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DEPARTMENTAL RECOMMENDATION

That the Transit Services Committee receive the Accessible Transit Advisory Committee's
Annual Report for information.

BACKGROUND

In November 1999 the Trangit Services Committee appointed 12 members to serve on the Accessible
Transt Advisory Committee (ATAC) for atwo year period ending in October 2001.

At its meetings of November 1999 and January 2000, the ATAC Committee, as per their terms of
reference, eected a committee Chair and Vice Chair. | am pleased to advise the Trangt Services
Committee that Jeffrey Alguire has been re-elect as Chair and Mr. Michael O'Riain, a new member of
the Committee, has been elected Committee Vice-Chair.

Mr. Alguire, Chairperson, is pleased to submit for the information of the Trangt Services Committee the
Committee's Annual Report covering the period November 1, 1998 to October 31, 1999.

Approved by
Gordon Diamond
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Accessible Transit Advisory Committee

Annual Report, November 1, 1998 to October 31, 1999

I ntroduction

The Accessible Trangt Advisory Committee (ATAC) was crested in 1992 by an act of the
Trandgt Commission. The gods and objectives of the committee (as taken from the Terms of
Reference) are:

Goas
- To improve the accessihility of the regular trangit service to mobility-impaired persons,
without degrading service for other customers

- To improve the quality of service provided by Para Trangpo to the maximum extent
possible commensurate with available funding

Objectives
- To represent mobility-impaired persons and to advise OC Transpo of their
trangportation needs

- To monitor the provison of al transportation services provided by OC Trangpo as
they relate to mobility-impaired persons

- To provide liaison between OC Trangpo and its customers who are mobility-impaired

Of the 12 members of the committee, nine represent Para Transpo users and three represent
mobility-impaired persons who use OC Trangpo's conventiond trangit services (again, as per
the Terms of Reference). One aim in sdecting membersis to have a representation of the needs
of people with different kinds of mobility impairment in order to be able to advise OC Trangpo
on awide range of requirements for trangt accessihility. | believe our membership has, and will
continue to, fulfill thisrole.

Eleven committee meetings were held during the year. In addition to this, some work was
caried out by subcommittees, and we have contributed to OC Trangpo and Regiond
committees as gppropriate. Some of the initiatives and committees we have contributed to are:
the Regiona Transt Advisory Committee, the Light Rail Sounding Board, the KPMG/IBI OC
Trangpo comprehensive review and the Accessible Trangit Steering Committee.



Communication with OC Trangpo and Regiona officids has improved. We have tried our best
to make ourselves available for discussion of relevant issues, and we believe that these efforts
are productive. Consultation is happening in more areas and people are coming to better
recognize ATAC's vdue. We aso gppreciate the support of certain Regiond officids and of the
Trangt Services Committee.

Prominent topics for us this year have been:

1. Low-floor conventiond trangit introduction

2. Para Transpo fare structure

3. Para Trangpo computerized scheduling system

4. Para Trangpo digibility

5. Para Trangpo Medica Bookings and Trip Prioritization

6. KPMG/I1BI Comprehensive Review

7. Light Rall

8. Narrowly Averted Para Trangpo Operators Labour Disruption and
Contingencies

The rest of this report will ded primarily with these items. Before proceeding with this, however,
we a ATAC wish to acknowledge again the tragedy that occurred at OC Transpo on April 6,
1999. To the families of Clare Davidson, Brian Guay, David Lemay and Harry Shoenmakers,
aswdll asto their friends and co-workers at OC Transpo, go our deepest condolences.

