% #$% & #() "#$%&' (') *+%0#,-.%/01 20 3# U 1A #D
"#$%&'%()'$*+,*$-1&)$.,'/$*)0123$24%+$,2$.(50%,63$7&)83$2%+&&63%$,'5$9420'(22$
"#$%&' (%&)*+#Y#$%&'()'offs are more important to the customer than on"!"#$%
"#$%!&'()*+,)-./0!1-2!

I"HS HY&' () #+,-' - H-+ 10170 +0#$0,$'2-, - #"1"HS% &' () I"HSWHS V& #(1"H#)*+ #
I"HS908 Vo ()F +0b' - H)+H& 01" 2& Vo) 1 1/&+3. A(%o#3-%% +$$1H#3N - BHHERA " #$
I"HSY0&"HS' Yo(&")1¥)$)&B) S, . ) &YoH"S) + *BEEV& " () &4,

|

"H9606" & ()*B&+ - /" 08&S&(1(,2$38)4, 5*6+7*$8,$8,29: 7/$3:" <"13:(<:4,

I"HSYo8 H) HEYo8 H() I HEY& (") S SH&+, (8- $Y6/0123&* (L H&+, (&, 12 $2*#&,
I"HB068 () *)+,)-) & /& O#&, 1)&" ' 22*#2%  3)45 |

|

I"H#$9%%" &' ()*$&+,-./0112,34$56'7 *&, #$8356)()*$&,8*)4, )3 #$&35%"BH$%6&'
I"HS008 ()*)+HY%', '%0)"-#". IOV L2,/(,"(-H"#  "1"HS%& () 1"HS%I&S &OHS(+$

1" HS00& (%8&) &S () &+1&) #-.1)$%0.-/()1%) (11.$(*&) &$'()1%/)!).1&(*&) &$'(23

"#'$%&' ($%0)*+,'-#.+)+*,$%, DA "#$%&'()*+,*-&*.+"/+1*(01'%+2* .+
York Regional Transportation Aul"#$%!&'()&$*+,-.'(/.0(1#$2'("#PYo RS #!
I"#$%&
|
Finding: "COTA does not have standards for on"I"#$%&'()'I"#$%%&'()%*!+#%,!-%
"#3%&("#$%&SP' () #*+,$%) (%-")&"#$%
!
"#$%%"&'()*$&+,-./01,23%45',65(#",(66$*&)%"&),)*%"2,$&,'7*8"7,%(&*9"2) 2, (&',
have ""#$%&'(%&)&$' (*)#%)&+()*,-((%*)&+!&).$*"1&,+(-*)!-()/*/'001) 2$(3$%45)6789)

I"HB%&! ($)+&" &-.-&1/0,+#"/101$" &! " |



SRS () S N !"#$%g| I

"#$%$H#&S'S(S)I( ! 1"#$% !

L]
I"HSO0& (YOI % (+06,1" (1H(-& (& [#. HTHSY6 & ()1 HSV6& 1 & () *+% #-.*)//01#2345¢#
I"HS00& ()*+,*- &) H) (& (FOH) #- "I"HSY& ()" HSY6& 1&()*+6 4

"4 G0& (BY6) -+, H.+)+* $%0, 41 I"HSO6&!()*+ *-&* +"[+1%(01'%+23&"+
14968 ()*'+,"&'-(JON12(/,3*45*%2(0+&, A 1H#$Y6& (V&) *+,- #1 -, +- 01 +#
I"HB6&" )+, %6-.&" 'S0 DHSYO& H()& )+, -, " " " #1$%%oinal Report
#1068 ($)* S+ HSN&E HB(()$"$*+ Bl HSHY&H & ("H)"
H"#$%"&'$"(V*+,),-..(/$0*%&%*+,),-1.,(/$012344"/$8-
|

I IHS06& ()F)+, Yo-- %08 ") #Y0)'012.8'3451"I#  I"HS%& (1)*+),&)- /& (I"HSY& () #

I"#$54

"#'$%&' ($%)*+,'-#.+)+*,$%,#NH "#F%&'()*+,*-&*.+"/+0&)1&2'+34'(5&26+0&)1&2'6+
"#$"$%dp. cit.!"##BS and 36!!

!

Federal Transit Administration I"l# "#$%&'()*+,*-&*.+"/+0*.+1"23+!&45+62'(7&48+
I"#$%&'()%op. cit., pp- 126 and 128!

!

Federal Transit Administration I"l# "#$%&'()*+,*-&*.+"/+0%'#*1" "I"#$%&""($&'
"#3%&' ()&% &' (+,-(1"#S%&" . (HP/(OH#D(L"#$*&%0* 2 (3H#4(,"SH(6#7 &/ (I"#$% &' () & %™ &*'(
"#$%&'()*+,*-."(/*,0123-0* (1"#SY&HH P " HPY&H!'(

!

"#'$%&' ($%0)*+,'-#.+)+*,$%, #N#  "#$%&'() "#!I$%!&™ (") *+,"-./0%1"

"H#S%E&™ (#()'$*+"&, *-./1+01* #"21*3$4)#SABSY%&' () *+,*-&*.+"/[+010+
"#P%&HE'()*+,-)*)(*)'"./(,0&*1/2& "#PY&'H ()& *+, 11" #"#P!"%WES%&™ ()*+,-"
"#$1%&'($)*$+ "#$!"%%&S!'(|)&vailable at

N"#$%"&'$"()*+,).-..(/$0*%&%*+,) ,-1.,(/$012344"/$8-

!

"#'$%&' ($%0)*+,'-#.+)+*,$%, #N#  "#$%&'()*+,*-&*.+"/+0*11&#")2+3'%%*4+
I"#$%&'()*+'&it Authority (MVRTA), Haverhill, Massachusetts, "#$%&#H3"#$%&H
63!l

|

"#'$%&'($%0)*+,'-#.+)+*,$%, #J#  1"#$%E&'()*+,*-&*.+"/+!'$&0'%+1&203&)0+
"#P%E&" (#()'$*+,(-")(/*+01#S$./*234*5"6/* "HSYoRHHI HSYo&H# !

!

I"H'$Y6& ($Y0)*+, -#.4)+* $%, 4% I"# pliance Review of I"#$%&'(")

I"#$Y6&%' (H)*)+,"+-.#%/.0"0¥L  11"#$%&Fan Juan, Puerto Rico, op. cit!"

|

I"HB%&! ($)+&" &-.-&1/0,+#"/101$" &! 49!



SRS () S N !"#$%g| I

"#$%$H#&S'S(S)I( ! 1"#$% !

L
"#"'$%&' ($%0)*+,'-#.+)+*,$%, AP A "#$%&' () *+,*-&* . +"[+0&*1)*+21'(3&45+2") "#'5+
Washington, I"#$%&'

T HEOLRI I 'HSI&!(1)*+),&)-H"O(1*"( "time pl"#$ %& (1)*"$+,1%-)-.19%%/ 0" $%)
too many will"I"#HSY6& () (# &I+, H-$(+, $&./*/&"#S+&* "I OMBLBE &) &+, - I"H$%6&'$()
I"HS00&S' () 8F) H HY" (&%) +"HEIBN&. (") $*%"+(,-'.&"/012341" /5 (B*1#$ % &S

"#S"#%&'()*+',-.%+'[+.0+#1-%+'23'%5lls, "#$%! &#'1 () *+!)%,-%" (" 1#/ & "#$%0 | &#'!

trip changes appears to have an impact on on"I"#$%&$'() #*+,$%*+-%!"*.$/%!"#$01%
While some riders are given additional travel flexibility, many other riders are
M#$"%&"&"#&')*(*)+&(), (#-)".&*()/&(0&!".()##$++$)1&"  I"#$%&™())*%+,"

and complaints about late trips also appear to be related to will"calls, which

"#1$%&' () &*%&)&*)(+(&',)-'%..+)#/'()"/1&)*%0") &*")$%1%$! &+)&/)Y%o#' 23% &' +)-'(1/"#)
to the level of same day trip additions and changes that now occur.”!

"#'$%& ("H#S%&' ()*%0H % P& ! " REC+HHI&E' ()*+!,+-'+.1#/10'1$") 23 ($!
"#'$%&' () &*'+,(-$.'%/+(0*+1&$/+,(23!)-045(3/$6/'71.65(08.9.6.5('#$% & '#
p.I"#1!
[
CHSYHS "E 1"H#S%&'(1)*+),&)-*."/(0%12'1*1+'(3&1*'4) (1&) I # % &#F$F$%"&! & 'Y ($! &$) *%o+!
time parameters in order "#$%&"1%&#1"#$%&S$' () '#*+,$- !
[
"#$"#%&'()*+',"-."/0")123/#43'-567+8'-"9+'3-6#$65%$'3-":186-+3'-*6-';,<="/0'688'>?>'
"#3%& "#$'&()*$"&+F 1B H#S%&' () *1+'((1,$-1""# 1"#I$%&'(1)%*1$"1+*1"1-"0%*13.),!
"# 1"H#$%&' () 1*+, 1 (+"1 &, #- (&) (N(&0$10,1(12+%3 11 03B%&' (#) 1#*#'+,'(Yo-'./#
I"#$%0&
[
"#$5%%"&'()*$&+,-.) | "#S%"&#' ) &** (+,(,#-.$-#-.(#/-O#&1#23)"&+#' ) &+"1,('#!-"#
current standards for on"!"#$%& '$#()*&'+,)-V
[
"#3$%%"&'()*$&+,-.(&, "#$%E&'()*+%,($-.$)/%-(%0/".(+. #** L%#H$H#*12/%* ($3%-".0&%-(%
I"#$%!&' () *SIHHS Y& Yo (#)'$*+,-"#.'$("--/--'"$*/#.-'0/1) 12*/%"$+3/'$ (" (44 (#'
I"HSHYO& (V& HYo+*H#1%6&, -*#.)&-1/-(+0,-*01)&-1/-"H#()" &, -1"-HYo (#2#(3+4-"#()"&56-TBH&-+%o+
"#$%&'()*%$&+' #-")' N4+1/+)-"H#0'*"+&$%+&'%o#) 1'-2(3!'4-"#1+'-"+"*#/3$-+2'
I"HSU&H!" ($)) 'S+ T HSSY0& Vo) HYo(*+ 1Yo /HYS(+O1+*123%+$Y04#--%0+$%o+" (5+-%6 (*+
"#$%&'()*&+(,-$(&*"%,'$.1./&0"(1,123"(&"1$%!,)%&.4)23+&5$&6,-$%&!)&6()27&!(,7.&" %o
"#$%!1%8&'() () *#+,%!,%&#*&"- #1&(.[#],"-0$# 1 %0# . O(1#") " #2$$(! (") 208 &-)/34

I"HB00&! ($Y0) <+, #.+)+* SYLMIIH "HSY6&! )<+, *-&* +"[+1&01+"/+23)4" (+
I"HS00&" ()< +&, *Vo(-&+&Y6&. $/(10,%. 5/ (1"RESBHRUHS 141" 111
|

I"HB%&! ($)+&" &-.-&1/0,+#"/101$" &! " |



SRS () S N !"#$%g| I

"#$%$HES'S($)!( | GUIDE!

I"#$96& ()*%0+,)%+-).%!1/0.)*%& () BS! I"#SY6&' ()" +1,'(%6-&IHS-*&'L. JO"HSI%S
I"#$9%" &H#' Y6 (HYHS%

!

I"HS"HYO& () *+,-.101234'["53" [1#S1" #S%E! " HS%& (1) I+ %$&-1&*./'0'1!" -1.00,2!
I"HSY& Vo ()*+)" +-%oH% #Yo" &)+ HY0S) +./ 1$&+2'H+&3 .+ H]-EHHBBE (ot
I"HB0& (H)$U*+#S$, 06" ' &.$+/$),051-2*&)/$3#-)*4#$56 71$208.$) 0 BBHUHE
I"H SO,

!

I"H$%6%" &' ()*$&+,-./10,12$34" 5"6%1" I"HSI%6&' ()*+&)!', I-+# -#"(-//Ol-// (-#"121 I"
I"H#B6& () (%+,-&. (%"1& (J0&H( 10&2$."#3(, (4, +, %6+ #" % (%6+"4'5(6%(1)$.2(7,'&(%o+,-&.(
I"H#$Y6& Yo(1)*"+ 1 HS%& " ) H#*$%0+ Yo'+ $%+(.$,%"-/1$%/1+0123

"#"$%&' ($%)*+,"-#.+)+*,$%, #NH  "#E%&'()*+,*-&*.+"/+0%%".'1*+ "#$%&'(
"#S"#%0&™ ) *+",-#)*+-.%/%#- Y 1H#S% &' ) &) *+,- #/ -, +-, *01+#2)-314)#
"H#S%E&'()*+,*-&*./ "#$%&™ (%0!)*+15 #"#$!%&&Final Report dated
"#"$%&'#P1%%EHAS" ($)!$*+, B H#'$%"&%""(!
H"#$5%"&'$"()*+,),-.,(/$0*%&%*+,) ,-1.,(/$012344"/$8-
I
#N1"#'$%E&'()*'+",,"$-'./'(0120134'015&62013',7"-"",8.4'%12'9.-,')*1"1# 1"#3$%&'(!)*
"#$"%&'($)*+,-F).(/0$&(1)" (02#"(-"/"13$)"-(%0"/0"1 (/0" (42!2/'2) &S/ (1$-" (/$3" (%0 2&(
"#$190"&'%('%!)*+, *-¥H$%"&' Y (") *+H#%"#,- %" #*") %./$"#$%"0.-%" (% 0#, | . #,*1" 1) *-"#$%"0.-%"
"#SH%E& (%) *+,'-'.,) - 110#%$'.,")) ' 1%2#%$34'567'83)2". ,#3'9).,12*%2'+1%+/82)2". ,*.'
there was no ADA violation.!

I'. FTA judged whether a rider’s paratransit trips exceeded the length o!"#$%&'(")*+"
"#3%&' J#%&*$HHY, HBY&' () *+,!-.%$/1&01&! ('23#4'15#&0!6' (| QOLEHS % & ()’
"H#"$H" V& S(#') *&(#H+%%'%, ($-"$(./%,() ) (%/$(0')."$*($-*(1213(

"##"$%&'%()*+)*,%-.%/01) +%23%4*), 5#6%#5"* % 7/7%8"09%!"0+"$6%:;<"%& '%:
"#$%&'()*+*,-.(/,-0sit Administration, July I"#$%""&##$%" &' ($!)*+!
"#$%&'()*+" 1" "I"#$ I"#"'$%&" (") *+,$&!-."/+0! (") *+,$&0!-$& &+ I$)
[
F"#$"%&#'1# compliance review took fixed route travel times and added !" !
"#$%&' (%) (*+,-(%)(%.&(/$'('%) 01 (*+"%(2)3(%0. & (/$' L (+#A(4HK9E3(' )™ (+$
Paratransit trips were judged by whether any was “'more than !"#!"#$%&'()*#+&,(

!
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L)
I"#$%!"&9%0' () *#+#,-&%./1&0%+(11&%!+2*34%5" &$6%(11% (7 S4HUSI &L %R !
I"HS%& () H#+&,-(SVet!"H#SHI%& ' S(#S) ! *+,1-'./01/'1,1,123'45(3'/6 !

