OTTAWA-CARLETON REGIONAL TRANSIT COMMISSION REPORT

COMMISSION DE TRANSPORT REGIONALE D'OTTAWA-CARLETON RAPPORT
Our FileN/R4. 14-8-2000 DEFERRED
Your FleV/IRE:.

DATE: 14 June 2000

TO/DEST: Co-ordinator, Trangt Services Committee

FROM/EXP. Generd Manager

SUBJECT/OBXET: PARATRANSPO ELIGIBILITY CRITERIA
AND REGISTRATION PROCESS

DEPARTMENTAL RECOMMENDATION

That the Transt Services Committee recommend the Commisson approve the
implementation of Phase One of the new Para Transpo digibility criteria and registration

process effective September 1, 2000 and approve in principle the implementation of Phases
Two and Threeearly in 2001, pending further public input.

BACKGROUND

At the December 17, 1999 Trandt Sarvices Committee 2000 budget meeting the following
recommendation was gpproved:

That the review of digibility for Para Transpo be completed by June 2000 and that any
freed up service be re-deployed to customers who cannot use regular transit.

This is in line with one of the recommendaions of the Comprehensve Review of OC Trangpo
completed in February 1999. It was dso one of the specific actions that Management proposed
in June 1999 in response to the Comprehensive Review report.

SUMMARY

A proposal has been developed, in consultation with the Accessble Trangt Advisory Committee
(ATAC), to change the Para Trangpo regidraion process to make it more effective in providing
sarvice to those who have no other trangportation dternatives. The new process is modded on
the one which was successfully introduced in Toronto, with changes to reflect the needs of Para
Trangpo cusomers. The man difference between the Toronto process and the one we ae
proposng is tha in Toronto dl gpplicants must go through an in-person interview and there are
no goplication forms. Our proposa requiresthat dl goplicants submit an goplication form and

only those whose digihility is undear will be required to atend an inperson interview and/or
physcd asessment. Generd information on the regidration process presently used by Toronto
Trangt's Whed-Trans service is atached for your information. (Annex A).



2

The present Para Trangpo digibility criteria is based on an gpplicant’'s physcd functiond
mobility, and redtricts the use of Para Trangpo to those who are physcdly unable to wak 175
metres or climb the seps of OC Trangpo's regular trangt buses. The proposed digibility criteria,
which is presently used in Toronto, is dso based on an goplicant's physca functiond mohbility
but dighility is determined based on an individud's levd of physcd functiond mobility in the
home, within the area immediatdy surrounding the home, and in the community a large, as well
& pemanency of disblity. A point sygdem dmilar to Toronto's will be used to determine
dighility.

The intent of the new criteria and regidration process is to provide a reiable sarvice over the
long term to those who have the greatest functiona need for accessble trangt.

The proposad digibility criteria and regigration process will likdy not extend sarvice to many of
those who would presently not be condgdered digible for sarvice However, we are initiging a
sudy to identify the trangportation needs of dl people with disdbilities, determine how they are
currently being met and to develop a proposd to address these needs.

Our proposd is to introduce the new regidration process in three phases. The firg phase would
be implemented in September 2000 and would incdude a new more detalled regidration form,
dill requiring the dgnature of the gpplicant's s hedth care professond. 1t would aso indude
the introduction of a amdl onetime only regidraion/adminigration fee, and the posshility of an
inperson interview and/or physcd assessmentt for some gpplicants whose digibility is undear.
The second phase, which could be introduced early in 2001, would remove the requirement for
the applicant's hedth care professond to dgn the regidration form, would increese the
regigraion/adminidration fee, ard would expand the number of inperson interviews and
physcd assessments. The third phase, which could aso be introduced early in 2001, would see
the reregidration of the exiging Para Trango regidrants, usng the same method as for new
Users.

DISCUSSION

Para Trangpo sarvices are intended for persons who are physcadly unable to dimb or descend
steps usad on conventiond public trangportation facilities or walk a distance of 175 metres.

To qudify for service an gpplicant must have their hedth care professond complete and Sgn a
Para Trangpo agpplication form indicating that they cannot peform the physcd tasks lised
above.