Conventional Trangt Specific Items

Low-Floor Buses

The low-floor businitiative is moving forward. There were some early problems associated with
the ramps and with respect to falures to deploy the ramps when requested. While this was
frugrating for some members of the community, we acknowledge that the Stuaion has
improved sgnificantly. We believe that these problems were in significant part due to training
and/or equipment problems. Given thet this initiative was in its very early stages, the problems
shouldn’t be considered overly surprisng. ATAC expects continued improvement in the months
ahead, and will continue to monitor developmentsin this area

Routes 18, 6 and 5 are now desgnated as fully accessble and the accesshility of the
conventional system is expected to continue to improve as more low-floor buses arrive. All of
this is viewed postively by ATAC. However, we are seeing one undesirable sde-effect. Some
members of ATAC who regularly use the conventiond system are reporting that buses arefilling
up more often than usud, meaning that both people with and without disabilities are waiting
longer for buses with room for them to board. Our representative on RTAC has said that thisis
a mater of sgnificant concern for that committee as well. ATAC fears that this Stuation could



cause a backlash, paticularly in the non-dissbled community, which could have a negative
impact both on the low-floor bus initiative and on OC Trangpo's ahility to reach its longer-term
ridership objectives. Admittedly, dl this is due in part to the better-than-expected increase in
ridership attained over the course of the year. In a sense, it might be said that OC Transpo is
becoming a victim of its own success. However, something must be done to ensure that the
current positive momentum is not lost. This may involve increasing bus frequency on the busiest
routes.

It has dso been noted by some members of ATAC that they have encountered people who
don’t understand the purpose of the new buses with fewer seats. However, when it is explained,
most people respond positively. This would seem to indicate the need for increased advertisng
and promotion of the new buses. Not only would this increase awareness on the part of the
non-disabled community, but it could also be used as a vehicle to communicate to people with
disabilities about the status of conventiond trangt bility and to encourage those who can
to try out our new buses with improved accessbility. The foundation for the required promotion
has been laid through the "helping you get on board" campaign, but ATAC believes that more
vighility is required, and that this need for vighility in the community will continue for some time
as we make the trangtion to alow-floor bus flet.

Light Ralil

A member of ATAC was a member of the Light Rall Sounding Board. We have been
emphasizing that al ations and trains involved in the pilot project (as well as any potentid light
rall sysem beyond the pilot project) must be fully accessible to people with various kinds of
disability.

We acknowledge the gpprova of the pilot project, and we are hopeful that light rail will fulfill its
promise as a podtive deveopment for trangt in the region. However, ATAC is very
disgppointed that the Bayview dation will not be made fully accessble right from the dart.
Nonethdess, we will continue to fully participate in the project, advisng the project team on
accessibility requirements whenever it is necessary to do so. It continues to be our am thet this
project, aswell as dl other initiatives related to public trangt in the region, be developed in such
away as to maximize accessibility for al Ottawa-Carleton residents, so that we can al enjoy the
benefits of the ease of mobility which trangt improvements are intended to provide.

Para Transpo Specific Items

Fare Structure

The current OC Trangpo conventiond service fare structure is intended in large part to attract
higher ridership. While this is very much appropriate for the conventiond part of the system,

Para Transpo addresses some very different redlities. Because it is much more expensive (about
$20/passenger trip) to run Para Trangpo, and because of limited funding for the service, we face



the problem of insufficient capacity to accommodate the demand for the service.

Of course, our first choice would be for there to be enough resources available to dlow Para
Trangpo to accommodate al trip requests from those who cannot use the conventiond service,
without having to employ demand management Strategies. However, snce the response we
have received from the Trangt Services Committee indicates that this is not possble, we have
looked at ways to best dlocate the limited resources so as to provide the best service possible
to those who need it most. One of the items we considered is the Para Transpo fare structure.
The other two are the new cancellation policy and Para Transpo digibility, both of which will be
discussed later in this report.