"#'$%& ("#P%&' () *%o#%S&! " &UHA #ENE' () ¥+, *-&* . +"[+!*(01'%+2* .+
"#3$%&'()"*+,%-#+*./"#0+0)"*%1203"#)045%64#+72.'5% 898 SV&HHEYs 1"
M"H#$%&!" ()$*++,"$-,./&)0 " 11"#E%&' (&#)*+,-.'/0'L0&2™#','3$4 "#5'6#' 78T
"#$%&' () * ¥ #$%%P&" ()*+,-%+./0!"1$) &H&2009, p. 6.!
[
I'. According to an FTA Letter of Finding regarding paratransit trip length, FTA
M#$%E' ()" &(*+",&'(-,./0("(1)+"()"#$(0.2(3&,&(#)"4&,(-*!"(-*&(52&'(,) +-&(-.6 &(
plus ten minutes; four were ten minutes longer or less. No ADA violation was fI"#$%¥&

Letter of Finding by John R. Day, Acting ADA Team Leader, Office of Civil
"#$%&'()*+*,-.(/,-0&" % (1+2"0"&%,-%"30'(4*5* 285! % & &# $ %0 &#' () %" *+,"
"#$%&'()*+",*1" "I"I# 1"#"$%&'())*&&!+,"%&-.,""$. YA HH " #S% &' (#)* %
"H#P%E& (P(HP()*+HE&*"S, +-". &/ (S "% &' (') Yor+#*&"* #-*./)+0%'+#1%1%"2

I HB008 () SEH'+, - *&- . +B/-&+ $&FO(-$EHO+*&(1$+*$8+2(,3&1'$-4"5$%6& ()*$-&+A44('%", 3&*(&
I"HBY0& (HS)HE&+%0,-%'.-/01&/%/ Yo$#21-$%0H#&.3.-8HY/01-&,/%&HOA, #+0b,-%5(, (Yo 1%l (, *#Y
IHBYO&! () IH+,* +-&)1* * VHE+ H)* &AHIHSYES () 1+ +6* -1¥%6./%-$01 1#41962(3") %41$5%!-/6 7 (8!
I"HS08S &HE()*+&" - 1H& . TGS &H * EHEAHYo+ &1 %6 * &+ 2$3+4

|

SV HE (1) (™ +-) LU OLS+S L™ *(H(+H(LE&S+ &)H2$3) (#)(4'5-) 1. H)6T$H) &' +-)'

IHSH Y& S(&)H ) ("H)" (S, (Yot~ /) (+ B8 (8I6(H) %6*Yo+,-)%.,1)%"1%) (0'%$, 1) %" 1%)2)#3%45%
I"#$%489 C.F.R. § 37.131(a).+

|

HIHIHSY& (W' H 1"HS%& (1)*+),&)- /*&(1%01&(2*34).)*5"0+/*5"0(1*3"*# (6*3+8S$.*-&34*
IHISSY6&! (1)*+,$-'%6) #./012%%.) +.+ 'S/ +2960$'.) +,I'3"14'2 5+1'$6$+1/ T%)#(54%)*

"#$%68$% (H*$%&S(+,$-' 8" $(+,$Y6&S/(1%$(%.$%0#$1 2358 $% ' (1+$3%& 4356 $ 704 SIHB& +,$:
I"H1$96&'%'("1)*96) "+, &-*%&! I$9%60%$. +,%/111&11+$.8% 1 $% 1 Wt "' 2"196$"1(.3"4

Finding: "Some ADA Complementary Paratransit trips appear to be excessively
"#$%& ' (&)*H & "#SY1 & $%0&'&()*+,% "' %o, HEL [0 $HW &' (&) *#&+,-.,/01.'12& 1 (.-#$&
travel times by ADA Complementary Paratransit than by fixed route. The most
"#P%HE&' ()*)(+,- . /[#-#&'0"1(20"0"0&34" ("45#('4-#(433%#3(0..#0"(,(6#("#/0'#5(',(
"#$%!&" ()*+&*,$-.&1" "30!"#$%&LIEK)) rather than the longest trips in the system.”!
[
"#$%%"&'()*$&+,-./10/,12$34" #$&1*"5,5"6*1*&7,*)1,)5(6"4,)*%",1)(&'(5',)$,
more accurately reflect comparability between fixed route and ADA
"#S%EHE' ()*+,-)*)(*)"./(,(*/$.0,1,.()'2)*2,(3)(,4)%%.,5"*,161 "#$%&'$'()*+,!

[

I"HB%&! ($)+&" &-.-&1/0,+#"/101$" &! " |
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LERARARY

IHSH 08 B(SH) &(SH (Y $(+, (&'-%6"./"%$0L(0%%-, #($2"%6(/*3)"#"+0, (.4, 5(#+6$, ($#)&7(
IHBVO& (Yokt)*+" -* [ &*("0, ™" # "I"HSY6& )+ &, Yo&t, &tt--" #,[*&0"$&1*"(, 1&" &H,%&
IS8 H(&) & +#,8-%6+& Y& /108 012%34564%& T#.81%9#S(*"0%8H,/%4:4%
I"HEURHE')* I"HS%$8Y6S' ()& %) +"8), +("&-" [+*"%-08+"8%$1+2"&),+("0()'3"$"
I"HBY08I6'Vb () +, 1, - *HOGHHHH [+ &> OFH, +*-++"++"OH1*206 314" +56 786+, ($#*
I"HS06&" ()%)+(*, -)+06.)$+HEX(&)")$I0'&1-'8&)23'&) ("1+)+(*, ) +%.)4'+5"#)$+"69)

I"HS &' &(")F) + -/ " IGHSO LHSHE  "HBI6& &IV (') 1% Yokt "+ + S&YH" &IV /S

1" 1HS6& (1&)H++),1-).1&. 4/ +1&) *$01-.)"1& 11 (&) 23141 T*$*+5(#(1(1)%+0!-)6%(1)$!
I"HSY6& &)+, - H - - O L++-1'0#2 1+ 3H(%*4#053) 67 ()64#-16)#+18)089

"#'$%&'($%0)*+,'-#.+)+*,$%, #J#  1"#$%E&'()*+,*-&*.+"/+0 I"#$%$&"()*
Atlanta Rapid Transit Authority (MARTA), Atlanta, Georgia, !""#"'$#%&'()'
M#P%&' () &)*+,-.#/,-,+-,*01+#2)-314)#$," 41+ #$%*0+-, L¥8E% & #() &"
"#$"%&™ "#IH"#S!1%& & BS%& () +,&-F,(-&. $+/08#$%0 & &Y #S" ($)*$+,1%).
M#SI0$& " #$%"&'S" ()*+.,).-..(/$0*%&%*+,),-1.,(/$012344"/$8-

"#$"H#U&' ()*+',++$+-"+-/"0+'1+"#%'2-3/"$+$',3-'4*3.+'5*3'6-+'$+4+-7"#+$'43'1+'
"#$%E& %" #'(()*+(%,%-(+*.")*/+01(&*%#*&" &' (*&/' 2t 8@ ®mit people's use
"#S%EH ('$&)* #+%0 & #P!S- #$/-0& #$1)&'#-1&#2!,'13&/&34#" ) #SY &H#5/ $#6-/$H#!"#$Y0 &#
"#SH"%&'$(1) M #S% &' ($#) (#)*+#,&- #'/("off at the destination, the total time in
"#P%&! ()*+,"-. ' Y&/IS&O(HS!'#SP, LH#2'S)!-." ) L3#" #-+."] I"#S%B&'(")*+(,-"./$0"&!*1$"
travel time.”!
[
"#$%%"&')*$&+,-./", ""#"$%&"$'()"%&*+,-#%."%)-+8&"-/%0+1(2+$"#%./%3456%2+%
"#$%!&'()' &*)##!"+1%6#&) %! & %!, - .- "+&*%0/0*' &*) %)'%) "#-"B#SV0 &' () *+% &, - #/) , #$%
#P%E&" (") ("*$+(,")%($%&-.1,1/0($1)*2$34(#$,&5* (PHP% &' (1&)*%&+,-%&) #.+/&0123&
should compile a random sample of feeder trips for a recent 60"!"#$%&'()!$"*!$
M#P%& ()&*'+,-'(,(1#'(-1.&# ([*&0' 1) &"1#$2/2'2),3#4™ (&5!
[
"#$%"&%'())()"*+",$%"-(N"#S%E&' ($#) (*#"+*+,*+&-%,#-.*/%0.1
"#$%"%8& %' ()*+", *-H#$% & S #$%&'(
"#3%"&' (%" &$%") %o +,-"./+"0*,)) WoB SU0# Y& #() *#+!,% #%+$-./98#.%!01
"#$%"&%'(")*$%+,-%+".'%+"/0,(%"1,)"0&"($%"/0,(%"1%2&3",)%+4
"#$%"&'%(")*+,%",)-.%/",01%2
* The pick"I"#$%& #($#$) #*+' #- 1S #/$."HOL#(#/'2.3,#" (- ($-(3/%SHA U0 &H#
"H#$%!I&H# ()¥1+
I"#$%"&'()"*+,-"off at the desired destination.”!

I"HB%&! ($)+&" &-.-&1/0,+#"/101$" &! " |
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L]
I"H'SY6& ($Y0)*+, H#.+)+* $%, HIVH I"HSI&' ()*+ *-&*.+"[+0&(*%6%' 1+
I"#$9%6& ()&, ()-"(.%+,(/)011*-23) 1, #4558 6%"#(/3) 750 HBEE) #
TREI P

"#$"#%E&' ()*+#',*+'-.,/-0',1-2+ I"#$%&"'()" long ADA paratransit trips (those with
"#3%&'1()%* ¥ 1" #$% & #%!'#% () *Yo#+,-(-1. (/0((1!123%4™1"#$!%"&'( 23!"#$#!
"#3$%&'()*+,-),-)"., +#%,'(),&%/'0),+#'.)1"&)!"#$%&%20")34'()&"5,"),&+$.6),-".")
DART ADA paratransit travel times were longer than comparable fixed route travel
"#3%&'(&)*&)+9,)-P&!/&!"#$%&'()*+&),-&.,/&)0,.,%.,#"%)%.,-&1)%"&)2)) !
"#$%&'()*+",&)%+&)-.&/-0&)12&3)/4$%&) %/ -. &,) Y &ESPO&' (1) *+!,*$-1&+#.(/!
"#3$%&'()*%+',-".1. 0% " #("#-+) (' (") 0+'%12%%3%3'(4%'2, *O#&#xed route travel
"#$%&'% ()% (*$+(,$Vo-1 %% &' (1#$!) $&!*+%S&, - minutes in Sussex County, and
MH#I"HS%E&' ("H() &*(+,'Yo-&(+.$#%/01

I'#$9%96" &' ()*$&+,./10,12$34' #$&)*&3")$,%$&*)$5,/./,6(5()5(&1*), $&1 " #$%&
I"HB96&1()96% 1+, *-"%6'L H1'. %/ "o )H(, "H$%& ()

!

I"#$96%6" & ()*$&+,./10,12$34', 5"6*"7,)2",6"2*#4",5381,)$, (&',85$%,)2" 8(#*4*)*"1,

BB (| %SSISE%6')&) %6 %6 +06(,-&. &+"%68,, /S +EHOEH"Vo& . 1 %S +&*) +)' $/+8&:+)/*S
I"HE00& () (*USU"HE)+)+,"$) (HS)+").* %&) (I +&)0"#1)+(%/$)2" ) 1% 3 %68 ($4

Federal Transit Administration I"l# "#$%&'()*+,*-&*.+"/+0*%".'1*+21'(3&4+
"HS"H%&™ () +",-#)*+-.%/%oH#-VH SV &S # Y0 &H#!'|

M#S " H%E&' ()*+,$-#*'+*./0,-1 I"#I"H#$U&'(&')*&+',"&™&-"). ¥ I#11"1#

"#P%&HE&' ()*+,-)*)(*)"/(,.&*0/1&,(*/$.2,34/14 *&$*& &' #P%N%N&'()*$"+ FH#B"#$ "% &&"
trips, had a travel time of at least I"#!"#$%&'()*#+&,(%-.#(%0-&(&'%".%&/ (%" &(0*,(.(
"#$%&%'()*+&,$*"-*./)0*&"1+)*2)&3,1)45

!

"#$%%"&'()*$&+,-../0,12$34" #$&1*"5,12$5)"&*&6,65$37,53&1,89,("*&6,5%$3)"1,
"#$%&!"()"(")$*%(+',

|

"#$%%"&'()*$&+,-../0,12$34" #$&'3#),5"6*$"*#,(&(471*1,$8,4$&9,)6*51,)$,*"'&)*87,
significantly long trips and adjust schedules and service levels as needed to

"#SHY& () 1% H& " +(,#-%0H# ./1&% " +("*%-('D#),12

!

"#$%%"&'()*$&+,-../0,12$34" #$&1*"'5,(,1)(&' !"#$%&"$'('$)&*+,-*-./1"0$
#"$H"%&'$(&)HH'+) ($#"),($-)($."B(&(/"&)0(1%(+1-2"#"1,) (34)O(#15%$) (&)#*'+)($#"*),(
"#$%&'()*&+&,!+-.+/.&01(2.&3$!1$/&!+4$&"-11&+)) 1 (-1&!1*$&!/"5&2$-61*7 &!/+8) &

I"HB%&! ($)+&" &-.-&1/0,+#"/101$" &! " |
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L)
I"#SY&6"H () H#$) &+, )-. *%&0)"1)"23*4*5/,)67,$)4" &), 48% YR HSY6& ()"
I"HSYHHEY' ()" + 4.

"#"$%&' ($%0)*+,"-#.+)+*,$%, #NH "#$%&'()*+,*-&*.+"/+0*12"&1+
Department of Transportation, Detroit, Michigan, "#$%&#$#3

#BI"HS%& (N 1"I# 1"#$%E&'(1)*+),&)-./*&(1%01&(2*34).)*5"0+/*5"0(1*34'3*3+'(.&3*'2)(!&).6*
Iravel time standards were deficient and needed to be changed.!

"#$"#%&'()*+,-'-.[#$/0$'12".3"45".65'.0/758"."95'210'81#%'".0":-'9/;'<#$50-./.5".65'
"#$%&'()*+,1+-./1012'1(!,'0&+3*45

!

"#$%%"&'()*$&+,-./0,(&',012,34$56',7"8*"9,6$&:,) 7*;3,(&', 7"8*3",3#4"F"#$% &P
"#3%&'$()$*+!),-.&-#)(&,/$0'1&2!/,$+3-1/&!,,4),$#)&'5#3-%&64&0!$%& #&!"$() 74),&#8&
multiple passengers to long trips.”!

I"H#$9%6%" &' ()*$&+,-./0,(&',012,34$56',7"8+"9, (&', 7"8*3",)4", 3)(&'(7',:$7,6$&;,
I"#SY6&V'&(%6%) " *&I+(18&YoH, #./(-101&80'- &I "HBIERL™HEE*+""1%6#,'S-")S(F#! (/'

I"#$%6& SHOSH+,-.'$/,&*0'12$%', 340&5$%$*4%8&'%2'$6%+1'$,&$781'$2,-41$42%91.$40:
I"HBY6B&" (YoHY0) +$,#-($(*./$%$01+2$%".3,$"1$, - +45%

14 BY0& ($Y0) +, H.+)+* $Yo, HIJH I"HSI&! )5+, *-&* +"[+0"1+2(3*%* 1+
County Metropoli!"#$%&"#' () &!"1*)#$+,!-)&*1.$/0%+12$3)'$+#4565'2$
"#$5%&' (STHS%RHS" 1!

Finding: "WMATA currently uses a multiple (I"#!"#$"%&'(")#*+"+),-"."+/0™,1"/+1"
"#$%H#E&Y' ()& *+,*!1-.*/0')$1"&-21)$'3*"'&)4,,*115'67,8'#'1"#$%#&%'9-//'$)"'-%*$"-(0O'
"#$%!&'(1"#$%&' () *%+)&,!-.)$%/)0!")11.1/2%&!3()*&42,)&,!-.)$.) .1 +%!"#$% &' () *%+5)6*,)
HSUE!) () I (H#(+"!, (*-1(F0%(/-(H#1L! 2 I"#$%&'()($(*$(+%,**$,)'-"#./'01" |

"#$%&' () #+&, (-#.(#* % (/&(0*#".&,&. (" +#"10-#%) 2()*#+3(4"")-,)25("6 (- (17 &.(,*$%&(
"#S%E& T #1"$%&! "#$%E&' (N)!*+")-)./'],)-) &) B(#&! &-#,1+0! 35 "#$%&'()*$+, (-&(
considered excessively long.!!