Presantly only 30% of Para Trangpoo regidrants use a whedchar or scooter while 70% are
classfied as ambulatory. There is a genard feding amongs regidered users that some hedth
care professonds have placed persons on Para Trangoo service who could use OC Transpo's
conventiond trandt system, which has reduced the services avaladle to those who have no other
trangportation dterndives. It is quite likdy that many of Para Tangpo's ambulatory dients could
useregular trangt for at least some of their trips and in some cases dl their trips.

In 2000, Para Trangpo will provide over 750,000 single trips to gpproximately 9,000 registered
customers. However, with the avalable resources, Para Trangpo cannot meet the transportation
needs of dl its regigered clients Last year Para Trangpo could not accommodate 35,000
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customer trip requests and in D00, even with an increase in resources and productivity increases
there will likely be dose to 30,000 customer trip refusas.

With the aging of sodety and as persons with disabilities become incressingly integrated into
maindream society, there will ke pressures to increase the sarvices provided by Para Transpo. It
is, therefore, important that Para Trangpo services be provided only to those dissbled persons
who legitimately require adoor-to-door specidized trandt service,

To ensure that the avallable resources are used to provide service to those who have the grestest
functiond need for specidized trandt service, OC Trangpo, in consultation with the Accessble
Trangt Advisory Committee, has developed anew digibility criteria and registration process.

THE NEW ELIGIBILITY CRITERIA

The present Para Trangoo digibility criteria is based on an gpplicant’'s physcd functiond
mobility, and redtricts the use of Para Trangoo to those who are physicaly unable to wak 175
metres or dimb the steps of OC Trangpo's regular trangit buses.

The proposed digibility criteriay which is presently used in Toronto, is dso based on an
goplicat’'s physcd functiond mobility but digibility is bassd on an individud’'s levd of
physcd functiond mobility in the home within the area immediatdy surrounding the home, and
in the community & large, aswdl as permanency of disability.

Some of the factors that will be consdered when determining digibility are
One sfunctiond need for amodified vehide

Permanency of disahility;

Means of functiond mohility in the home

Means of functiond mohbility in the areaimmediately surrounding the homes
Means of functiond mohbility in the community & large

Use of assdtive device - convenience versus need,

Useof Para Trangpo's specidized service- convenience versus need.

The intent of the new criteria and regidration process is to provide a reiable sarvice over the
long term to those who have the greatest functiona need for accessble trangit.

The proposed digibility criteria and regidration process will likdy not extend sarvice to many of
those who would presently not be conddered digible for servicew However, we are initiating a
sudy to identify the trangportation needs of dl people with disabilities determine how they are
currently being met and to develop a proposd to address these needs.

THE NEW REGISTRATION PROCESS

To ensure that the avalable resources are used to provide service to those who have the grestest
functiond need for gpeddized trangt sarvice, a new more detailled registration process has been
developed. The proposa isto implement the new processin three phases:

Phase One (effective September 1, 2000)

1) A person contacts Para Transpo by phone to request an gpplication form
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Para Trangpo provides the potentid applicant with basc information over the phone and
sends them an updated gpplication form which explainsin detall:

- who qudifiesfor Para Trangpo service;

- wha process is usad to determine digibility, induding the fact that ther hedth cae
professona will be required to complete the form, that there will be a smdl one-time
only regigration/adminidration fee and that some agpplicants may aso be required to go
through an in-person interview and/or a physica assessment.

- the gpplication form will contan more dealed information induding the following,
which will hep darify who does and does not qualify for Para Trangpo sarvice:

Para Trangoo digibility is bassd on physcd functiond mohility and an individud’'s need
for goecidized trangt will be based upon the individud’'s levd of physcd functiond
mohility in the home within the area immediatdy surrounding the home, and in the
community &t large, as well as permanency of disahility;

- this digibility guiddine has been developed with a view to providing a reigble sarvice
over the long term to those who have the greatest functiond need for specidized trangt
srvice

Para Trangpo is not a service for persons who have a times experienced dfficuity in usng

OC Transpo=s fixed route sarvice. It is dso not meant to replace OC Trangpo's fixed
route srvice when the fixed route service is limited, not operaing or not convenien.
Eligibility is not bassd on age, income or the avalability of others to trave with them on
regular trangit.