In an environment of limited resources, the Para Trangpo fare structure can be used as a
motivator to encourage al customers to use the conventiona service whenever possible.
However, this must be done without making the cost of Para Trangpo prohibitive for those who
have no other trangportation option. To that end, after sgnificant discusson both in our Fares
Subcommittee and at full ATAC mestings, it was proposed that concession fares be removed
on Para Transpo. However, feedback from OC Transpo was essentidly that this proposal was
thought premature, given that the low-floor conventiond buses are not yet widely available. The
Trangt Services Committee accepted OC Transpo's recommendation to require a top-up on
Para Transpo when using the Senior’s Pass, regardless of the time of day. The top-up is one
ticket a most times and two tickets when traveling before 9:00AM on weekday mornings (note
that the weekday early morning fare is more expendve for everyone on Para Transpo, as it has
been for some time, with the intent being to encourage people not to travel before 9:00AM
whenever possible, 0 as to ensure availability of service for those traveling to work during “rush
hour”). Note that assstance is available for seniors requiring frequent trips for medical trestment
and for whom the extra cost represents a hardship.

This change seems to have had some positive affect on the generd availability of service, though
we are continuing to monitor the Stuation. We reserve the right to bring forth proposas related
to fare Structure again, should we observe that a change in fare structure would have a
ggnificantly postive impact on the overdl provison of Para Trangpo service. Paticularly, it is
expected that this issue will be revisited once the low-floor buses are in wide operation and we
have had an opportunity to evauate their full impact.

Cancdlation Policy

Early in the year, the same-day cancellation rate for Para Transpo was gpproximately 15%, and
even higher for “regular bookings’ (that is, trips going from the same pick-up locetion to the
same dedtination on the same day a the same time a least once a week, where it is not
necessary to cal and arrange the transportation repestedly each time it is needed).
Unfortunately, same-day cancellations usualy mean that someone ese who could have used the
sarvice is denied the opportunity to do so, because it is not easy to redlocate trips that are
cancelled on the day of service. Having been informed of this Situation, and wanting to make the



mogt efficient use possible of exigting resources in order to minimize trip refusas, we discussed
with Mr. Pat Larkin (Manager, Para Transpo) an OC Trangpo proposa intended to discourage
same-day cancdllations in order to increase the efficiency of the service. We redize that same-
day cancdlations are not dways avoidable (for example, sometimes one might fed well on the
day the trangportation is arranged, but then fed ill on the day of service and choose to stay
home), so the target is not to diminate them, but rather to minimize them. After our discussons,
ATAC endorsed the proposd with a minor modification. The modified verson, which was
gpproved by the Trangit Services Committee, can be found in the appendix.

In the initid implementation, officids are being somewhat more lenient than the officid policy
cdls for, focusng on those who cance more than 50% of their trips. The idea is to sart with
those who cancd most often firgt, to make them aware of the detrimental affect their actions are
having on the service and to encourage these people in particular to change their approach in
using Para Trangpo. In due time, it is expected that the implementation will evolve to conform
more grictly to the stated policy.

The policy gppears to be having a positive impact on the number of same-day cancellations, but
it would probably be best to defer a detailed andysis to next year's report, given that the
datistics available now are not sufficient for this purpose. When next year’ s report is written, we
will have numbers to andyze that will reflect service impact over alonger time frame, which will
increase their Satistica relevance to an gppropriate leve.

Eligibility

Asnoted in our 1997-1998 annud report, it had been intended that Para Transpo digibility be a
sgnificant issue for consideration by usin 1998-1999, and that we come forward to the Trangit
Services Committee with related recommendations before the end of the operationd year.
Unfortunately, given dl the issues that we were involved in this year, we have not progressed to
the point where we have something to present at this time, however we do have a commitment
to come forward with a proposa in 1999-2000, and on behdf of the committee, | affirm this
commitment. In pardld with this effort, there is an initigtive of the Ontario Community
Trangportation Association (OCTA) to evauate digibility criteria and registration options from a
province-wide perspective. We hope that the two efforts will compliment each other and lead to
the devdopment of suitable digibility criteria and a corresponding registration process for
Ottawa-Carleton. This is a very important issue to which we must give sgnificant effort and
consderation. It is not an easy issue to resolve, because we must address the issue of limited
resources together with the understanding that those who cannot use conventiona trangit, but
would be able to use the pardld system, should have access to that system.