[

"#$%%"&'()*$&+,-.&,#$&/01)()*$&,2*)3,)3","*/(4*1*)5,#$%%0&*)56,789:9,/3%01 ",
"#$%&' () (*%$%H#+)%,5)$,-#&-(&)."(),(-*),%0")"#)1',("21I'$$3)45") (*YoBEN 0 # & %'
"#S%&' (#)*&+,-%%"./+&' #$0+'0,*112™*)(%$&*)3',-1*&',-*%4'5"+'10-) &-, & " #$% &'- % 1#'6+'
"B 008 (")) S(HE' ) S-H) ./ OH&*1) H)&)- H)S(H#&!)2'&H) 21" #I#(1,)$3, HH-+#

"#$%&' ()#%)&*+#,%)4.#/0

I"HB%&! ($)+&" &-.-&1/0,+#"/101$" &! "
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||

UL
" BO& ($Yb) +, -H.+)+* S, AN I"HSU6&! )+ * I"HS%&Yo()*+" -.8, %
"#$%&%0' (#)*+,$")+-3)*. (#+,/#0%$#HE%& %', Washington, D.C., "#$%&'#
"#1"#S%&H ! H"H#S
|
PHSHY& (V) - HEISOL/ [ 2 $3)1H" " 1" 1"HSY6&" ()1 + *-."((1/O1-#(&,$1'2!
I"4$968./%6(#) %) +&,%,)-$.-. %608.11%$2) %R, #5)&'3% (58U by Jomger
IHSYo& (HH+,-%.1-0%* 11-061%2) BAS

"#'$%&' ($%0)*+,'-#.+)+*,$%, #N#  "#S%&'()*+,*-&*.+"[+1"#$%&'(")
"#3$%&%0'(#)*)+,"+-.#%/.0" OAMAI"#$% &% "&'$%0!"()*+,"-./ 1T"#$%&'
[
"#$"#%&'()*+',"-."10")123/#43'-567+8'-"9+'3-6#$6 BEHB%&!" () *&!) I"#$"%&E&™ ("
"#3%& " #$'&()*$"&+$' FOFFES%&'(1)*!1+'((1,$- I"##% of trips are to be no more than!
'# "#P%&' ()1 +,1(+"1 & #- (& (N(&0$10,1(12+%311033+4! #1'(1&+!5''62'((#7'38!
long.”!
[
"#$%%"&'()*$&+,-.) 1"#$%"&#' () &** (+,(,#-.$-#-.(#/!- y of Tucson reconsider its
"#HS%&' (&) %X )#*('+,# VHS& '$H()*&'+,)-
[
"#3$%%"&'()*$&+,-.(&, "#$%E&'()*+%,($-.$)/%-(%0/".(+. #** L%#HSH#*12/%* ($3%-".0&%-(%
identify significantly long trips and to assess trends (e.qg., relative to common
"#SHU &' () & H Yo+ HTHRRN & (1)*+,I"+-%&! (1.#)%. &, " 1#)#0#) 1*2] #)%.& 34|56 #&!*/*2+&#&
"#$%8&'()*%$&+' #-".) N+1/+)-"#O'1*"+&$%+& ' Vo) 1'-2(3'4-"#!+'-"+"*#/35-+2'
I"H#P%&H!™ () * 'S+, -I"" [HOI'#1&2!) #$%! " #&+3&1345'&™ (1)) &' &-#6 &) #1&2!) #$%!""
"#3%&'()*&+(,-$(&* " #$% &Y' ()*+&",- *+(*&&P!&"/1(%0/-. 1(2$(3"4$! (&/(3+/-5(&+"5% (*11(
"#3%!1%&'() () *#+,%!,%&H#*&"- #1&(./#],"-0S#1%#/.0(1#")"#2$$(!(") 204 &-)/34

I"H'SY6& ($Y0)*+, ~#.+)+* SV, HJH I"HSV6&'()*+,*-&* +"[+1&01+"/+23)4" (+
I"HSY0&' ()" +&, *%0(-&+&%6&.$/(10,%.$/(1"8R SHIHHS #H"#1)

HA 1% 8N 1"H#$%8& (1)*+),8)-./*&(19%01&(2*34).)*5"0+*678*5"0(1*34)*() 1*5"+*&H$+" ) 1*
4B  &SH (") (Y0&*+,- (%!, (%60, (1&2%("#,3(%0, (4*&%$56-*&($226, (T+2(1"H#$%" &SH#' (") (Y&*4
ISR ($&)F+*&), $Y6#-) (LH(/

I"HS " HY & () H" HSY&" " S("H#)*Yo+(,-"(*.+/"(0%" ($(.,"(*.1%,"()2%"3$*"4.*.(*.'&) ("(*)4&"(0.("
I"H$061"&'I()*+"1* &-./0&')(12*&" (1384 " 5&6+&*$13& 7 (1("1()*%'& 1% 7*&*"7 (1(""48&()98.96"*&
I"HSHYOE ($H)*+$,-+H$.&)H) /S0 % $H#Y&!, 0+%6$1+2)' 3+,4$5" +67+1#389%::<=$2&,$!"$
means of identify!"#$%&!"($)1%6*$%8&+"(,-&($%*+%$+&-$./"#-&$%o*+"$%&+0-.$/"$12-3$&
"#$%&' ()&*+$,+%)-"+$(.+5)#) (#) &'%($-'+'$)0+"$1%#+* ($#"-(+3(.) &P(+$23+1$#"-(+3$"#$
"HS%&™ () + $&- [ BH#.%-"0'1.2'3%4 I"HS%&"1"(%6"1) *&+%6)" -#11./

|
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ON"I"#$%&S$' () #*+,$ ! TOPIC | I

"#$%$H#&S'S(S)I( ! 1"#$% !

ni
"#$%%"&'()*$&+,-./10,12$34")5 1"#$%E&'$%(%!)$%*!1+")$%,-'$. (*$/1*1%*101,%$%*,/1$%&
"#3$%&"()*$)+%,(-./0,(1%&!$%E&,2$%'$3/,'$0%*4'% & #3$.,(1%4(%"..%.$1) %4*% & ! $%&'
I"#BI%&HS' (#)1$*1$1+%) #+3(-%0)!".$/"%'$!-1*0$ ! +*1#0$1%0&#$"-203$4#$5-& (*+#3$!-$!"#$
travel time on a comparable fixed!"#$%&!%" (1) &%*&&+!1%,&!-$.%#/&"0.1#"1'+12+3!
"#$%&'$%(&)*

"#'$%&' ($%0)*+,'-#.+)+*,$%,#N# "#$%&'()*+,*-&*.+"/+0*%".'1*+21'(3&4+
Corporation, Dover, Delaware, !"#$%&#4# 3" #$%0&# 1!

I"HS HY& )+, $-./#-0'122.13'0-'3.96451356'03178'-3'9-#"0-3#ard travel times
I"HSYO8HE HE()* S HI%)+,

!

1"4#$969%" &' ()*$&+,-./01,23$45',6"745(658,)6(#9, (&', %$&*)$6 SHSY& SH()*&'+,)-&
I"HSYORHE HE()* S HI%)+,

"#'$%&' ($%0)*+,"-#.+)+*,$%, ¥ "#E%&'()*+,*-&*.+"/+!*(01'%+23&"+
Transit Authority (COTA), Columbus, Ohio, "#$%&#4%7 and 78!

I"#$"#%&'()*+,'$-./'#-0'123.'2'4-5"67'$.8#"0"-#'-9'%-25":-9'09"4'5.#%01;$<920"-#"2#$'
"#$%&"%("&)""*%'"*)+%!,*-")"&%o+#*."*(-&/#01

!

"#$%%"&'()*$&+,-./01,23%$45',"2)(65*23,(,7$5*#8,"9&*)*$&,$:,;$(5,<$:,):*7,
length/duration of STAR trips and periodically monitor trip duration performance.”!

Federal Transit Administration ADA I"#$%&'()*+,*-&*.+"/+!'$&0'%+1&203&)0+
H#S%&™ (#()'$*+,(-") (/*+01#$./*234*5"6/* "#SY&HHB " #$Y0&H# 1

"#$"H#%&'()*+,-.'%/01™. 2N #$%&'S™ 1"#3"%&' (J#$%&! $#() VoF#$%&'()$*&'+,$&
"#P%H&Y!' () *+(%,!"#P-+( #E&H/+"+&I(01+8&2#.(.0"+$" #223(-#4!,$5(-0$64!,0$'(789)(
"#$%E& "% () *#%)%'+)*#,%'- #%/",-01%2"+%)0'3),%/#+2"+.) &0#%"2%'+-/$%) &! %! "#$% &
"#P%&" ("&)*&I#+,"-#$".' % (*+'//0'1&2('1&#3"4'12!"$56!

[

"#$% "#$%&' (#)*+,-./*01(23$*!"%024"*&4%5"3*&'"*6"4 7 (41%#8"*%#$*4"5"'9*&4'60*
I"#$%&™ (") *+(#,-%,.('%//10%#1+23,%#"43&%!$3(%*.45+136%#.%) 736%1.8#3%#1"5&%
"#$%&'()%*+""*&P'(1&(*!,%-+$%"."/0!(1%!+12/3%4$%)$'51 #$3%&1 %3 &S #(. $%0&+$%*
I"H#S%E&H I HHFS%!I&™ ()" #*"$) | (#S+,"()"$%-.1%0! (#"/19%01)$". " O#S*("#*" . %S (#!"
significantly long trips.”!

I"H'SY6& ($Y0)*+, ~#.+)+* $%, HMDAI"HSY6& )+, +-+ 1#/10+.11#231"'45]
I"HS%&! ()*+,)-."1() "HSYo RS HSH " HS

I"HB%&! ($)+&" &-.-&1/0,+#"/101$" &! " |



I THSES () H+ S ! "H$%6&

"#$%$H#&S'S(S)I( ! 1"#$% !

L

#E1"#S%&YVIM "#$%E&'(1)*+),&)-./*&(1%01&HS% & "#$' %% (") +",-./0"#$1# " # 1/ &2#"11%/32%&"
M#S%EH () H#(++*, & (- *H&/ () * H&"O* L#-*+(2 1 #&Y0Yo#0(S3#/ " 1 * I LH#A* [*#5/%2, * 1#& Y0 5* & * [# % SH(#
single route.!

IS HOO& ()F+ +-+." IO SHL. 2. [ 2$$,+11+1'2#$' 341 [5+, 16 H25+ 1 [# TS+
I"HBY08" () Y&+ HY-JBHSV& Yo()*(+"&1%&, "&%-"). %6/ 0% &H" 11/ % & (-1$%%'++24#%") %
I"HS06&1%6' ()F+" $9%6", (#1-$.(/10.)1(.&/0*$%6&1%'(2-1(/+"(*$)/-3"1) (/+&/(&!"(.0*4" ($.(
I"H$068 ' V%$()%6*+" & Yo+"Yo-"+..)-Yo+H Y0 1HE& Y%B()%12$)"++'3%4)#&-) $&100%61--")#H#)
I"HS00& (#)*+$,)-%6./)$(+0#) 1() BZMI6&'()"$!I"*("$+ /' "$O"*("1/&L, " 24+ "
I"H$068" (# (O

|

I"H#$9696" & ()*$&+,-.), */,/011"/)™ )2(), 3456, (&',)2",57(&/*),890/ #(77*"7/,":(%*&",
I"HS0681%6' ()*+", $9%6", (15-) (.- (/+0*+(%.-#(11&2"%(103")(*$!(&-,(")103&1"(45",(1.$1"(
IHE0& () %6+, "1 01" FHS Y& (") (+(" +&S'-." 101" +&2(0" -3("&+("$4."

I"HBY6&Y' ()*+"* <) *&"[+)*+&I60) (*+1#) 23 &) %A 156*+7"2)*&I52* 1 5+"*24#%(()&*2) 6#)5+2*
I"H$068" () H#+!,&)-)&.1")0,&) 1$-23,#+'1)32, %" ) 4#-3'"H$%& () $) &'3#, &)+3,56'
I"#$%68"1()

|

I"HS0696" & ()*$&+,-./", ¥ 0L I"HSY6& (#"$H'1)+0bI#,' -%6.*/"* %'0)"., )/ H%'$/) &#$12!
IS8 (H)*H%6H)$(,- )S/&H)(0",(.1)21"3) 1" or I"# "H$%&'()*+!&,-(1&./0'1!

I"HB008 (&) M8+, (- $&I*&' &I #" ' (&IOSL&(*21$&I (", 3& % %" 4)#$) &5 &IG* W& (", Y& !+
I"#$968%' () &) *+&,$&-1(). +$%H+/0

I HSYOR HB() +&, " (*) HHS+HH B 1"HBI6&! )+ *-&* +"[+08&%%. 12+
I"HB06&' () *$+,%'-8&+%6./'011(-23'1,45*#6..3'7,+8"$+ $B"H#" $#%6& () I*!
I"HBY8HE ()*+,-)*) () J(,0&*LI2&,NS)2/(+,I". (V' (. ""HSY&H()&"*H"H!
HHSIREHSY& () +, " &) "I &Y0RI ISV YHSSYHE () HRESHIO &H & ("H)"
IIH$9%6" &S (V5+,) .. (1$0*%&%*+ ) - 1.,(/$012344"/$8-

"H#S " HU&'()*"%oH " +,-#.'#/0123'45'678'3"$2*'-992-3"'.4":-;2'2<, 2**", 2=>"=4#%'3"$2'

"#P%&' (") "I"HPYHE& H()$*+P) 2B HB%! & () (F*F ) (+&*1+,-8) +. -, /#(1) O#!*-(1+2-!
I"#$%&'(&&!&!1%)*&%+",+-+%)."/&0%),+&%$)"1!".1$%$&)%2#%345678%91%"/&.": &; %)
"#3$%&!"()")%*' &% +,-++)+) % TWH#S% &' () 1 *+$,!-#.'(/-'1+0&'$! &1"-'(%2&!+0!
"#$%&'()*+,--+./)0+1/1!$ ngers on trips rather than in"!"#$%&" (#)*+",!-'.%/")0'
"H#R0I"#5%!&' () *!+,-.($+/10+'+11"#$% & '$V6$%0 ! &#' (15#) (*1$5%+S! (,-(('('$%0(!

H#P%&" (1)*+$, +-+*." ) *#'+1*"#$/)$.)*$) 01#!)*%2*3456789 !

[

"#$"#%&'()*+',-./0+1".2'3.."14#5',466+#%+-6'.#'3-",6'406."'6'-+ 7! $%&'%# (1%
H#P%E&'(")*"+*,'&-1.%,'((%)!-*."*")  "I"HEWNE&' () +,&-"P&. M "HSY!&' ()" +, (+-+./1&0+!

!
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ON"I"#$%&S$' () #*+,$ ! TOPIC | I

"#$%$H#&S'S(S)I( ! 1"#$% !

L]
I"HBIOGHE (BH)*& (+*] JH& & IH&*$(OHR BB | () Vo™ + Yol U HEV&, () H-+*& H-BiH
I"H$6&1()$+,-* S H1$%*+$'. ") S/ "%* -/$O1T

|

I"H$Y6%"& () *$&+,-./0 I"HSYO& (JH*+ -+ #+[-$0-124#2%&'3H* L$HAL)HS3(-0H0Yo+H#* L$#-54
I"H#$6&"'$(%6) $%0*+,HY6&+%. $%$/0S(("1$23

"#'$%& ($%0)*+,'-#.+)+*,$%, #VH "#S%&'()*+,*-&*.+"/+0&1#&(23'#+
Jefferson County Transit Authority (BJCTA), Birmingham, Alabama, !"#$%&"#
"#1"#$%E&H#!!

IS HO& )+, - ¥, 1T IHSI& )M+, SIS, I'H#-&, . /O(*1 1 (%081 ($2(34&,1&04&1&0,!
I"HSSY6&" () * %o+, %o$+&-%6. */01%6+(1)*1) 296*)'S.%6, *+"Yo#11/-&")&. Yo+ Yo. ++%%" #&I%0H!) &-)
I"HS00&1'E ()& 1) 4,

|

I"H#$969%6" & ()*$&+,-./0,%(1,2(&),)$ #$&3*"4, % $&*)$4*&5, (33*58%6" &), BEY6&! &

I"HSO0& (#1)*+'$,%0'&-, Vo (H#.)*+/1"-%6&&'$"01") ('08&)+*)*+'$"" 20*3'$1)/&'S " 0% 114’
I"HYOHE () *+5,-(H&Y6. *&Y6* ("% #+& /- #&"%,01

14 BY0& ($Y0) +, H.+)+* $Yo,WIVH I"HSI&! )5+, *-&* +"[+0%'H*1" "I"H$%&
I"HSY0& (Vo) S&AHB(*, $&-.1 &' (Vo) S/ &) HGIBRIBQ "™ (+1," (-".%/ (01" #&Y61(
I"#$96"&$'()*+,-./012034.'502"6 TYISHBI BUHS HS VY &H N
!
# L1 HS008™ ()" &+ SH(, &+ HSHHL T Y& S()*+,-./'V60("%o-(1'&2"$*+%0(3.%-"4, %" /&
!
#(I Several FTA ADA I"#$%&(1)*+),8)-./*&(1%01&(2*34).)*34+))/*5"0(1*34'3t8t agencies
I"H#$96" & Yo ()*#'+%, - &*/*)&+96)0%1/"&,"0,%62)0%3*1 1-,%6/0*(1+%" &, %60/ 451 +%6H" &&)I%/0"#$%)(
I"#$04

"#3"#%&'()*+,'$-./'#-0'123.'2'4-5"67'-8'$.9#"0"-#":-8';<"//.$'08"4=x47?

!