With the above additiond information provided to the goplicant and/or ther hedth cae
professond ealy in the regidraion process, the number of goplications submitted to Para
Trangpo by persons who do not meet Para Trangpo' s digibility criteria will likely decrease.

3)

4)

The gpplication form will be the fird dage of the regidration process and the hedth care
professond will be required to provide more detals on the gpplicat's physcd functiond
mobility. The applicant will be reguired to submit to Para Trangpo by mail or in person, the
completed gpplication form and a one-time only $20 Para Trangoo regigtration/administration
fee Like the previous gpplicaion form, there will be no requirement for the hedth care
professond to provide medicd information.

Upon recaipt of the completed gpplication form and regidration/adminidration fee, Para
Trangpo adminidrative daff would determine whether the gpplicant qudifies for service
based on the informaion avalable or whether the gpplicant must go through the second
phase of the regidration process.

a) Those gpplicants that Para Trangpo daff determine are qudified for service will be sent
ther Para Trangoo regidration number as wdl as a cusomer information packege (as

they aretoday).

b) Those whose dighility for sarvice canot be delermined based on the information
provided on their goplication form, will be st a leter indicaing that they must go
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through Phase Two of the legidration process. These individuas will be advissd thet they
must go through an in-person interview before we can determine whether they meet Para
Trangpo's digibility criteria They will be asked to cdl Paa Trangpo to st up an
gopointment. It is expected that interviews could begin as ealy as September 2000,
however initidly only a smal number of gpplicants will be requested to go through the in-
person interview process while the processis being streamlined.

5) In Phase One the interviewing paned would include a leest one Para Trangpo employee who
is familiar with dl aress of the regidration process There will be additional cods associated
with this process and gopropriate training of those who are conducting the interviews will be
required. However, it is expected that the cods associated with Phase One of the new
regidration process will be covered patidly by the regidraion/adminidration fee and the
remainder of the costs would be absorbed by Para Trangpo's exising budget. Eventudly the
complete interview process could be handled through a contract with an outsde agency as is
donein Toronto.

Each inteview will likdy teke gpproximady 15 minutes and al gpplicants particpeting in
the in-person interview will recave rotification by mall of the reslts of the interviews A
point sysem will be usad to determine digibility as is done in Toronto's Whed Trans
system. However the Toronto modd will be adagpted as required to meet Para Trang0's
needs.

a) Approved custoners. (please see 4 Q).

b) Indigible cusomers

Indigible cusomerswill recaive aletter advisng them that they do not qudify for Para

Trangpo svice however they may goped this decison by submitting further documentation,
within 21 days of recapt of naotification of the decison, which supports therr need for Para
Trangpo sarvice. The supporting documentation does not need to be from a doctor and may
be submitted by the applicant or any other person who can best describe the person’s need for
oecidized trangportation. The information will be reviewed and, if required, the customer
will be asked to atend an gppeds interview in which a functiond physcd assessment may
be conducted. The gppeds interview would likely be conducted by a hesth care professond
(an occupdtiond thergpigt or a physothergpist) or by a pand which would include a hedth
care professond. If service is denied a the appeds process, the cusomer will be notified
that no further appeds will be conddered. The gppeds process and the ecifics of the
physca functiond assessment would be developed this summer with the assstance of a
hedth care professond.

Phase Two (Beginning early 2001)

In Phase Two, much of the proposad regidraion process would remain the same. However,
based on the work that will be completed during Phase One, we would be in a postion to
implement some or dl of the following changes as wdl as other changes that may result from the
additiond public input we receive in 2000:
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All goplicants would 4ill be required to submit a Smilar gpplication form, but it would be
completed and signed by the applicant or person respongble for the gpplicant. A hedth care
professond’ s sgnature would not be required.

Paa Transpo's one-time only regigration/adminidration fee would be increesed to more
accurady reflect the actual costs associated with the new regidration process. Many doctors are
presently charging their patients for the completion of the Para Transpo goplication form, ® the
one-time regidration/adminigration fee would replace this fee and would provide Para Trangoo
with new revenue which would be used to cover some of the additiond costs associaied with
phases two and three of the new regidration process. The regigraion/adminigration fee would
ads0 have the effect of reducing the number of gpplications submitted by some organizations who
sometimes attempt to register the mgority of their dients whether they qudify for service or nat.