ATAC looks forward to more discussons surrounding digibility, as this issue is fundamentd to the
definition of wha we want Para Trangpo to be in future, and to Para Transpo's ability to effectively
serve its cugtomers. In addition, we redize that digibility criteria will likely have to evolve somewhat as
the levd of accesshility of conventiond trangt increases. We will attempt to provide some guidance on



the process of managing the evolution of the criteria as part of our proposa. However, we recognize
that no matter how accessible the conventional trangt system becomes, there will dways be aneed for a
drong pardld service Any discusson of the evolution of Para Transpo digibility based on the
accesshility improvements associated with the conventional service must proceed with two gods in
mind:

1. to dlow more people the freedom associated with the less redrictive scheduling of the
conventiond service, and

2. toimprove sarvice for those who must continue to use the pardld service.

In other words, the target of conventiona trangt accessibility must be improved freedom and service for
the community of people with disahilities, and not cost-cutting with regard to the pardld service.

Medica Bookings and Trip Prioritization

Some concern was raised about people who do not require van service (and hence can only begin
requesting service a 9:00am the previous day while others begin a 7:00am) having trouble obtaining
rides for some medica agppointments. This concern is legitimate. Nobody wants to see anyone miss a
necessary and long-awaited medica gppointment, particularly an appointment with abusy specidit.

We had some discussion about trip prioritization, but there is a strong reluctance on the part of ATAC
to endorse an initiative that encourages people with disabilities to identify trip purpose, given that thereis
no need or compulsion for those without disahilities to do the same. Essentidly, it is an issue of privacy.
Thisis why some pardle transportation systems (including Para Trangpo) have moved away from trip
prioritization over the last decade, and this rationde is ill valid today. There was aso some concern
that the prioritization of medica trips would lead to more demand for such trips from people who are
now using aternate means of transportation. Under current budget limitations, this would likely result in
very few non-medica trips being available for those who do not require a van. In the face of al these
redities, the conclusons of our discusson were:

1. that prioritization should be indtituted only as alast resort, after the  cancellation policy has had
its affect and the process of alocating regular bookings has been reviewed, and

2. that the definition of the term “medica trip” for the purpose of any such prioritization must be
very drict (ie. to and from hospitals or doctors' offices).

There was aso a discussion about whether or not a separate medica transportation system should be
provided, without affecting existing Para Trangpo funding. Fundamentaly, though, the target is more
generd: to provide service for medicd trips without requiring trip prioritization and without detrimentally
affecting service to other passengers.



We will look at the process for dlocating regular bookings in the coming year, in addition to monitoring
the impact of the cancellation policy and addressing the question of Para Trangpo digibility. We hope
that making adjusments in some or dl of these areas will permit us to avoid the question of trip
prioritization while still making the necessary service available for medicd trips. | am confident thet in the
interim, while such adjustments are being consdered, the Para Trangoo management team will try their
best to accommodate the most important medicd trips when no other trangportation option exigs.

Computerized Scheduling System

In 1997, the Trangt Commission gpproved the purchase of the Trapeze computerized scheduling
system for Para Transpo. It was expected that after a period of learning how to operate the system and
use it effectively, this decison would result in increased productivity for Para Transpo and alow for
more passenger trips to be accommodated as the service tried to address excess demand.

It has taken longer to tallor the system for use in Ottawa-Carleton than initialy expected. Use of the
system on a full-time basis did not begin until June 1999. The implementation of this new system,
combined with an unusual amount of road congtruction, resulted in lower productivity levels in 1999.
Hence, the money that was dlocated from reserves to increase service in 1999 served only to maintain
exiding service levels Fortunately, given that the old productivity leve is now being atained with the
new system, the total service provided in 2000 should increase commensurate with the increase in funds
that has been dlocated to Para Trangpo operations. There is hope, as well, that as Para Transpo staff
gain more experience with the system and Trapeze addresses some of the concerns about the behaviour
of the software that saff have raised, the productivity level can increase further. However, ATAC will
be monitoring results associated with the scheduling system with great interest this winter, given that we
redly won't have the full picture of the functioning of the sysem until we see datidtics related to its
operation in winter.