"#$%%"&'()*$&+,-./01,23%45',"6"5$7,(, 7$5*#8,9%:,,%*22",) *72<tHP% & () $
should include a definition of a missed trip, a standard for the allowable percent of
"H#HSWE (" H* &+, %0&-.+'&+/"0#H&' +'&1234&+,%&' . $&/0,'(+/'0(&#.056%& '+ 7$&", &
"#P%&H" (%) &*&+* *+-).' [*H##"+'(1*$) &+'(%'S) ("1 &#' %0 *##"+' (1*B#12

1468 (SYHSYO& (HIH'S)*SHHIMD 1"HSI6& () +,*-&* +"[+1"((*)0&) 10+
I"H$6& " (&)*+), %B(-H#*V&B&.*(/0%"$&" %) 1$%&+%62), %$(-.&)!.-&%.3&4) 1 $%&+*
I"HHSY08 Vo (&YH" SHYOE () 11+ ($,-#$#%68./0'1.1.&/.%"2& 3/ 425#'+., 52&0'

I"HB0& (HIEBSV6& #()& < V)t 2812001, Final Rel"#$%& ' $(&%)(*(+,(#V4S$

I"HB%&! ($)+&" &-.-&1/0,+#"/101$" &! 59!



I THSES () H+ S ! !"#$%g| I

"#$%$H#&S'S(S)I( ! 1"#$% !

"#$%. 37!"#SH%E&H &("H#)"
www.fta.dot.qov/civilrights/ada/civil_rights 3899.html!!

Finding: "MTA does not have a stated policy goal and objective, or standa!"#$%!#
"#HP%&' (" H* & +,-&%.$#&/.'&012$&34$1 (5&3./#"#'$/'&) (.3$%6 ($H&T .(&%$8/"/9&1/%&
categorizing missed trips.”!

I

"#$%%"&'()*$&+,-./0,12$34",('$5),(,5$4*#67,8$(4,(&',$9:"#)*;"7,$<,1)(&'(<'7,=9%<,
M"H#HP%& ("B &+ E&,- #'H'S. ' &Y0P/.""- . &-0&"H#H SN &' ("HEHALLBRE (#)(*+'(#
performance. A missed trip is commonly defined as a trip in which the vehicle fails

to arrive within the pickup window and the trip is not completed. MTA and its
"#3$%&!$"%'(")"*+,(%-!"%, (&#,(%-."%$(&++(/0"-,($200.'12

"#'$%&' ($%0)*+, " $%&'%" "W Compliance Review of Maryland Transit
"#3%$&' () $*%+,-.1/0+1)2'$#*(30+-) (42) %TO#" $#H%&' () 1*!'

"#S%EHE' ()*+,-)*)(*)"./(,0&*1/2& 1)) 2/(+,!".(*)/'(. , conducted June !"#
H"HP"NWHSUE () *+,-".&-)." &N SV & HP(()$*"'$+,-$* 4P #I1$H%&!'&
"4#$%"&'$"(V*+,),-..(/$0*%&%*+,) ,-1.,(/$012344"/$8-

I"HS"HO6& () +,-" /1., 0+-'1.2%#-'/-3"45'6-,' 7"00*$'+,"/089 |

!

I"H$%6%" &' ()*$&+,-.")/$,01$23",('$4),(,4"/5$/%(&H", "HSYHEYo' ()& *+!1, %" &+HL/

!

I"H#$%%" &' ()*$&+,-.")/$,01$23', %$&*)$/,%*00"™ )/*40,(&',)(5", (#)*$&,(0,&"#"00(/6,

I"H#$Y&I6$%0" (H) (& $+(,#"-#$%.. (14!, %0 4 X 1)#) 21 (, (H2, (H&"1H2# *+.1281%23#
I"#SY6& () H*++%, -&* . +/D'

!

I"H#$%6%" &' () *$&+,-.")/$,01$23',%$*45,*)0, 61" #$V%&H () & (*H#&) 1 &+,-"#(

I"HBYO&" 1" () (*)+,-00. ")+ " (+] H(EF)H )"HS%&" ™" ()*0) 1 +$$") (&+1$23 !

USO8 ($Yb) +, H.+)+* $Y0,HIJH I"HEI& )+, *-&* +"[+0*12"3+415+6"7&83+
I"HHSY& SV RIS H SV &AM

9 1H$%E& ()* ADA I"H#S%68& (1) +),&)-./*&(1%0 1 &A2HS%61& ()I$*(""$+(*1%6$, $+-."101(2%!&3!
I"HHSY6& ("

"H#S"#%&' ()¥'+,,-+./*0+*'+'[" Y #" 1 2+#*'#345-.'67'.-83-/*-$'*.",['4+9'#6*'5-'/-..-$'
"#S%EH () * &)+, #-%o*+#./0*/1#*+#+2334) $&O#!"#143%# 4/+25&)#' 455&/$+#(/0#
"#$%&'()!1%&*+,-.$#/)0,#'1)"*%.)('2-'3) "#$%&H'(')*'+*&#,'$-#$.)/0#11$#/&.".2& #
by the Palm Trans carriers could range from I"#$"%1#$!%& ()| &*+,*)%*-/

I"HB%&! ($)+&" &-.-&1/0,+#"/101$" &! " |



ON"TIME PERFORMANCE! 1"#$%E& l I
||

"#$%$H#&S'S(S)I( ! 1"#$% !

|

"#$%%"&'()*$&+,-1"#3$%& " (%) *+,#-%.()/./,/0%"%1'+20-,'0%/+%"22+,(/%3+'%"##%
"#$"%&™ (&) *%(+,&(%"!-"'(./(&0"(12!)"19%3(4256(7!2+(%0,5BS2%64 &' & ()"

"#$%& "% ()#(*%+," % (#time performance for all trips provided by its carriers,
"#$%&!"()*+,-!

"#'$%&' ($%0)*+,'-#.+)+*,$%,#1# Compliance Review of Palm Tran
"#$%&$%'()*+,-"./+0%"12+-"./+3) ' #4+5$6" (72+8. SV H o R B #!!
"#$%&

FNIH'S%E ) 1"I# "#$%E&'(1)*+),&)-.1*&(1%01&(2*34).)*5"0+/*5"0(1*&(!"++)!13*1%"..&6!"'3&" (*"+*
"#S%&™ ()P +#,-$.*1

[
"HS"H#%&' )#*'+ #S-*$ #P *0*#12*"%+1'1-"3'-*45-$/"#'1+*/.637*'8**9'+.$'.'#5"
"#$%E&H' (%0)*)&+,)*-%,"+,%,"(%.)'(.%$+!1%+,%/+ A0 ISH(1)1% trip records
"#I$%E& #(&)%&(&)' (*)!1$+'(%,, M #(-., (&) W H#!"#$%&' (1) *&'+1&,"1$'-.&#) &'/ 0#12%0!
"#S # 1"#$%&' ()" *+,-.*'[+%&$/0')"%' ()" 1+&"1'%$'2$%3"1)4&'4%'$! 2+34(+$%'($'
"#3%&'(%$)*%0+*)#,-*.%/0'$)*(%&'L(%S(#2%(*,' (34%H0 M BHREE HEABSD *#(+#
I"HSUHI"HSI& (1) *+, 18IS +&HI& 01 1#23% LI&H" 415" "T#(1/ '/ (+$/)6'|6#3'6#-++0!
MH#1$!"%P& %0 (#!&($)*)$+&!$,#*1$-&($#!D VHHV0& ' ("#%) (%0*&(+",-$+(.&/) 0&(1&2B"#456

I"H'SY6& ($Y0)*+, ~#.+)+* S, HJH I"HSI6&'()*+ *-&* +"[+0&* 1) HS%& () *"
49" (") +,-.$,&'  I"HSU&,

"#$"#%&'()*+,-'-./0"1."[.23/4-""$ #4"5.$'3#67'48/..'9"--.$'4/"2-""#'48.'48].."

months from March through May "'l I"#$%%&™()*"+,)-".*/.0),%$/",1),"+&2$",1),"
"#'$%&'(()*"+$'($,-"shows were actually missed trips. FI"#$%"&&#'()*+&#, (- 1#'#$"

trips were classified as no"I"#$!%&'&()*+)$&#,&!)-)./) 0& 1H#$! % &' (&) *+,! %+ " 1HI$ Yo

I" 9% of these trip requests, or I"#$"%#$"%&&™ ()*"(+,-+."./"0+(+"1)..+2"()*.84

[
"#$%%"&'()*$&+,-./0,12$34",('$5),(,5$4*#67,8%(4,(&',$9:"#) 1" #$%&P' () *+) & +#$,%0&$
"H#HS%E (B &+&,- H ' H'D. &%/ - &-0&! " #HIU&' (") #E&H#1-23%E&APE2#IY& - &!-."- (&
performance. A missed trip is commonly defined as a trip in which the vehicle fails
"#3%%& " (#) & *&+#1* (#,&-./, #)&+0")#S+0#1* (#1%& #&1#+"1#-"2, 3(! (DABSOIHS
"#$%&!1$"%' (") "*+,(%-!"%, (&#,(%-."%$(&++(/0"-,($%60.'12

I"H'SY6& ($Y0)*+, -#.+)+* $%, DA I"HSEV&' ()*+,*-&*.+"/+0'12%'(3+41' (5&6+
I"H#5%$8 ()’ $*V0+,-.1/0+1)2'$H* (30+-)(42) Yol HE Vo RUHS HE Vo &AM

I"HS HYO& ()*+, B~ [H+0,1",2'/3'4*55" "I"#SYeH#& &Sorts for February "#$%6048!
I 1$008, (1'8)H $*&A V&, ESH-*$+& YVH+&'SI"V0& V&I &-IHO*$L1&2*$& HE2*S.! -#&

I"HB%&! ($)+&" &-.-&1/0,+#"/101$" &! " |



SRS () S N !"#$%g| I

"#$%$H#&S'S(S)I( ! 1"#$% !

|
monitoring purposes. Missed trips appear to be grouped with customer no"shows

and late cancellations.” !
I

"#S " HU& ()#*+,-"-".$*0*/.1'023"-* 45+ #$%" & HE&(P) 1#")*$) "+ #1"HPWI&H "HE Yo H# & |
"H#SU%RHASW #"1$%& () &("*$+,-)!./1$,-1(-%0&+-1)*12!$,*$!3-%-!/.$!+.4'5-$-)6!$,-!
"#$%&™ () $!"* (+'+#",$%-.,'(**)"/'01)"+#(2' " minutes after the scheduled

"#S%E&' (' # " #SYoBH "#EYHE&' (I')* | +#S# &, T HI% &' & () F +&,&*-.[* 0" 1&+2!%&*.,,21.%*
time. All of these trips could be missed trips# "#$%&'()*'(*+#*,+(-*+#* """ |

percent) missed trips. Some of these trips could also be late cancellations.”!

"#'$%&' ($%0)*+,'-#.+)+*,$%, #V# "#S%&'()*+,*-&*.+"/+0* 1"#$%&!" %o (#)*+$%
Missouri, "#$% &S #$%&H#!'(

"#S"H#%&'()*+,"+-"./'0*12+3+'$141" *'5+24+6 7T H* 43" %&" () ) V" #$% & #( Vel

"#P%HE&' ()*&++$,)#-&!+.)/0)1"*'-&+"%2)"%(0)34$)#-&!+) 1'#$5"-&6$,) +)*&++$, ) #-&!+) &Y
"#3$%&%$' () *1#$+,)-*.1/0/11$(#2),!34$56#P " %0 &" I"#$%& " $# & (") 1" %o +,-+$#!.!

scheduled trip that was not recorded as having been completed. For I" "#1$%"&'!

lI'

failed to arrive at all.
I

I"HS0& (BY0)*+, -#.+)+* SHUSHDA I"HSI6& () + *-&* +"[+1"#$% &' ()
I"HSY0&Y0' (H)*)+, - HY%/.0"0¥L ) (draft)"#$%"&'$%!"()*+,"- /, T HSUE'

SUN"##"$%& ' % () *+)*,%-.%/&0*%12%34.5%6 7#)*,%6 36%8"49%!"4+"$5%:;7"%& '%<)=)>%1),0#?5
"#3$%&'()*+&$&%0 " #'&,$-(./0/+1/Y8, 2008!"#SNES%&'()&*+,-.[H#PO&LH2#""I# against
"#$5%&'()$*+',(,-+). W'HA"#$%&' (#)*%+,)-'%./-/)-1#0")%0,-1"2,3%4,/))5,%6,)-".'5") [#%

"#1$%&!" ()*+,-*%.,! #/ |

[

SN "HS%&™ ()% &+F' (%&(,$-".$ SHB&"#()$*)+)#$,-$!'+(./,)+)0,($1,'$24#,/3#$40)"$
Disabilities in t\"#$%&" (#)"*""H""#$ 13, 2005, pp. 97 #"" Il

[

SH"H#B%&' ) #&™*'+,%#3$%+-, %#+%, " %./1%0.0%&'1) 23, #-+4%5),%&3," & Y%o#+%6"13, Ve 322'8%
" I"#S%E&H ("B)*+($+%#'& B (%, *#!-("./&, % B&"#' (&#/01&#,($)* (234 (+*,0/% P& #(T"#(6* $&"#(

M IH#S%# &' () (1&! (*+81$%RBS |, another disability rights law. Part!"#!"#$%&$" %™ ()*+,--."
"#3%&N&N"#"$"% &' () Yo ! 5% S " & F'E(!

www.fta.dot.gov/civilrights/ada/civil rights 3907.htmI!"#$UW"# I"#$%&" )*$"(+(%o#'S,
"#$%E&Y0' Yo (#)*Yo+,-./O#!"#$% &Y' Yo# 1 2. 345 6 HS YA )&+ ) +#

[

SHN"#"$%E&' ($%)*+,'-#.+)+*,$%,+/)'012"'/3'4+5+&'6+ R’ Complaint Form!"#$#%&# & ("#)"
"#$%"&'$"()*+,),-..(/$0*%&%*+,) ,-1.,(/$012334"/$8-

[

I"HB%&! ($)+&" &-.-&1/0,+#"/101$" &! " |




SRS () S N !"#$%g| I

"#$%$H#&S'S(S)I( ! 1"#$% !

L

SO 1R SY& (&) $(+&, "$Uo*" (-&#*" &/0/&1"23&1"24"$-8567"&B&): ;:+&<: = #Yo-&>"4"$2+&1$2. %6
I"#$9%$&'()'$*%+,*,-$./)(",01-*.2+,/1%,!..18&,31(4$.1&+,5%.6,781.9'$41,08(1.*(+,:*&,
I"H$%B&' )+ ("HSU HS%" & "Vand May!"#$S!"VoOBUBSY0%$E" (") +,*+-"&$-.& *+-")/0"

"#$%$&'()*%+,-."+*/
!
$&1 National Transit Institute, I"#"$#"%& '$()*+,-./'%0("%-(1'&2"$*+'%0(3.%-"4,%3H"/&
!
S 1IHS%& (W 1"HE%& (1) +),&)-/*&(1%018(2*34).)¥3-"[*4' J¥)5$+)..) 1*1"(1)+(*34'3*
I"HS&IH()$*&) Yo+, Yo *&)BIHHH*&I01 1'06)"2) H++1" 8% 1$'1&:3)4
[

"H#S " HUE& )+, - #/*.."0.1'$2'#23*440*.'32'5*60'178/"0#3'/*4*/"39'32'10.60"*++'2:'
"#P%&"#' ()#'$IF HPYEHPYE&' ($) " *)+,,-.&/1&01$2&311&+(($+4&!1&5+6$&+&278)"$3!&
number of trained operators to cover its schedule and accommodate normal
I"H#P%&SSH()*+,-*1.. BUH*&O*"$*1##' 1%$2* (1%3*(0/$*2!'43* &/ #*&5!1%*/$6$ 7 &$2* Yo' &#*
"#P%&!P'&H () "% ' $%+,-'$. &HFHH &' (&!)S!*+,&-1.#/ | 0'HPI+$ 1 +"#*& L *2#*1*2& 3!
"#$%&™"()%*+%",,%"%-"../$.0%/(%", ,/*/+(%*+%.$+.1"(/2/(1%3&$-4."(%)$.#/-$)56

[

"#$"#%&'()*+'#,-.+/'01'2/"3'/+4,+525'6 77+32+$'6#$'57*+$,8+$'.9'/+5+/:62"0#"525'
"#IS%&' (&#) HH+&' HE&X"*-' &(I1& H#E&*1$S-HBHERO&S" (1#S™ ($%)*#"'+)' (" "#$%
"#$%&!"()

SO0 (SYo) -+, H.+)+*, S0, MK I"HEYO& () +,*-&F.+"[+0'Yott+12'(+
I"H$6&$Y () +,-'.[+0%6™" 1 2+-" [+3) #4+5$56"(72+8. SIBHH Do &H" !

"#$"#%&'()*+,-.%,'+,/'0/+1-)22/33'4152+"2/'-6'522/4+"#%'5**'+ 1 1AHHF% &' () *#%
service denials, it appears to contribute to some trips being served significantly late
or being missed by the service provider.”!