During this phase of the regidration process, the in-person interview and/or physica assessment
process will be used condderably more than in Phase One which will require additiond
resources but will ensure tha only those who meat Para Trangpo's digibility criteria are
registered for service.

Phase Three (Beginning early 2001)

Phae Three would involve the reregidration of the exiding Paa Trangpo cusomes  This
would be a long process and would require additiond resources to re-register gpproximeately
9000 Para Trangpo cusomers. The work could be done by an outsde agency as is done in
Toronto or it could be done interndly if additiond gtaff were made avalable. The one time only
regidration fee per dient would cover a least pat of the cogt of the re-regidraion. All Paa
Trangpo dlients would have to re-regiser by submitting a completed Para Transpo gpplication
form but nat al would have to go through an in-person interview and/or physica assessment. It
is likely that some of Para Trangpo's more mobile estomers would not qudify for service which
would free up service for those remaining dients who need the service the mod.

CONSULTATION

Megtings on spedidized trangt digibility and regidration processes have been hdd with a
number of other trandt syssems. The proposed Para Trangpo regidtration process uses many of
the demand management Srategies that are presently being used in other municipdities

OC Trangpo has dso worked dosdly with the Accessible Trangt Advisory Committee to develop
this new process.  Additiona public input will be sought throughout 2000 and will be teken into
condderation during the implementation of phases two and three of the new regigtration process.



FINANCIAL IMPLICATIONS

It is expected that the cost of Phase One of the proposed Para Transpo registration process,
which would be scheduled for implementation in September 2000, would be covered by
cusomer regidration/adminigtration fees and by Para Trangpo's exiging 2000 budget. The codts
to expand the process to Phases Two and Three will be included in the proposed 2001 Para

Trangpo budget.
TRANSPORTATION NEEDS OF OTHER PERSONS WITH DISABILITIES

There are many persons with disabilities who do not presently qudify for Para Trangoo sarvice
Mog of these individuds can use conventiond trangt sarvices with the assdance of a
companion to provide direction and to ensure ther safety, and most ae currently receiving
trangportation through other means.

The proposad new digibility criteria and regidration process will likely not place many of these
individuas on Para Trangpo. However the trangportation needs of dl persons with disabilities
are presently being investigated by OC Trangpo.

OC Trangpo has issued a request for proposd for a consultant to produce a report which will
identify the trangportation nesds of persons with disbilities within the Ottawa- Carleton Region,
as wdl as the resources that are currently used by other community services to provide disabled
persons with trangportation.  The consultant will dso be expected to develop a modd to meet
these needs, together with redisic cost estimates, usng the most gppropriate mode of service
delivery avalable from public, private, volunteer, conventiond or specidized service depending
ontheindividud’ sfunctiond diszbility.

The report will lig dl the categories of persons who have difficulty usng conventiond trangt for
whetever resson based on dissbility, and will indicate the extent of the potentid demand for
trangportation from these groups as wel as the extent to which the demand is currently being
met by whatever means.

Before the contract is awarded, areport will be submitted to the Trangt Services Committee.

OTHER DEMAND MANAGEMENT STRATEGIES

Severd demand management drategies have been implemented by Para Transpo over the lagt
few years. This had hed the effect of increesng the avallability of service for those Para Trangpo
customers who generdly have no dternate means of transportation.

A new resarvation process was implemented in May 1996 that virtudly guaranteed service for
clients who use awhedchair or scooter.



In June 1999, Para Trangpo implemented a cancelaion and no show policy which has

sgnificantly reduced cusomer cancdlations and no shows and has resulted in the provison of
more sarvice to more clients.

Also in June 1999, a top-up of one ticket or $1.25 was introduced for customers using the
sniors pass.  This has reduced the demand from senior pass usrs who can sometimes use
regular trangit and has freed up service for other Para Trangpo cusomers.

This year Para Trangpo plans to run a smdl pilot project which will use taxis to accommodeate
some medical trips which would otherwise be refused service.

This report recommends a new digibility criteria and regidration process which will ensure that
a relidble sarvice will be provided over the long term to those who have the grestest functiond
need for accessble trangt.