Narrowly Averted Para Trangpo Operators Labour Disruption

In March, 1999 a Para Transpo operators labour disruption was narrowly averted. However, the fact
that we came 0 close to adisruption is disturbing to ATAC, and I'm sure it is disturbing to many in the
community who have disgbilities, especidly to the sgnificant number of people who have access to no
method of trangportation other than Para Trangpo. Although we have begun and will continue to co-
operate with other organizations in an attempt to establish contingency plans for use in the event of a
disruption in future, such plans would likdly be extremely minima in nature. Fundamentdly, al parties
involved (operators, contractors, OC Trangpo and the Trandt Services Committee) have a
respongbility to maintain a pardld trangportation service on an uninterrupted basis, particularly for those
who don’t have access to other forms of trangportation. ATAC would be happy to participate in any
activities deemed to be productive in finding solutions to the potentia problems that would be caused by



alabour disruption. Should Trangt Services Committee members have ideas as to how this issue should
be addressed, we would welcome input and discussion.

Budget Condderations

At the 1999 Trangt Services Committee budget meeting, the $100,000 addition to the Para Trangpo
operating budget (reative to the 1998 level), brought forward during 1998 budget deliberations, was
confirmed. As noted earlier in this report, it did not result in increased service in 1999 because of
productivity problems associated with the early phases of implementation of the new scheduling system.
Productivity is now back to its previous level and will hopefully improve further, so we would hope to
see a least some additiond service in 2000, gpart from that which will result from further budget
increases.

Jumping ahead now to the 2000 budget year (technically, the 2000 budget should be outside the scope
of this report, but | am taking a smal liberty in mentioning it here in order to provide a more complete
view), an additional $240,000 was added to the operationd budget for Para Transpo (gpart from the
increases required under the terms of the contract extenson signed with the contractor), including
$65,000 for apilot project in which taxiswill be used to provide some of the service. While we applaud
these initiatives to provide much needed service, we are uncomfortable with the fact that dl the
additional money is coming from Para Trangpo reserves. At this rate, by sometime in late 2001, the
reserves will run out. This will create an issue in future budget ddiberations. ATAC's focus in these
deliberations will continue to be on the provison of the needed leve of service, and we would hope that
the future decison makerswill heed our advicein this area

General Item - OC Transpo Compr ehensive Review

Our involvement in the KPMG/IBI OC Trangpo Comprehensive Review has been productive and the
review appears to have been useful. The fina report makes recommendations concerning low-floor
buses and the accessibility of the conventiond system that have contributed to the formulation and
accderation of our conventiona trangt accessihility program, a program which ATAC firmly supports.
There were dso recommendations in regard to the pardld system, including comments on digibility,
demand management and integration with the conventiond system. Some of these recommendations will
be useful to usin our discussons about these issues in the coming year.

Concluding Remarks

| would be remiss if | did not acknowledge that Para Transpo celebrated its 25" anniversary in 1999,
and that an event was held in recognition of that milestone. It was gppropriate to celebrate, as we have
come a long way in those 25 years. However, we ill cannot take accessible trangt for granted in



Ottawa-Carleton.

ATAC will continue to work for the betterment of accessible trangt in the region with the am that al
those with disahilities who require accessible trangit will be provided with an gppropriate level of trangt
sarvice.

| would like to thank al those who have made the successes of this year possible. | would especidly
like to thank al the ATAC members, Pat Larkin (Manager, Para Transpo), Andy Versteeg (Head of
Service Operations, Para Transpo and ATAC Secretary), dl who made presentations to and/or had
discussons with ATAC at its meetings (including severd OC Trangpo staff members), and the Trangt
Services Committee members who have supported us and been open to our input. | would like to
gpecificdly thank those who left the committee at the end of the 1998-1999 year for their years of
service and vauable contributions. Findly, | would like to thank Councillor Byrne for her involvement in
the selection of new ATAC members, and to welcome the new members to the team. ATAC looks
forward to ther involvement, and to the influence of the new perspectives they will bring. | believe we
have a solid team that can well represent those with disabilities in the region, and advise OC Transpo
with regard to their needsin relation to public trangt. | look forward to an interesting, thought-provoking
and successful year for ATAC in 1999-2000.