"#'$%&' ($%0)*+,'-#.+)+*,$%, DA "#$%&'()*+,*-&*.+"/+0'12& (34" (+
Metropolitan Area Transit Authority (WMATA), "#$%&'()&*+,-.-* #"#$% &I #
I"A"#]
+
S(MI"HPYIHE () +", (+-"#+"#(+HADA "#$%&' (1) *+),&)-*+)&(."+1)/*01)*&#$"+0' (1)*".*
"#B%&' () * SH#&H+(SH!(,-1+./&H#+0

"#$"#%&'()*+',-.)/'01$%+2'345'/6/'.4789+7+#2:5;'<:5:25:#="2'=+5>"?+'$4+="#42'
reflect a steady increase!"#!$%&%#'1(%0)$*1#%%+%+!"1)&&,--,+)'%!%./%& Yo +!
"#3$%&'%"(1"()%*&")+(,-%(./)0%1(&")(#2$$%'32")!"0(%43% "' %' (5%$%(-%6) (#2"1&"1(
"#3%& ' &#H()$* &(H#%0+S,-&P.-/#&(%0&S.-SOAHANEBIB%%&' ()*+!,&-'&!.' /% L0 1!

[

I"HB%&! ($)+&" &-.-&1/0,+#"/101$" &! " |



ON"I"#$%&$'()'#*+,$ . 1"#$%&

"#$%$H#&S'S(S)I( ! 1"#$% !

LERARARY

"5 Y68 96' ()1 +,1"-06" 06"+ ($+.*+/'()'010'2) 34" #"$%6&. () *&' &%6'&$+,%6)+""-,.")/0)$0%)
1" HISY6& Vo (1) HYe HH+ V0" S H, Vo-'$% H)HS Yo 0HS. 12

|

I"H#$9%6%" &' ()*$&+,-./012,34$56',('$7),(,85'0")*&9, (&', 3" *#" "<7 (&3*$&, T$6*H=,
I"HISHY068. ($) & SHE+&1"$&)SH, 1" &*- JOSTIENAE 1S #(I"H# &) &) +$, &-. &I,
growth in I"#$%!&'(&$%) " +$)"1&,-&)."&"%!&/0&)."8&%"1)&-"$23&("24'"*"&./52(3&$(&
I"H#BY6&" ()*+(%6'1%*,1-(1+/1&/*, %0 (% 1*$-"(2'(/,3+'1%™ (&1 +*$41*$&(&1'(5'1+(&*(

I HESHIHI &' () * (&t - (H(&N& (1% OLI& (HL+.(&H($"&(I( 1 "H#F%& ()" (& HS"*+(%"
I"HSYRHE (H) HSYRHI &+ -.

g 1"#$%!"&' () $*+,(&()")(-&$'# Compliance Review of Birmingham
"#'$%&' () &*'+,(-$.'%/+(0*+1&$/+,(23!)-045(3/$6/'71.65(08.9.6.5('#$% & '#
"#1"#$%E&H#!!

$) 11"#S%&' (YADA "#3%&' (1) *+),&)-*#')*&#$"+0'(0*$"&(0.*' 1"20*#"(&0"+&(3*" ( "I"#$%
MHSUHE ()" +(*,-, %1 1"I#"1$%EH (&$)*+,&S-(#./(#0/*1/(*&Yo#,(2/*304(5./(&P&H&!*(#03(
"#$%&!"()*+,#-+(./0(" #,1$!+," (#1*2,(,3!(4!&#,-*+'3-% (*5($*+-,*4-+6(,*(070(
"#$%&'()*+,-)+.-&/0+'00/)11) 1+#"(&."/1&(2+"3+14$$%)#)(.'%+.'58+1)/6 & HITHH TS
"#P%&H &() " *PYoHD ") HHPY&' ()% !"*+"$,#)-%!"#$'%S.'(+) ,#)-%$*+'-+%/0) +/'11%!"
"#I$%E& () +'(*,(&-'(*.+) (*,(+*"1&*.1"/(&-% &(%. (! +0*.&%"&(&*(1234(3,& . (&#SYHS!
I"#$"%&six additional I"I# compliance reviews are listed that "#$%&'()*1$+#3$1%&'(&)*!
"#$%"&'W(""#S$ "# % &S () *H#!1"H#$%"&SH'(

Finding: "Wichita Transit has contracts with six private social service agenciesina
"#3%&#(")%o*+,-.#('/%0,#$(12,3#342$5%1,26,#78%0.'%#6'$-4'(%/2%$23%1,294/'%:0%
"#$%" &' ()*+#" (&% (&%0#)",%-.&/#$01%, " 234, YA HEBPSD ([ #! *#!H"#$%
"H#PYHE' ()" +,-+.%"/+(%0+&%0(10%#+!'/[" (2"#+0#11+3" (2041 HUBHED' () ' #*+,$%
"#S%&H"# ) #*1% (+$*(1+), #-)#SH+.)/0(LH(2.+.#)#%#+.3/0$+#4.$%)#!"#41%' (1+'%3#! %
time performance and trip duration for contract carriers. This lack of monitoring
appear!"#$"%&" ) B(I'#&(# F #¥HS%EH ()*'+,1"#$% &S ()*%'(+","-*./%&"(01%12"*+%03"
"#P%& 1#&PD &S ('$)*+,"+,-1%+",.($%.%),".,")*#,"&$"/,%.0","&11&"&1,"(*)!&,", % &*&2"
"H#SYHE %" ()" +#$%, - Yo#&*$%. [ HYo# &I#%0,)12%/ .. 13%#,%0# & " %.)41*5%" " +#*#3%*-
public ent!"#$!"%&'($)*+,!-&-FHI$%&'I )™
I"#$"H#%&'()"*+",-'.[-#0",10*2#,/-*,2/0'$2'#2,*2334*'2['/452],""#62/7-,"2#'|43-,"#%'
P#"$ 1" H#P%&S' () #*+,$-%.",/"1*%0*+1"1%2)$1%+) 1 %#)+"1)' % [$%FY0
"H#PYHE' ()" %P +,-*)%(,"), YoH#- . */*01+-*2") 3*%$*&%0(+, %o+ (A HIBRO! &' (#) &) "%
I"#$9%0 CFR 37.23(a).I"™!
[
Finding: "Wichita Transit's contractors did not have data available to evaluate their
"H#PYHE&' ()" *$YoH*+"(,-./*-#0112*30).0-"*4#'(10-*5%"1*(%-*&%(0-%o#*-."*-#0!*+" (,-. 1*%$*

[

I"HB%&! ($)+&" &-.-&1/0,+#"/101$" &! " |
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"#$%$H#&S'S(S)I( ! 1"#$% !

I
"#3%&" (%" &)H*$+9$,-1#$.(%/$&0S L& HBIIoHE () "*%0"+,-),"+'(%, (".+(A9 CFR!
"H#P%&IHS! % & W

[

"#3$%%"&'()*$&+,-.*#/*)(,01(&2*),2/$34',%$&*)$1,)/", 2" 15*#" ,$6,*) 2, #$&) 1 (#)$12,)$,
"#$%!&'()' &' (1&#1%*+,1&'(1-&) %! &.%/*+0+"1&'/&' (1 +%&%+01%# &+#&21'+"1&' (1 &#1%*+,1&
"H#S%HE&Y!™ (# )X +,,"-.&"(,  1"#$%"&!()'#'1&%" % &!I$H# Yo+ ,-.1/0N)++012 #&(!' (#&3!
"H#S%&' ()#*+, - *+#- . $H#/&0.* 1/ . &*S$#.&#2*&3-)+#1((#-04&*51.-&0#.% 1 #6-((#1((&6#-.#.&#
"#$%0"&' (") *$+#(,'-$%.'/012'2,&3$(,") "*$($,24'$#(*56$#7'2(.,65*,6'+#6'+(%5+*

"#3%!&' () &)*+!"1"#E% &' (#) *#+,+#-1&./'&'  ntary service passenger trips, and

"#P1%&' (S H+"%",-.(*/&&" 'Y HE& .('B( ""#P%ES'()'#*+,$-. !

[

"#$%%"&'()*$&+,-.*#/*)(,01(&2*),2/$34",/(5",*) 2 #$&)1(#)$12,1"#$1',(&',1"6$1),

"#$%!1&™ ()*&+,-&-./! ""HI%&' (#) 1+, #-.-#1&0,' &' 1$+*2#3+*+$*+ 1 (Y% $# ("84 %5
"#$%&'()'%*+,-.'[+0#1+"1*1'$1"2+"/304 1'+2'#1%'4+0!"34!+"%'30.'5+"6'541*'1*1 /"1 +'
"#'$%&' (%&)*+,"#-&./01&*("#$%&S' () #*+,$-. |

[

"#$%%"&'()*$&+,- #*)(, 1"#$%E&'(%)*+,-(#./(#,,(-"&./"$HEI%! &S 1#()!1*)+1$%,!
"#3%&!$"%' (%) *$VES%"&!'($)*'1+,&!&" 96T #P% &' (#) *#+, #-+(('./*#$*%-(01

[

"#3$%%"&' () *$&+,- I"#$%&' (%) *+,-(*$-+.' (/0" &*-&. (#$#,1%&% (*2(,*$3("' &/ %4 (&S. , +-&$3(
those served by contract carriers, to identify significantly long trips, if any, and

"H#" %I &&H (M) SH+*)$H, | &- #S&/ISY!'&-0 LIMAPYVOE (1#%)*%0+,-$%0&-. 1#%)* %" +!"#$%) "%
"HISIH%&' () 1#*)H, -

145998 ()*$&+,-/,0())"1&2,$/,3$&4,)1*02,(1",/$5&'6, 7*#8*)(,91(&2*),28$53",1":*";,
I"HSHOLE! (JFHS+, ($+-'$%. /1% 0'S+06" L $+#S,"(($".$H1! +"$ &' $2+""/, $+,($
I"#$%6" 8 ("&)$*+"1&,-&..,)/&'10128

I S0& (BY0) -+, -H.4)+* $%0, 4% I"HS06& () *+ *-&* +"[+0&)1&2'+34'(5&26+
I"H#$ 068 () &*+&A"GSVo RIS HSIVoHSI &HS (HS) *+B' -

Finding: "AMA does not have a performance standard for on"!"#$%&"'()&*%+,-%-.$*%
"H#SHWE (" #5% &S () #*+,5%()'%&", - &/OGHBY&™ (YN #""$H% &' () *($+,-1%0*#'
"#$%#5&%'()%* *%+&,-"+&. &/HY#0%120"3%-/#".&45%6"78-69%+&,-"+&9%9-7$%

1" S0& (BY0) -+, -#.4)+* $%, 4% I"HS06&'()*+ *-&*.+"/+ Autoridad
I"HSY0&Y0' (H)*)+, - #Y%6/.0"0¥L | (draft)!"#$%"&'$%!"()*+,"- ./, 1T 'HS L&,

I"HB%&! ($)+&" &-.-&1/0,+#"/101$" &! " |



SRS () S N !"#$%g| I

"#$%$H#&S'S(S)I( ! 1"#$% !

|
"#S"#%&'()*+'$,-.'#,/'0,11-0/"#2,345/" #' #'6"0786'5#$'$3,6""#$% &' (#) *#$+'#,%) $#
trips that are provided through the supplemental taxi service.”!

!

Finding: “Tulsa Transit does not measure on"!"#$%&" ()&*%+,-%.//%' #&/$!$0%
passenger trips. Pickup times were not recorded for TAD taxi trips, which comprised
MHS%& )+, 1" "#SUHE ()" *++#& #S!I'S-"+1./$-&, 'O#"#S- (1 1# " #23H#BT#S
"#$%E&" () *# %+, ##" 1"#3"%"&'$()*+",*", $"-.*"/.$$,0)"*."1'"*'&2,-"*3"4())"-(20'&".4"
"#$%&'()*$+,!*-./)!

!

Finding:!"#$%& 1#(")&*+!,-.&!)-+1$&.1'//-*)+0.)+1+*0.&!*)1&12.,$%*)34!5+! - &!)-+!
"#$%&™() "time drop"!"#$%!&$'((1)*+,-*+#./ |

|

"#$%%"&'()*$&+,-./01(,.2(&1*),13%$/0',%(4",1/2",)3(),.56,2"#$2'1, 7*#4/7 (&',

"#S "I"H#B% &' (#)*H %P (# S+, Yot $*Vo- (#+./#*'- *$(# S0V (HEHVRHPEB0*) " (HS, -

!
"#$%%"&'()*$&+,-./01(,.2(&1*),13$/0',%"(1/2",$&""#$%&S' () #*+,$%()'%0*--%!"'&.1%
"#$%&!™ ()*+!1(),!-./(011.(2!'1)(34(&5"4(36(,47%! " () *+!(&,'84,.()5(#52-$4)4(),!-(
"#3$%&'(1$")$")(%!*) (1+,-(.)'.)")%-/01%-&-" () #$%) %0-!1&10%.-&-" (2)3#$F0&" '#$%('!
"#$%&!'$(&)*(&+P&B(1$,$-&" (1. &/01%* &/, * (%" &-*1*+*U%$&* (-&0%$-& "Eih1g2&.
"#P%HE&' ()" *$YoH*'++* #11./0

!

"#$%%"&'()*$&+,-.$/,%(&0,)/*123,24#5,(2,%"*#(6,(11$*&)%"&)23,7$/8,)/*12,%/,
trips to school, arrival time at the destination is more important to the customer
"#$%!"&%'()*+'%! (,&-%.+/0#%. 1#3$0(1%0"2+/3%)2$0(3&1%0)"&3+/($4%0+)"%!1('0%!2%
"'#$%&'(%&)&$'(End measuring I" "#$%&S' () #*+,$%()' %0o- VAP "#$% &' ($)#* 4%, -

"#'$%&' ($%0)*+,'-#.+)+*,$%,#1# Compliance Review of Metrop!"#$%&'
"#P%&! %o ($)*&+"*,-")*./&!"#$Y/ &0 1#%0 ' 2EBICRHH I #1$ " #% & #!()

"#$"#%&'()*+,-../'01+'232'4567.+6+#0-,8'9-,-0,-#:"0":+,*";+'7,5*"$+$'<8'01+'0=5'
"HHSYHE™ (Y0 "#&')*'+,-1)$*-".$)/$-")/% *time pick"up window standards

"#S%E&™ (1)*%o+*,-./0* U"#SHY% &' () *+!,-.'[# 0N)#.)+1)'21%1)%10*()&'3045". 1#*0!)’