In June of 1999 a report was submitted to the Trangt Services Committee that pointed out the
need to re-evduate the current Para Trangpo regular booking process. Para Trangpo customers
can now resarve an unlimited number of regular bookings, 7 days a week, for any trip purpose,
This hes the effect of limiting the levd of sarvice that is avaladle for cusomers who want to
book trangportation that does not occur regularly eech week. Detalled discussons have been
held with the Accessble Trangt Advisory Committee on this item and a thar May 23 medting,
they indicated thet they would not recommend that the number of regular bookings be regulated
or that a trip purpose priority sysem be implemented on Para Trangpo a this time. A report on
regular bookings and trip priorities will be submitted to the Trangt Services Committee in the
fdl of thisyear.

CONCLUSION

It is expected tha, with the implementation of the proposed new digibility criteria and
regidration process, only those who have the greatest functiond need for Para Trangpo's door-
to-door service will become digible for sarvice. This will free up some service for Para Trangoo
cusomers who have no other trangportation aternatives. It is aso expected that the consultant’s
report on the trangportation needs of persons with disabilities will provide vaudble information
that can be used to provide disabled persons in Ottawa Carleton with the most gppropriate and
cog - effective means of trangportation.

Approved by
Gordon Diamond



Annex A

WHEL -TRANS ELIGIBILITY STATEMENT

An individud’'s need for accessble trangt is based upon an individud’'s levd of physcd
functiond mobility in the home, within the area immediady surrounding the home, and in the
community & large, as wedl a pamanency of dissblity. Eligibility is not bassd on paticular
disahilities.

Note: Highility is bassd on physcd functiond mobility not:  age, income avalability
of othersto drive or cognitive disabilities

Whed-Trans gaff, in conjunction with the Advisory Committee on Accessble Trangportation,
hes revised the digibility guiddines with a view to providing a rdiadle sarvice over the long
term to those who have the greatest functiond need for accessble trandt. As a result of these
changes there is a requirement for al exiging Whed-Trans cusomers, as well as ay new
customers, to attend an in-person interview in order to determine digibility.

Interviews teke place a locations that are fully accessble including the interview area and
fadlities (pleese = lig bdow). There ae dgns directing goplicants to the Whed-Trans
Application Interviews a each location. On-gSte interviews will be conducted a locations where
there are 10 or more customers wishing to apply for the service.  Arrangements for interviews
can be made by cdling 393-4111 Monday- Friday, 8:00 p.m. to 4:00 p.m.

DSLea and Associates were awarded the contract to conduct the initid in-person interview and
they act on behdf of Whed-Trans All interviewers employed by DS-Lea have a minimum of
100 hours interviewing experience, particularly in assessng one's need for a service. Prior to the
commencemeant of the interviews, dl interviewers atended a one-day traning sesson conducted
by members of the Advisory Committee on Accessble Trangportation (ACAT) and Commission
Saff.  This traning congsed of providing guiddines and training in the completion of the
questionnare form, digibility guiddines and senstivity issues

The inperson interview tekes goproximatdy 15 minutes and the questions assess an individud’s
physca functiond need for accessble trangt. The interviewer does not advise the gpplicant a
the interview if they have been goproved for Whed-Trans. Cugomers will recaive natification
by mail of the results of the interviews.

APPROVED CUSTOMERS

Approved cusomers will receve a ldter that they ae required to pay a onetime only
regidration fee of $25.00 and that they have 30 days to send the regidraion fee to Whed-Trans.

Upon receipt of the regigtration fee, the customer will be sent their new regidration card.
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I NELIGIBLE CUSTOMERS

Indigible cusomers will receve a letter adviang them that they may gpped this decison by
submitting  documentation, which supports ther need for accessble trandt.  The supporting
documentation does not need to be from a doctor and may be submitted by the gpplicant, an
occupationa thergpidt, a physothergpist, or the person who can best describe the person’s need
for accessble trangt. This information will be reviewed and if required, the customer will be
asked to atend a review pand interview. If denied sarvice, the cusomer will be natified thet no
further goped s will be congdered.

North York — North York Centrd Library 5120 Yonge S. (Sheppard)

Etobicoke — Richview Library 1806 Idington (Eglington)

Scarborough— Morningsde 255 Morningsde (Lawrence/Kingston Road)
Downtown —Metro Hdll 55 John Street