Respectfully Submitted,
Jeffrey C. Alguire, Chair
Accessible Trangt Advisory Committee

February 3, 2000



PARA TRANSPO
REGULAR BOOKING
LATE CANCELLATION/NO-SHOW POLICY

The following policy gopliesto any Para Transpo customer who exceeds one or more of the following
conditions over any 28 day (4 week) period.

1. Maximum of ten regular booking late trip cancellations*.

2. Maximum of three regular booking no-shows*.

3. Maximum of 25% of regular booking trips cancelled and/or no-showed.
*Cancdlations and no-shows are recorded on asingle trip basis. A “round” trip istwo single trips.
Policy Actions
Dependent upon the number of times a customer has exceeded the palicy limits, different policy actions
are taken.
The policy actions are as follows:

4. Frd letter isawarning.

5. Second letter within six months results in a one week suspension of regular bookings.

6. Third and each subsequent letter within twelve months, results in a one month suspension of
regular bookings.

Cancellations and no-shows are not alocated to a customer when the Para Trangpo service arrives after
the 30 minute scheduled pick-up window.

Any cancdlations which are determined by Para Transpo to be due to unusua circumstances (i.e. Para
Trangpo declares a snow emergency) will not be used in determining if a customer has exceeded the
conditions of the palicy.



Customer Appeals Process

Since it would be impaossible to document every circumstance which would condtitute an exception to
the policy as part of the policy itself, an goped process is available to Para Transgpo customers. The
appeals processis detailed below:

For the firgt policy action, the customer who wishes to apped must telephone Para Transpo to resolve
their gppeal with the Supervisor of Administration and Customer Service, whose decison isfind.

For the second and subsequent policy actions, the customer must apped in writing to “Para Transpo
Adminigration”. In cases where a resolution cannot be achieved to the satisfaction of both parties, the
apped will be referred to an appeals pane conssting of a senior Para Transpo representative and a
member of the Accessible Trangit Advisory Committee. The pand will convene gpproximately once a
month to resolve outstanding appedls.

Appeds must be received by Para Trangpo within 10 days of the issuance of the letter of suspension.
Appeds relating to the second or subsequent policy action letter must be made in writing, to the
attention of “Late Cancellation/No-Show Apped” care of:

Para Trangpo Administration
1500 St. Laurent Blvd.
Ottawa, Ontario

K1G 028

Fallure to gpped will result in the automatic gpplication of the appropriate policy action. The
customer’s apped documentation shall include the customer’s name, registration number, address,
telephone number, and a statement explaining the reason for the apped.

From the time an apped letter is received until the decison of the apped pand is issued, the customer
will continue to have access to the regular booking process.

GLOSSARY OF TERMS

Late Cancellation

A late cancdlation is any trip cancelled on the day of service or the day before after 5 p.m., except as
noted as “Policy Exceptions’.



No-Show

A no-show occurs when the vehicle arrives within the 30 minute pick-up window at the designated
pick-up location and ether the trip is cancelled by the customer at the door, or the driver cannot locate
the customer, except as noted in the “Policy Exceptions’.

Palicy Action

Warning letter or withdrawa of a type of service which is gpplied to a customer who fails to comply
with the conditions of the policy.

Policy Exceptions

Cancdllations that result from the arrival of the vehicle after the scheduled 30 minute pick-up window or
that occur in circumstances determined by Para Trangpo as unusud and unavoidable such as high
cancellation days caused by a snow storm, etc.