"H#B1%&' (%) *&+!,-W#$!1%"&'#()*up times. Instead, Paratransit, Inc. time"!"#$%!&

U 1" HBUWE (H)*(+#,-#. - B/ H+%("*SO/ LH#L*+%, (#P/'H+ LB 2ALHSU& ()" +*(Yo+(

"#S%& " #' ) #'$*+&!"# 3% & #(#) #*H$%&S" ) *+',$+-./$$0()+123'$+4$5!6'7+56!8.9$9+
"#$%&'#(")# *time performance and carrier penalties, does not represent actual
I"#$%'tecorded pick"!"#$%&' ) #*1+3, +-#$,'#./++%'+#01' (H21$#+'$/% 2#0+% 3" +#8&/2%4" ($(
"#$%E&H ()* &#HS!%"&'#()*!"#$%E&H#E&' (M ff times are discarded within a w!!"#$%#

"#$%&™ ("%)*'+#,$%-"L./

I"HB%&! ($)+&" &-.-&1/0,+#"/101$" &! "
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LERARARY

I"H$0696" & ()*$&+,-./" OL(H)*#" $2,*300#/"13,) %" I"#S%& () Yo#!1¥ (*+)%6&, 1" #

I"H#$96& (%$)&*+&(&, ()"*&-.$-/8&0".&),"1$,%&*&%$$& 28! $3&4! " +/5&1SBRI 668 $&*+
I"H$968"()*"+,-)&.,10)+&1" I"H$%&' ()*+%,-.)/,-%60'10%,-2(,0&%3-%4-5-, 10-+%31&+%
IS8 B+, “IHHSI06 " & H() " HY0& - +$, *HS, +-#.9%("+$/ HSVED%& (") $&I*(

I"HSYO&H ($Y&OH*+*,-. (/- *0&LSL(2)H(3H*A&HL()+15($%-$(*,6."SLIEDORIZHQ-H
I"HSORHE (1" HSYOE (H() *+ H-H&I"HSI"HY&' () 1$'+06],$', "' JHS/,'$) 1++)0'1234'

I"HS6&&" () +" ()% (", *"-(.&/(.0/%) ) 1*$(*&2%6#+.) b &(%68&(.&(%6&3%*&3(4.$*$56

"#'$%&'($%)*+,"-#.+)+*,$%, #N#  1"#$%E&'()*+,*-&*.+"[+0&(*%%'1+23() "' 14+
"#3$%&'()*'+,"&'-(./01)12(/&$344#%(5,*$'-2(64," L HEPL&HS" !
[
"#S " HUE& () +,$-#'./,*#*01+"+'-2'+*340,".5"4+'6-#$76.,$*+'4*5."-2"./,'
MH"SHY& (&)H (I HPYE&SP () #*+,$%'$&)'1$-%"+%./012%#) +1345%6$'7",$%'$&)'16%
"#3$%& "% () #(* %" % +#%(,,-*(#.%/,'-(0%*1)%1&2"*3('1"&%!"#$%& " % () #(*% %4 (5#%
I"'#$%"&'()%(&ntered into the StrataGen system. Reported performance was
"HSHY&SH () H+'&, - #,#9).'/,%&$0)1/&,'%$&0*)1'$)"#$'1"),'&,") 213).'$/+#'/0#*45"
[
Finding: "BJCTA does not appear to regularly monitor VIP ride times. A recent
M"#$%&'()*+,-.9%&)."-/0+- 1% ¥ % &S () | $*&!) % &+) ! ($+)#"'$%)*",-$'.%$%/),$+"0&+%$
"#'$%R"H#P%E&E' () +&SH,-*B&,-#.&%($*,&'()*+&," &/ O#B* &P (%0* &, (*+&,"&,-*&'#1('2'&
"#$%&" ()% * ¥+ #",'#,-.1%,/0!
[
"#$%%"&'()*$&+,-.),*/,0"#$%%"&"",)1(),23456,7"8*&,8"&"0()*&8,$&"#$%
"HSUHE' ()" #" 1%#H HSY&! (1) *+#,1*- /1. (0'-1#*.'(1#$!-%)"-&%&!" (1 1#(.0%$*$2!
"#$%E&H" % () *+#()%,-.+,'%. (#/%#012(3,.#20%.2%4)%)0.)()5%#0.2%.")%$6$.)37%8#9) 0!
"#S%E & #&D!" (1) #H* S +$ #P(**-#&EH* . $/0123B& " "+'4*$5+) & Yo #-$#) 1#-%)65(5!"(4$!-% 7 ¢
"#$%&'(1$")#%$&)*+%+)#S%W #8%0" &' (") *%"%+",-.'("'%/01*2"$3"+*"34 1 +4" &+*%05"
"#3%&'()*$+(&,"-&'#,."/&$"('&,) (&,--) ("(-01 !
[
"#$%%"&'()*$&+,-./012,34$56' #4(&7",)4" #588"&),6$&7,8*",9:;#"'<)*$&3=,8"<$8),
to use direct trip miles. BJCTA should generate this report each month to I"##"$%
"#$%"&'&$()' %) * +#(' %" )#*,&) ' %-+%'&$B() %! * ("#"%").[)) (VHP% &' () *+%) (*1%, (*
"#$%#E& %! (
[
"#'$%&'($%)*+,"-#.+)+*,$%, ## "#$%E&'()*+,*-&*.+"[+0&1#&(23'#+
"#'$%&' () &*'+,(-$.'%/+(0*+1&$/+,(23!)-045(3/$6/'71.65(08.9.6.5(‘#$%&'#
"H#I"HSU#S.!

I"HB%&! ($)+&" &-.-&1/0,+#"/101$" &! 1
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"#$%$H#&S'S(S)I( ! 1"#$% !

L
IHE Y& (+, - M IOL 2+ 330% 2 ¥ 2 WA H*AA[5H2" HY'6'2."31","110$'78'

I"HS06&" (#)* S+ $&--(1(.,/$0&12$3'&,$-.#)$, .| S&AAHE'S!.$"&5HS #Y. -} 3'6$%

I"HSUOHE () SYH*+H, " 410t Vo (*Uo$*-#.1 /14960, 1" 1+ 2306 ("*Oo$* -/*) HHt."#I4*5'+&*+6™) 7*
"# I"HSY0& & (&)*"+ BRHBEH"&I-$&. " #] *&$-&(00+)($*, L&2*("+)*&2# " * 3 AMBYR (13&-!
IHEUHE () FSYorH+-H1H" " ["O¥/H111 23

|

1"H$9696" & ()* &+, - I"HSY0&" (%0)*+ #-%.()/./,/0%" % 1'+20-,'0%/+%" 22+ (/%3+ %" H##%
I"H$" 008" (&1)*96(+,&(%"1-"(/(&0"(1211)"1%3(4256 (71 2 +HUBI B &H (%)')*)+#SH#

I"HS008 Vo (*Yo+, "Vo(HHSV&S () HH+,$%()'Vo*--%!" 8. %&) " 0$0%12%"1. %, *""$'.3%
I"HS&I" ()*+,-!

Federal Transit Administration I"l# "#$%&'()*+,*-&*.+"/+0'%#+12'(+
Incorporated (Palm Tran), Palm Beach County, Florida, "#$%&#4#3"#$!"#
I"#!

| I"HSHOSRY HSI& (1) +), &)+ 0. *&(19%/0)*123*4(0&(5.*+)%'6)0*6 " +#" (&6 K &(5
on"I"HS%&S () HH+,$ !

I"HS0& (BY6)*+, -#.4)+* $%6, DA I"HS06& () *+ *-&* +"[+0*9%' ' 1*+21'(384+
I"HE"HOO&" ()*+" H) - U6/ Yot-VHS Yo /iHH. " HSYo &AM

!

IS0 (SVHSYOE (HIH"S)*SHIH" 1"HSV0& ()*+],+-'+.1H/10+12# ""HSY6&" () *+%
I"H$Y6& () HYo+,-(./,$0*1/2, 2+ 1$()#/3+%6#0'(4+ 5+ (6- LT ($H& () 1!
I"HYRHE ()*+,-)*) () /(,08*1/2& N$)2/(+,I".()'(.3,  I"HS%I&'$()*+9%b,+-(1"#!
#15, 20011"#$%& " ()*+,-".&-).")*)0L 1" "HISUVMEHSYEHS &H () HEBHYEH &("H)"
IH$%"&'S" () +.),-. (1$0*%&%*+,),- 1. (/$012344"/$8-

!

I SYO& (SYO)*+, -#.+)+* $%, 4NH  I"HSV6& () + *-&* +"/+I'$&0'%+18&2038)0+
I"HSB HSUBE" () ¥+ HES,-()./%'-(012(3"#A HSYRHHMS and 49!

!

I"HS0& (BY0) -+, -H.+)+* $%6, 4% I"HS06& () *+ *-&* +"[+01'(2$"13'3&" (+4&2318&)3+
I"HHBY006S" & (VK & V0 )t & - 96'01*8%6$, 23" K+, "& 3 A$15$&$*3
I"HSYO& () %+, *-&* +"[+O10+I"HSY*#+(2' A1 H#"$H % & $()*#+', tonducted October I"
HHSYUBBY0&" )+, &-)."I& Y08 ESI V06 &HS (SESHY&H & ("H)"

I1"H$%"&'S" () +.)i-.. (1$0*%&%*+,).-1..(/$012344"/$8-

!

I"H" Y08 (SYVHSU&!' (") *" 1+ HADA I"HSV6& () +,*-&* +"[+0&*1)*+21'(3&45+2") "#'5+
I"H#$9%6& () &+ HSUE'

!

I"HB%&! ($)+&" &-.-&1/0,+#"/101$" &! " |
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LU
"#'$%E&' ($%)*+,'-#.+)+*,$%,4#1# Compliance Review of Sun Metro LIFT, El Paso,
"#$%&p. cit.""#HHS " HIY &AM

NI I"HSHYHI&! (#)"*+,1-./1011"#$#%#12-34!' (5! 6 FH 8! % &' (Y%’
|
%N I"#B%RWMSY&' ()*+3,#-,.),/0#1 21#3%4+5#6 7*6#) 3H*#6-*+8)6#*9, +$.#7*8#+%#5,+)*(8#3%-#
"#"$H#"%&'$(&)#*'+),($-)#) ((&(%.(%0))/($.(0'1'$($-) ("1.2%B(.3(1"#"$#"%&'S(+""+'$4(/)/'+"$)/(
"#$%&$'()*)"+#3$,(-)', . #/01#(,"'22,+3,3#4" *) +5#466#(, 7%, #I%EH" (") &*+1*%, #"-&.*)-I#
"#$%E& Yot (SHY' &) ¥ #(+'#"),-' Yo# S HBHI% &' ()$%*"%$+,)%$-.$"//&.))./$'0$5%*.$&.).&1"%'20)$
"#$%&' (#)*+",$-./&(% %0
I
"#$"#%&'()*+,-.%,'+,/0/'122/10'+-'3/'#-" denials for TARPS service, TARTA's
"#$%&!$'()$*'+&),-&('-).)$/'/01/1A) #S% & " #! (& "P-HF "% &% () *+",-()./"0.1"&#-("#S$"
"#S%HE&' ()HS*+!-
|
"#$%%"&'()*$&+,-./1./,01$23" #$&0*"'4, 1""#$%&'()**)+#,-#.%.)/0+).-1."+&$%&0")
"#$%&#!()*1&+# #1&!)&"- . */-&! (-&0*,1-"&) 2&)B#HF$% &' ) $%0*$+,$"--&,)) ,-$'.$%/,$
"#'1$%& () #*%)+*#,-"+./"V "#B% &' (()!

I"HB6& ()&, $-)./-0%-+$-1) 2% 1% 34)*06("5%4) 6ASHWABH6&'()' 1+
I"HSYEHE ()F+,-)*) () /(,08*1/2& N$)2/(+,I".()'(.  I"HSU&H()&"*+, 1™
H"H$%Y8iNal Rel"#$%08& $(&IBJESUHEI HSY " HS & HHSHYo&H & ("H)"
IIH$%"&'S" () +,),-. (1$0*%&%*+,),-1. (/$012344"/$8-

%N "HS&IHDA "HEI6& (1)*+),&)-* .. +)I[) *01)*()).*2"+*/34/1+ &S0&" (*0+&B*0"*4)* (1'H$% &,
I"HS06&! () H++,$-

"#$"#%&'()*+,-./0'122.1*'3+'.4"03"#'35.'6 7#83"+#"#%'+6'35.'93*131:.#'0;03./<'35.’
"#3%&P' (#$") " #*+$%,$-%'(.$/!-"0,12'1%3%',12"+$4(10($"(%!56$-#$730(%,#6$'%$"2#01
M"#$%&'(()1&*+&,+-) &' +"#.&/#&*0)&$1$*),2&3#) &$ " 4S5/ (*[+HESM"&' & ("

"#3%&$' () (*1&B(+%!*(,(#-.$'/0%'(%/1()!().$(#),1"2(03#)4(5.$#5() 26 $# (1 +(#2#) $*(
problems appear to be contributing to poor on"I"#$%&$'() #*+,$%*+-%#"..$-%!"'&.%
"#3%&'B(%0)*+,-$)*+$.)"%$/"(%($)0'$*1%$21*(%)*%/-$31*'%10'+45$6%3$.) (5. %$2/)0$
"#SHU &' ()* #+3$%, '#%-.#%! (YB/$!1#+%-#$012% ("% 023 ("#3!%.$#%(4%!"#%$/$'#+%)/%$!

"#'$%&' ($%0)*+,'-#.+)+*,$%, DA "#$%&'()*+,*-&*.+"/+0& 1#&(23'#+
Jefferson County Transit Authority (BJCTA), Birmingham, Alabama, !"#$%&"#
g

I"HB%&! ($)+&" &-.-&1/0,+#"/101$" &! 69!
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LU
%M 1"HP%RYE 1"#$%iance review, FTA found that a form of per"!"#$%$&'()*1%#*%+,+%
"#"$#"%&'$()*%$#")$'%+() "% #. G "time performance problems.!

I"HS"HO6& () +,-#.10'$1"2-13'/#+4-1'.1"4'53"3'6/78$'1-378. "#'$1"2-13'41-3371"#%'
I"HHS%&S HO*(+$", $(-$. 4 $()/$(1012(3! (A0HBY6E SIS (%) &S $+" -(./)0$™1($
I"HHSY&S () I (+, *%&("(-. /(#0*1)2(3) (4"5("6#.(+$)$ (+* TS H(1".4('$).") *%6&(-0$%(
I"HBY0& HYb(H")*+Y0,-"H+./H%)*%60'+#'%610%8&10)+96/0,)*2%38&, #+2#%1)3,%!"0.2"%
I"HSSI6& (") +!

I SY0& ($Y6)*+, -#.4)+* $%, DA I"HS06& () *+,*- "HS%E&S" ()9 H#S%
I"HSY0& () +$, -. (JO+, &HL(I"HSY02" # & 25 (/+"3&., +%. (A8H5 8. (B HEPBREH
p. I"#!

%8 I"HSYORME 1"HSY6&(1)*+),8)-. */01*2&(3%)4*"56*$+" 7% )#2*-868*5(218)45%) 1+6+8&$2

Finding: "Scheduler time appears to be diverted away from a thorough review of all

"#3%&H % (1) &*+,#%,-%*.)%/)$*%0,$$+/1)%$(.) " 1)$%/2%*.) Yo (,#$*&H*Yo#)) Y%o*,%.&#' 1)
"#3%&' (") (*+,-.$/*0#(*1%0.0%-+1*("#-0)$2/3

[

avoid having so many ‘unscheduled trips.’ T"#$%&'()$*((&%$#+!,)'(,-#$.&$/&+'#$&0P
reviewing runs on an ongoing basis and creating more workable schedules.”!

I"HSY0& (BY6) -+, -#.+)+* $%, DA I"HS06& () *+,*-&* +"[+0*12"$"%&1'(+
I"H#$96"$&'S()*&+,$%-)"&1."/0,)" 1&23!"+H 451" H#$%"$586 70/EYSER . 45
I"#$%&

+  Similar conclusions were also reached in Multisystems, Inc., ""#$%&'$()*+%,&',(-)")
M"# $H"%& 'S #+ F&#S%&' (") $* % T H$%&' () *+,-&'./01&" 1#$% &SN

!

%NWI"H $%E&' () 1"I# 1"#B%&'(1)*+),&)-./*&(1%01&(2*34).)*5"0+/*4" )*'11+)..) 1*"(I"#$%
"#1"HS%E& ()4 +,($-)./()0") 1&%.(2/%0()#/&) " 3(#%04(b

"#$"#%&'()*+,*'-../-01'23'4/'51"#%'$0-62/$'-#$'/720-'43-0$'$0"8/01'23'938/0'
regular runs created to accommodate trip requests. This causes a shortage of extra
board drivers to cover ca!"l"#$%!&%#' (%) *H#H% &' ($)*

"H#S " H%&'()"*+,-*.$/0-.*/'$1"2/1'3.45 "I"#$%"%&'(")*+#,!-. #%,/#,/01(%, #1."H#P% &S
the day of service and trips are reassigned to covered runs. These add"!"#$!"$%&'$
I"#$%&$'()*+,($"--(")$.%$/(0". +*(1#$"2(,. SY#$%&S' () '#*+,$%*+-%"'- SVl "#HH

[

I"HB%&! ($)+&" &-.-&1/0,+#"/101$" &! 70!
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"#$%$H#&S'S(S)I( ! 1"#$% !

L
"#$"#%&'()"*+,-./01*',++0,1"-2"*+0#3$',"*"%o#"3. #-',425#-'26'-"40'10,**"%#"#%'- 1"+*'
"#B%&' (#)*"*+%"&',-%./0(/%$12%3*%+0,4"1(40'5%4/*$%!"#$%6"#1(40)*72%$1'150'5%
"#$%" &' #*+(,#*,%(-"(.-(/O1RS%E& () Yoit) *"*) (+,-#+./10.-#+ . % &Yo#* &Yo# 1 + %0 2H 2 [#]+. % &+
" 1"#S%&'#(&) (#*+!",-./&0*$1."$28&%*3-&1*/&) (#4.-3%&*$ 18" %% 5-%67

|

"#$%%"&'()*$&+,-./10/,12$34',"'5"4$6,("73()",'8*5"8,(&',1"85*#" #(6(#*)9,)$,
"#SH%&'S("N)* ($+&H,- #$./&*03" 1#%)$2-)%($(%&3"%/$#-$4-3"%$%"0.5)%56$/4,"(.5"($
"#S%&'HE&()*+"(,*&#"-.*1&/0&*1,!(&oard drivers should be available on the day of
"#3%&™()'&)$"#*# %S #'+ 1"-&"'+1"."[['+1'0%110"" (1+(*"$"/)2'(1#)031)0('(1"*+456

I

"#$%&""$() & #&+!(,&-.(*/'0%.10%&23$4*56 & T'S$&BHE ' S() *+#!"+,($-&$.&) 1 ($&/$
"#$"%$&' (N E&*(+&(,&(+&'+$&' (-, *$*(,&.(/'",0$&'(1+!"(%+!2,-3"(*/4".)3"*56

!

"#$%%"&'()*$&+,-.%)/,("*)*$&(0,12&3,*&,)/",343)"%5,67!87,3/$20',)/"&,9%1:,)$,
I"#"1"$%8&%'(%))"*%+,&+-#.&/0/&1-12+%!%#345,&6454354#)"3& 35" D)7 B ER/E!) %o
I"#$%"&'#%!"#%&()*) +ITHEEWE' () &!*+%0,&$-'$&".. %' &$" &/%&%01%,,*2%3)&3" (456

|

"#$%%"&'()*$&+,-.%)/,(&,("01()","2)3(,4$(3'5,*67()#/"36,6/$18',)/"&,4",(48",

to focus on proactively tracking all runs on an ongoing basis. We recommend that

" 1"#$%&'($)&%*'+$*$+,-.*)/0$-1-)23$)0*)$%&45+$0*62$*55%$+',62'-$/*55, 788, 7$*55$. /
M"#$%&'S' ()" "I"HSHI$%E& N ()H#' %+&,-#$'-,$'. -, $1/$%&, $#%'%0#$!/$'11$-02#$'%$'11$%):

"4 SY0& (BYO) -+, -#.+)+* $%0, 4% I"HS06& () *+ *-&* +"[+0*12"$"%& 1 (+
I"H#$06"$&'S()* QHSV6& ()& +196&, -.(/0(12'(&3"#&"2'45+168p!21t., pp. I"#
I"H$%&"

Finding: “There does not appear to be a sufficient number of drivers to cover for
"H#P%&SSH()*+)!,,*((*-1&3).%!%&', /1&$-)#$+0",$)%$$-#1) 2+'0$+)#3*+&!14$#),1%)
"#$%&'()*$&'+&,%& (%" $BISW& ! )#*+#,-.%!/$% #* . &*H&OYo#* ++#*") *"#* % 0% 1 2#
"#P%&' ($&H)*$"*+,$-* #.*/&00-.*$%K1023*

[

"#$%%"&'()*$&+,-../0,(&',102,34$56',7"8*"9,'7*8"7,7":5*7"%"&) 3, (&', *&#7"(3",

I"H#$%&' (#)$*+3,)- #)/$*$0)*.- #$1,#2& 11#$(134&05%*)$)#.*6.#)$,)- . #)/5$1*$3* #)$166$
r"#3$%&&' (%o#)*!1+,%-*"#.,/0%)12."3%*"/%*0%4*0/%#51",67%,0.2/0#%,'0."3%#/02.-/%
"#3%&" & (") *$&#+,+'-(-.,"*1&+**/%01

"#'$%&' ($%)*+,'-#.+)+*,$%, " Compliance Review of Detroit
I"HBI&" (&) *+), Y$(-HY8SE.*(/)!"&Y6*.&/)0.12. BHEPO BB #"#S

Topic Guides on ADA Transportation! ! "1
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M"#$"1"#$%& () *+,-./($!10+.1$+-*+$+-./.$*/.$!10$2*,34)$1/'5./($*5*'6*26.$+0$,05./$
unplanned absences. According to dispatchers, the lack of backup drivers has left
"#$%"#&'()!)*+%,-1./&"0-101%/#%.2)%3"1#/#4%52)#%.2)!)%-1)%"#$&2)*"0)*%016$) # &) $ 7 &

"#'$%&' ($%)* ¥ #$%P&'()'$*%## Compliance Review of "#$%&'(")
"#3%&0'(#)*)+,"+-.#%/.0"0¥1L  I"#S%&'EP%"&'$%0!"()*+,"-./ 1 T"#$YI&'

I"#$"#Y0&' (JH"HEY&S' () H +,$%0* & &S '-901)%.$% " #&*, 1$/%-"0+"1,*+123%.3%!4$%2*,5%)
I"H$%" &' (") +, %" + %" HE. - ([ HS%" &+ (Y HEWE )& (I1+" Yo-#"#&&.H#"0"1&"2!"
I"'H#$%&' ()% *%+,!-$,%,$.,#1(/$0(%10+%,$($0(!'0%10+%"*%.'0(,1.(%.1,,!$,"%/110(1!0!029
I"HISY& (Yo ") *Yo+#,-#%. (HIHSY% &I (" #$%&' (Vo) *+

|

I"#$%%"&'()*$&+,-./012,34$56' #$&3*"7,8(93,)$,"&357",)4(),(&,(":5()",

I"H$%6&'()' "#$%"&' ("% ($(#) (*) %' (+'%(,-', (" H%" +.'/%"0."1'+-%""23& ' (&&#43%!5'60'
I"HHSYH& HW'() "+ %', 1% OB/ Yo#& ™ ["$+"*+%1'23456'&.-(+0'l-) &$0%# 7"8&' ,-'-*,"$)’
I"HSYOHPE' () &SV + H(*, "HYO*(-(*'1./0

"4 S0& (BY0) -+, H.4)+* $%0, 4% I"HS06&'()*+ *-&* +"[+0"123%4 I"H#$%
I"HHSY0& () (*+, (#S-., /(1) H#01/2.,)/%*3451+06 7+12) &(8"&-2) (T*I"HH#$ & (#) (7*
I"HS ORI

L HIS%&I)H($+,") - & %6$,) 8% (1.0 1+$2",3,2.#,4'5+(BU"HS% & S(*+%6,8',(-)")
"B & B() A+, FBISV68! (") $*UTHSE' ()*+,-&  JOLR" I"HG" I
|
%8 I"HSYRYGHBA I"#$%&! (1)*+),&)-./*&(1%01&(2+34).)*3-"E6T*4" ¥'11+)..) 1*&('1)80'3)*+0(*
I"#$%68'S()*S(+" (- */1, $-+(#$0,11$.2
|

#S"H%E& () +',-$' "# " #HP% &SP ()$*+,-$H#(/(#P)B("#S%& (1) *+',--&, " 1%#!.&!
H#P%&!" () (*)+,*-1.)/*,).1#012".)-"31&2'#) 1"#$%!&$'($)*"+,-".+-"/$+*$,*1#$)!10012$
I"HSHY&' ()*FI1$+%, 14+%-1) /1 [0'1+22#0"1$+3245

[

"#$%%"&'()*$&+,-../0,12$34" #$&1*"'5,*&#5"(1*&6,)2",7")5$8*9),:(11"&6"5,;"),
"#$%" &' )#*1#+)* M "H#P%&'#("%")*) Yo+ 1, HP% & #() **+,1-./10.121231&31 (%4#5!
"#$%&!"#$% &' () &*$+",$) &+*1"#$-'&.$-/$-'&$(+00!&01$2'1*$3/4),$&"+5) &$6672$-/$
finance the vehicles with federal assistance and also provide for a stable fleet when
I"#$%&I&'S&S() " +)'S,) -, HIM). I DN )$,0112 |

I"H'SY& ($Y0)*+, -#.4)+* $%, HJH I"HSV&I"HSVHE H(S)*$+#,-)'\$
I"#$Y68." (&)*+), Y%oB(-H#*U&SE&. *(/)!"8&Y%6*.&1)0.12. BHBPORUHI!" #"HS

!
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|

"#S " H%& ()*+,+-,+"#./01"+#2'3+*"14+."-3-"4-54+'67,'$-"48'".+,3"1+'27'173+,'-44'
scheduled runs. On Wednesday, September !"#$"%%&lame y Viaje had two driver!”
"#$%EH' ()$"*+),'-%. 1%#$'#$)'0%.1"12'314'3-#).1%%1".&1,5'6&."12'0%,#'1)) 7438
M#3%S&'()"#(*+,(-,,.("N(,0% 1L #( 1"#$"%&™ ()" #$%&!' () $*&!+$,!-.1/0$1&!
"#3$%&" () $&)*&"+(,%%-./$01(2-(/$'3)2%#".')O/(/.$!".'4(5$//)6(.70'()."(-82"0(
"#$%"1&" ($)*" &+, &H#HPNE' ($)*$&+&, % &-%H#S+H",'%#./0

14 BYO& ($Y0) +, H.+)+* SV, HIVHE "HSI&! )5+, *-&* 4"+ 1"H$%&'()
I"HS06896'(#)*)+, "+ #%/. 0" OAMAN"#SY & GS%" & $6! " ()*+,"- ./ 1T HS VS,

%1 1"HSUBBA I"HSY& (1)*+),&)-.01*2"3(4*56'5+-6)( I"HH"HSY6VoHRISHI & WHSYOE " H(&H()H
14398 ()$* &I V& +HS&, -++!-H).

I"H#$ #0608 (A HI"HISYBR manifests (1" I"HSYHE (1) *SI+#"#,-#$12, 2007,"H#$1%&'($&!

IHS0%" & (BH)* &+#S,-$.)I0#(S1)0$8. 'S 0%+ H&$H#2. 3/% 354+ 25/46$7 ' $%" &' $4+25/4#
I"HSYOI& H($) S+, -#"S("+ #" S/ +0+ 1 28 BWBR ™ (SO H S+ D% & % () *$+,-5(%.--&/"01%
IHGY6&™ () (*)+,-).-1-#)(,) (-0/'1)+-,%)(2)30-03")(,)(2)4-#()5!&6$578 !

I"HS0& (BYO) -+, H.+)+* $%0, 4% I"HSO6&!()*+ *-&* +"+1"#$% &' ()
I"HSY0&Y0' (H)*)+, - #9%/.0"0¥L | (draft)!"#$%"&'$%!"()*+,"- /1T I'HS A&

%(1 I"HS%" 8 1"HSY& (1)*+),8)-./*&(1%01&(2*34).)* &5/*6 78 11+)..) 1*$+"9%)#.*+)%'3) 1+3"*
I"HSY0&& (YO BI"* (¥ +"$&Yp, I'(HE*-$! (., $./-+(0%!.H/1

"#S"#%&' ()*++,*-./0'$1'#1,*+2*30'41#5/6'7"4-87*$$/.00.0'1/'07.4"54'7"4-87"

"#3$%8&" ()*&%+)#,(%"-./[This can result in drivers going to the wrong location, late
"#S%E&&' (#)%o*+,)&-#./(#&,0&'1,' 12#8& "' 3%*'#('4.5&67

!

"#$"#%0&'()*++,*-./0'$1'#1,*+2*30'41#5/6'470,16./',.+.891#.'#76:./0'*,'8"4-78'

locations. As a result, Logisticare sometimes is not able to I"#$%!$&!"($")*+(,&-./l.&
"#$%&' (&J('#$'%&

!

"#S"#%0&' ()¥'+,,-+./*0+*'+$$.-/[""#12.3+*"2#'12." " 456, 724+*"2#/"['1.-86-#*T79'
"#$%%&#' ($%($) (1"*+,#1&™ (-&' /('S (/$#. & (#+*'$0&%* 1 (231* (#$ %! 4+'&* ('S (01 *&-($%0(
"#$%"1&'()*+',-. !

!

"#$%%"&'()*$&+,-.(/],) "#$%E&%'()*+&,#&-.%/$)0/#+8&/(&0(.1$2&3-0")3&!++$#%%0H %0 & (§
"#$%&$"%S()"*+$,-%+.1", /') -+0# L -#*#"2+.#'.)03#1!" - " %S () " *+3$,-%+.1'4%-2'
"#$%&'(#)™*1+)$,&)$+'-)&*.))S(,)('0"#$12 !

|

!
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"#$%$H#&S'S(S)I( ! 1"#$% !

ON"I"#$%&S$' () #*+,$ ! "#$%& | I

L)
I"#$9%696" & ()*$&+,-.(//,)(0"12,23$4/" #$&51%, ("1"22,*&6$1%()*$&, (&'#$%!&

I"H$0&™ ()*"+),"%-)."&")$'/)+0%1+)%+&2()0$#-)%&30)$)%+&2)+0410(%)&() $##02%0/)*
I"H#$96&'()*!

14 BY0& ($Y0) +, H.+)+* $U6, HIVH I"HSI& )+, *-&* +"/+0'12& (34" (+
I"HBY6&Y0' () -+, $")+-S)*. (H+ H0%S(H1+23) -, 45+3).0(*64#06*5+ TSEBHE #
1" 1 HSIARSI%68!

I HS HYOE ()*+* - [ O+ + 1% X H20M+"+ 44" H 2043, 4"#Y%'],"5"#60,4./"0# 1"/ 7'
I"HS96& (#)"
!
I"HS00& ($Y0) +, #.+)+* $%,HIVH 1"HSV6& )<+, *-&* +"/+1'$&0'%+182038)0+
I"HS06&" (#()'$H+, (") (/+OLHS./*234*5"6/* I"HSYRHE" !

I"HS"HOO&' ()*++ FHSV! IS8 (B) S H(1& (S &S+, *&-$."$*&." [+(*'&$."/$) +00!"#%$
I"HSY6&"™ ()$*)+,-+. (/0" L1 ("#+).'2+) +'%3('43%.$. (+%('$%'43%5) 1$%&' () $* $%663) " ($3%'
I"H$968, () +,&I&HI*- ]

I S0& (BYO)+, H.+)+* $%0, 4% I"HSO6&'()*+ *-&* +"[+0*12"& 1+
I"HB008" (&)*+), % B HUS&" () +$#"&$(), & &/Up(it. I"HE H#F

"#S"H#%&' () * P& ($%F)*!'+%)&,&!)!",) +%)-%.,)/*10$%'+*.1*)$)!&*2'10%$'1%, 1'
"#$"%&' (%$)* (+%(+,,!"%%"%'(&"-".*/0"(0$12"1%' ($%" (/3(1/24-4&5(,"64)" %' (+0,(0™"(
"#$%$& (¥

[

"#$%%"&'()*$&+,-./101,23$45"  "#$%&'()*+,&$-1.*(1"+/N"#$%&'()*+%,"1%-.'
information such as the pickup and drop"!"#$%%&'(('()#*'+',-1.'#./01' &()#/ (‘#1 2#
"#3$%$&'()*+$,*-.(/0)(0**)(1"2(/(345(&" (*0-62*(,%*/2(,6-&"1*2(,"'60$,/&$"0-78

14 BY0& (YY) +, H.+)+* $Yo, HIVH "HSI& )5+, * I"HSY&S" () +,$-*.."/$
I"H#$9%& () *+'&,$-)./-0%+$-1)2341* 56)7'8"+0$((6)3',,'90/, "~ BY HS VRSB !

M"#$"#%&' ()*+',--+--.[-".0-+/1+$'-.2+'1, /", 3" #"# 3*+'4/ 53"5+-'6-+$'3.'1+/"78'3/"4’
"#$%&'(1$")'&$"*)+',,)(-.%/0+1.23,.%04)5$%).6'&7,.8)0$&.)0+1.2B#$% &' (#
"#$%&'()"*)+,"-"./[#"00".1(+,.($2.33&'#"2.33"'4&' () "0&0(",'$%". #$/"#'$5/$2.("/'
M"#1$1"%&S$' ()*+$,%$!-#.%*/01$2- (35" (3%4$5!"%-$6 7"%+)*%-6$+/+$0(1$+($!"/64%
M"H#S%&'()"#*"+*(%), *)H+"%&' () "#*-'#*.")*,%"012&3*4)(5*32%.)#6*(%0),378

[

I"#$%%"&'()*$&+ "The R"GRTA should consider expanding its call handling
"#$%&'()$*+,"-.&/.$,1&#)"&.1"0-*) 1-#1.&/.2-#$34."-#&+$,.5-4.$,3/#6+&$/,7.80%!.10/) 1*.

I"HB%&! ($)+&" &-.-&1/0,+#"/101$" &! " |



I THS&S ()H+ S N TOPIC | I

"#$%$H#&S'S(S)I( ! 1"#$% !

I
"#$%&'()*1+,!"-(./'(012!$!.,(3!&4(./3.(5!$$(2'(%4'&(65/1#/(377'3*4(.1(2'(&1™'("15(
"#SH%!"&'& ()" (#* &' &+ HIEHY Y& () *+',"-./"0.&*/1"#22)/$$/$"#3-&*#-+%#!14"
"#$%%"&'()*+" #+"&-%./0",),*"1". 2'L.&"" [& #$*""*+")'$I"*1$3"%./0*4'$/&' 2141
"#$%&'()"*+",--%,./'O#' 1#)'2%'3# 1% '#145'25'[#$%'/+"%364%./78'933*1:'
"#S%E&'SI("#)B()P*+)# %!, B#)-.(&F)$*+)$%0! ) 'IEBD6 ! & 1% (&#)*+%™,"-(%./%
requested and verified will improve the accuracy and consistency of the trip
"#$%&'()*+,-."$!1/0!

"#'$%& ($%0)*+,'-#.+)+*,$%,#VH# "#S%&'()*+,*-&*.+"/+,")0*12*3 "
"#'$"%&" J#*+%,-*#3.)-*1()#%01/2)-(/3%4&#$%&™ () *+,-+.&'1 "#
York, "#$%@&4p. 51 #"#3
!
"H#S"H#%&' ()*+"#%"#,-+."-/0'[",1'23+3,+3#0",'42-+3,4+05'4#-'42-+3,4+"#$"63,-$',13,’
the passenger’s use of a wheelchair does not always appear on the manifest.”!
!
"#$%%"&'()*$&+,-./10,12$34',%(5",136",)2(),)2",76$7"6,*&8$6%6#$%0&!"$("&
"#S%&' (#)*+,#-.,1,3,'#*-0+*&%.,/,$1*- +#* #* 01/"+'+*060*$2"*% 3" (-$% (*&-014' #$#56

I"H'SY6& ($Y0)*+, ~#.+)+* S, HJH I"HSI6&'()*+,*-&* +"[+0*0%' ' 1*+21'(3&4+
IS HYO&" () F+" -H) - Y0/ Yott- VSV RIS and 74.)

%) In this I"I# 1"#$%&'(1)*+),&)- "#$%"&'()*"+,-+".)-*/0(-+/"1+-2)3".)"4/1/56-+.") 1",-*"
HSY%E™ (I+, ) (K (KL I HS%&S () #r+,$-!

I"HS HO& )+ +-+, JO" LH- HE' - 25+ $34"#O6'53H20" 1#-'/66+/,'01'7 +'3#$+,-0/8+$9'
I"H$068 () $Y+&+(*'$,&-Y0+8)$,./%,"0"1"+"$, 28)$, B)H-*"10%6" *, &+/ QBB R
I"HISOLHBE (%6) &SI+, Y08, " H-Yok. 1%/ HS0HO 11" %6 (, (#123%4(%0%$! (5+#6%60%., 7$8) %
I"THSY6" & () 5+ -, H) .+ OL+& 54 (H((2+"0%+ 3AH+E5H+$. *#, 6+ TA#+38$$HO0'+
I"IHSY0& (BI&) (HE&*$+00, H&+, SE&H, VoDl &H(&-$&)S. (#,HS L HGYGHB() " $*&H) +" +$&
I"HYO&H ()* (HIBSY& () HES +,-#.-")$".)/01"#S$)../).#1023")$4" 15/#'10"*-)*" J66
I"HBY0& & (") &*+&, - +(&],) [%E&+.&Yo#0) 12" & I HE Y& () F

"4 S0& (BYO) -+, H.+)+* $%0, 4% I"HS06& () *+ *-&* +"[+0& 1H&(23'H+
I"#'$06& )&+, (-$. %o/ +(0*+1&$/+,(231)-045(3/$6/71.65(08H"$Ud"HSY6 R #
" 1

&N I"HSYRIBIME "HSY0& (1)*+),8)-./*&(1%018(2+34).)*3-"*567*11+)..) 1*34)*&#$"+3'(1)*"8*
I"HB06&, () 00+ Yo- W HSHI&' (&) +,-"., )| &OH&I+ &12) 1384568 T'$H#),-&™"1&T72'8.,9): &$H#&!+,&
I"H$96& () *+(,-. &"&(/0"("1"#/23"%" 1| ($4(1#0"&., 298HSY0&S' () * &+, - &+ U0 " HGY0"
I"H$Y6& " ()*%o+*,-.101',2 |

!
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ON"I"#$%&S$' () #*+,$ ! "#$%& | I

IN ADA PARATRANSIT! GUIDE!

|

"#$"#%&' ()" Yot "<+ #-'.-,/'0/12-".'$0%$"+,-0%',-'32,#."-'45620..'-1'$070816"#%'
workable schedules and to monitoring operators and runs on the day of service.
"#$%&'$()%""#%3$) &) *#)+,#+-10 frequently with dispatchers at Transit Express

"#3$%"&' (&) (&*$#)&+,$-./$+%./0) 1/#+$2'$32(01245$"&$"./$".[#$.2&05$266/2#$ " $#/17$
"#$%"&%'($%)*"'1)'$+%,-,'$!%"%+$.$/" 0%} S % &' (1"#$%&' () *(%+$,'($

"#$%&' () *#+%&+,%"1-%.+%-#/+%3$3$) %o*+&/+*)-0+1/*)+/2+/$) * Yo &/ *#+&/+*) $/*&+'3**) 2 &+
potential schedule problems. These methods of operation at Laidlaw could be

"#$%&' ($&H)*$" " HESY% &S () #r+,$%&")-. $#/01

[

"#$%%"&'()*$&+,-.) 1" #P%&"$()$)"*+,*"-,.)/,0"1#,(1.*"%&" . *",)).*.&(,/"1*,2"

I"#$%!&%#' () *%+$,"$-.%' (/%01 *BH$% &S () *+!,*'$(-*./*+$01$/)*$.1/%2./*+$

M"#$%&!

I"HSY0& (BYO) -+, H.+)+* $%0, 4% I"HSO6& () *+ *-&* +"[+08%. 1 2+*+
I"#$96& () *$+,%'-8+9%./'011(-23'1,45*#6..3'7 +8"H$ " VBRS Yo RHHS #1$06&,)
141

"#S"H%&'()*+',-*+$./"#%'012-+,,'300+31,'42'5+'6+//',41.-4.1+$7'89:) 3#$1"1,4'
Transit staff appeared highly knowledgeable of the scheduling process and

software. Staff appears to be pro"!"#$%& '$(')&%$&*$(+',"-&./0&,1'). 98ng
"#$%8&'()*+,-./'$011+2)%+!$$3()*+.&4+(0,-.5808)4!+4. . +4#S+!"#$% &' ()*+,-."$!1+2) %+
"#$%&' (&)#*+",$%0 " H-.

|

"#P " H#%RHESUE ()*+$%),-$,-.$&/.'0,&'12$3456$0//.0'1$,&$.7.8,)9.:#%0;;".11$
"#3%&'()*+(N&S$!+ #-,+-.$" +1$/0("$+1$/23/4-)"$56

!

"H#S " HUE'()*+,+H"#P%E& Yo ("Yo#t) " *+#&"%,-$.&%/$#0.-&%.12")+3"$.%'0%) +&4%&2$'+52'
"H#P%HHEP!'S" ) +H#SL L HS%&' ()*+,$-)I(/((0($!11+() " &% ()*+"&!10.2$,+"3"/3"411+31+
"# " #$%d

"#'$%&' ($%0)*+,'-#.+)+*,$%,4#1# Compliance Review of New York City
Transit, New York, "#$%&##3I " #$%0&H M

&!'+Multisystems, Inc., I""#$%&'$()*+%,&",(-)")*%+%&+%"-'&) LHBAe& (") $*%0"+(,-'.&"
"#3$%&'(1)*+,(I""1#$% &Y

!

&H"HE%& (" "#E%E& (1) +),&)-./*&(1%01&(2*34).)*5"0+/*1"(3'&(*6(1&(2.¥+) 2'+1&(2*34)*
importance of proactive dispatching and the variety of problems resul!"#$%&'()%"*+,!"-*%
dispatching.!

[

I"HB%&! ($)+&" &-.-&1/0,+#"/101$" &! " |



I THS&S ()H+ S N TOPIC | I

"#$%$H#&S'S(S)I( ! 1"#$% !

|

Finding: "The Onondaga dispatcher does not actively track the status of operators’
schedule adherence. The dispatcher discovers that operators are running late only
I"H#$%&"#'Yo(#)* (%B&H!%&$ %P ()*)+$, "#%$-'$ %. (Yo/HBHN&" (#) &*+%.,"-1%
"#$%&"()"%*+,(-"".%/(%*"(,&/-#%$*"(01+)(&,".%&01&.2(#.,(#,,!"1&.2(/"" &$"(
"#S%&'(")*+",-"%"™*../+01

[

"#$%%"&'()*$&+,-.*/0()#1"2,02$#"32"/,/1$34",5",2"6*/",)$,) 2 (#7,/#1™"34",
"#'B1%& Y P%&™ (") *+"&(,-", %" (+) "#$%."/+0&"1,$!2")%'31)"20&-"'(*+)#&"(,"02)% (045"
"HES%E&™ (#)*+" 1"%-"1$.-&™ .-I" [ ' ["+.01"%-"/$.-&"*0'#".11%1-%-1"2#%(!3'

"H#S%E&' (#)*"'+,%#S+-.)[%#(",*%")*"#)%0$)%-"12)'%(3%,+0)%+-*%14//)¥%0'4&/56

I"H'SY6& ($Y0)*+, -#.+)+*hion I"I# I"HSI&'()*+ *-&* +"[+1%(01'%6+2* +
"#$%&'()"*+,%-#+*./"#0+0)"*%1203"#)045%64#+72.'5% 8|08 8HKH/0 4
and 95.!
!
"H#S"H#%&' ()*+"*,*-."10.*-+*$"./1*'$".23456*-.'34'78'3.'1956'3.  I"#"I" "#$%&'(!
late in polling drivers and devoting little time t!"#!$%&!"%$(")*&+" ,$-"*$."&*/% ("

corrective action.”!
|

"H#$"#%&'()*+',-".."/0'1*+'$",2314*+5,'322+35+$'1/'6+'%//$'671'835"+$'39/#%'

"#$%&!$' (%) *(%+!),(*-""%&./#S'O(1/-./(-'(&! (2#(#3"#.&#* (-) (Y0 (4%$ #(I"#$%&-!) (1-&/(
"#$%E&&™" ()*+,&-(.,/"#,&-(*0%1&2%5(%3("4i¥nce. While some operators,

I"HBY& ("H()*S+,-. *1%$+*0 #.5. 11 #%.28&.3*3%-"$&+ #-4*"11."#.3*$ *5 *6 #)*.7.&$%6.*
I"HSY0&" Vo (' &)H"*+ (H(, &-#1&.#],'0123#"11'&)H0%((+0™" 4+#10" % &-#5*+&%#.+213-#%00, ((+.%
"#$%8&'()"*$+8&&,-'1.)/-012$&.3-'423,!".)+50!"01$!. $6 728'#!$%& ' % (") 1 %$*+,-.&/%
"#$%&'()1*+&")",-# )& +1&/0&'()#.)$1""+$!&'()2"134+5-67

[

"#$%%"&'()*$&+,-1"#3$%E&'()*+%,-.()/01,%23%4(%.(-&5+,/%,6 70-+5-1%54&%&408% (9%
"#S%E&' () #+%,1+5*-."1",[+%!1"&"- % 0+&* %" " [+ 1-*+"&#+1"#$% &' () *#2+311"&"-,%0+&* %",

I"H'SY6& ($Y0)*+, #.+)+* $%6, HJH I"HSV&'()*+ *-&* +"[+0* +1"23+1&45+
I"HSY0& ()*+,)-."1() "HSYo RIS HSY&'S!" (1"

"#$"#%&'()*+,-./0'1*.23.$',4'35.".63*2'03.70*.89"*.$'3+'/2#92--4"* cord trip
"#$"%&%'()*'&+")'%,+"*$-""&+"."(/&"'&+"/(,&'(-%0'(11"(!1%'&0'2"3.1(,&3)4'&+"
dispatch function. Dispatchers do not appear to have the time to keep track of all
"#$%EH Y0 #Y0&H(&)H#(%0*'$)$%+8&%, #$"! U#$IB& YQ)" "offs are performed in a
"#3%&™ (B &' (*&+,&-)," . +1/#3%&)#")) (0#& 1. 2#*3PH L& V2HFUHI Y & ™ (#) *+",!"
"#3$%&'(

[

I"HB%&! ($)+&" &-.-&1/0,+#"/101$" &! "



SRS () S N !"#$%g| I

IN ADA PARATRANSIT! 1"#$% !

"#$%%"&'()*$&+,-.%)/,%$0",("12()",3)(4&5,$6,)/",0"3"07()*$&38,3#/"'29*&58,
I"HSHO&' () * I+, 18-$./012$&*3A454$) 3" & Yo, +$+,64%+%6" TS(* ($8%+&($1+!"&%6($9%: 1%
I"#$%! &#dispatch control. Drivers should be required to radio"!"#$%& # (1 &) #$%&#
I"H#S "I"HSIHOL& VoH () SH' Yo+ &, -SHE . HH-+]-- 0%H/0(,-$%'0() O 1 24968, #$%6 Yo/ $H#1 24, +&H-/C
"#3%&' () #+#(,-.[+%.#,+0)+*)1-"*)/+&,+0)+$*,%'&"2) +"3+*)",43"5"34+$*,0.)6#+"3+
I"HIS06& 1" S 1"HSI6& H(") N HBY& (Vo rt+ H+-&%b #, | HH-+HI%% " -8 Yot Y%, S (Yot
I"HHSHY& HE($) 1+,

[

I"H'SY6& ($Y0)*+, -#.4)+* $%0, HJH I"HS06&' ()*+,*-&* +"/+0& 1H#& (23 H+

I"#'$96& () &*'+, (-$. %o/ +(0*+1&$/+,(231)-045(3/$6/'71.65(08.9.6.5¢ #$% &' #

" 1"#$%&!"!

I"HS"HO6&" ()" +,- I"HS Y& &HY6() %S *+ %68 %S, -*, /& (%&0) 1*(%) 2%6(,0" Yo" &S$$, -* *- %6 (#,
I"HBY0& (H)**+96"&' -%./0(/%$12%3*%+0,4" 1 (40'5%4/*$%!"#$%6"#1(40)*72%$1'150'5%
drivers. With little or no back™!"#$%&' ()%6#)*"*) (+,-#+./10.#-+ Yo &I6H*&YbH 1 -+%62H#2/#1+ %6 &
I"HBI06& (1)) *+#,-./'0 I"HSY6"& (1) #1+' - I$*) (I"# % ((0*(12' !
|
I"H$%6%" &' ()*$&+,-. )/, (&, ("01()","2)3(,4$(3'5, *67 ()#/"36,6/$18',)/"&,4" (48",
"B YO& " (H) ¥+ - JOHI*+0b L, (2H+H*&(H" (H+(#"(2" (2H3+ ' AH5 #* %"66.(TH#I8+1#
I"H$"%& ()% &+(,%+%, -.[+*01%.2.*34%*1+*%&'56,%1 d7i38ts-68Bling in all pick"
I"H$0&'S ()" "I HSHISY0& VoS H Yo+ &, -#E'-, $'. - $1/S%0&, $HY6' V04 S/$' 11$-02#$'%6$'11$%).
|
"4 S0& (BYO) -+, H.+)+* $%0, 4% I"HS06& ()*+ *-&* +"[+0*12"$"%& 1 (+
I"#59%"$&'S()*&+,$%-)"&1."/0,)" 1&23!+145& 1" #$%" $5& 67 OB TR "1 "#
"4 1]

&HN"H#"$%&'()*'1"1# compliance reviews, including these three, highlighted the need for
M"H#SHUN&! ("#)* 1S+ #&-()BL.I(

"#$"HUW&' () #+,-.+".-,,",0*1+/#'2-3/'$"4.56+ 7" *885#" .- +"#%'9"+2'+ 2/" - #*#$-%-'
"#3$%&'()*+,-./$0(-.)*1.'$23'&45%+-G8%nes) communicate with dispatch through

one telephone line that is also used to handle advance cancellations and
"#3%&'(1$")%*+,*-(- ) #%$&). ,-($&*%-/)0"-1*%!"2).,-($&*%).'33-)415*%(-)4!-6'(. 7*%-)
from their primary responsibility of tracking service, iden!"#$"%&'()*+,-./0'1%2'

M # SH%E& ()+HIS(+S(L, (#-"*+,#.*-*/10"12

I"HS0& (BYO) -+, H.+)+* $%0, 4% I"HSO6&' ()*+ *-&* +"[+1%(01'Yo+2* +
I"#SY6& )"+, Yo-H+* ["#0+0)"*% 1 203"#) 045%64#+72. 5% S IO SIEEBH |!

I"HB%&! ($)+&" &-.-&1/0,+#"/101$" &! " |



" "TIME PERFORMANCE! !"#$%8 I

"#$%$H#&S'S(S)I( ! 1"#$% !

LERARARY

I"HS HO&' () *+,- [ HY%. HU'$ 0142, 3", H2HSV&E V! ($) S $+" )1-*.)- /[$)"$&"S",
I"HS%&8S'() -+, $-%6."1$'0%1)%+) 1% *1"¥$1968ps and drop"I"#$%6&' (Yo(J#*&+,-./#%
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