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Executive Summary

What's critical to know in 5 pages

Access Calgary is part of Calgary Transit. It has a staff of about 75 people with &
operating budget of about $30 million and is responsible for delivering spegcializeq
transit services to Calgarians.

Specialized public transit serves people that cannot use or naviga
transit (buses, trains, roads, sidewalks) because of functional lipr
disability or condition. This includes people who:

requiring a walker,
A have specific physical limitations makipg

have cognitive difficulties, and/or

Specialized pub|jc transiy
transit '

madeayailable tg those with disabilities. This included public transit services. The ADA

essentially Teframed the provision of specialized public transit from a service level issue to

an issue of human rights.

The ADA was American legislation. It's impact, however, has been global. It has
empowered those with functional limitations to demand public transit service. It also
provided an ethical stimulus, moving public transit providers, including those in Canada,
to match the specialized public transit services provided to people in the United States.

} onverge
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The challenge facing municipalities

Public transit organizations have often struggled to provide specialized public transit
services. These services are expensive. Providing the capacity (mandated by the ADA)
while controlling costs is the challenge. Three broad themes characterize this challenge

and the response public transit service providers.

separated from other large pockets
ive and cheap forms of travel, such

1. Access Calgary is an efficient, well managed organization.

Access Calgary is delivering service effectively, roughly at 20% less cost than comparable
jurisdictions in Canada and with comparable levels of service quality. The organization
design supports a smooth and efficient workflow, and the organization's position, as part
of Calgary Transit, supports the promotion of system integration efforts that will be
required for making fixed route systems more accessible in the future.

}Converge
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2. The service delivery model is working well. It should not be modified.

Access Calgary contracts out the service delivery component of its business to Calgary
Handi-Bus, Southland Transportation, Checker Cabs, and Associated Cabs. This has
allowed the organization to reduce the business interruption risk associated with any one
provider. It has also allowed Access Calgary to mix and match service provision reducing
overall costs of providing the service. This service delivery model works and shga(d be
retained.

placingsasual trjps at the end of the queue. This is not permitted under the ADA, is seen

as a violation of civil rights by Access Calgary customers, and is likely inconsistent with
values and expectations of Calgarians. It also invites higher level government intervention.

Access Calgary should be given the budget to ensure that prioritization by trip purpose is
not required.

}Converge
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5. Access Calgary does an excellent job in managing eligibility. The customer
base has been reduced, but demand will continue to grow.

Because of the cost of providing specialized public transit, not everyone wanting to use
the service, can. Customers must be eligible. Access Calgary introduced a more rigorous

process to determining eligibility based on the functional limitations of individuals in using
existing fixed route systems. This is consistent with best practice and has showpesults.

trends.

6. Service area definition is consistent with best practice,
funding.

true where Tustomers rely on Access Calgary to go to work or medical appointments.

Making this a key strategic priority in the delivery of service should have flow through
performance impacts (i.e.; on-time arrivals). We recommend that management prepare
an analysis of the cost of bringing Access Calgary up to an on-time arrival rate of 95%.
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8. Access Calgary's core technology isn't doing the job. New software with clear
performance responsibility is required.

The nature of specialized public transit requires the use of specialized software (often
called paratransit software) to support trip booking, scheduling and dispatch as well as
day of service operations. Without this software, specialized public transit agencies such
as Access Calgary can't function.

rspettives of many groups. Do we have all the people and
that we need to have? Do all Business Units have a consistent

\
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Introduction: A Lean/Systems

Operational Review
Project Scope, Methodology and Disclaimer

reducing cost.

The purpose of this reviey

A Considered corporate policies and practices in scope for this review where they
impacted system performance. Typically, audits test activity against these standards
meaning the standards themselves are out of scope. That means some

recommendations may not be consistent with existing City of Calgary practices.

A Emphasized working with Access Calgary management and staff in a cooperative
effort. This took place through extensive interviews with management and staff,
facility tours and observing operations directly.

A Converge
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A Gathered feedback directly from Access Calgary's customers. We conducted a focus
group with customers and a confidential customer survey to ensure the voice of
Access Calgary's customers was captured and reflected in this report.

A Gathered comparative data from 4 other jurisdictions across Canada--Saskatoon,
Winnipeg, Edmonton and Toronto--to better understand how different jurisdictions
approached specialized public transit.

A Researched best practice data from the literature and from other studie
across North America and to a lesser extent, Europe. The criteria for j
practice was not what is agreed upon by public transit agencies b
been demonstrated to be effective at supporting cost-effective g

Scope
The scope is defined by the six components of the Leay

1. Purpose of the System

The basic function of the system from the
supposed to do and how does it provide va
effective manner?

2. What Matters to Customg

5. System Conditions

System conditions encompasses the organizational structure, performance measures,
roles and responsibilities, information and policies. Do existing system conditions help or
hinder organizational performance?

}Converge
Copautingcron
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6. Management Model/Thinking

The predominant management model in use and the assumptions serving as a
foundation for management decision making. How does management measure, manage
and improve performance?

Lean Systems Model

6 management o purpose of the syste
model/thinking

Process Step Process Step
Customer Touch/
\ / Interaction Point
Support Processes 6 system

(4.b Non Gemba) Process Step con d itiOﬁS

. T
RN

ProcessStep —»  ProcessStep —»  ProcessStep —»  ProcessStep —»  Process StQ

Core Processes
(4.a Gemba)
-—

process efficie
e & flexibility

Source: adapted and used d Cdgmmand and Control/Vanguard

Consulting by Converga Cs

Part 2: Acce
on the six components of the Lean Systems Model. This is the section that will be of

algary Lean System Analysis. A systems analysis of Access Calgary based

greatest interest to policy makers presenting broad system findings and
recommendations.

Part 3: Lean Operational Review of Access Calgary. This presents the operational detail of
Access Calgary, its practices, processes and performance, how these compare to best
practices and where issues and improvements are recommended.

A Converge
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Part 1. Introduction to Access Calgary
and Specialized Transportation Services

Historical Background to Access Calg

How did we get here?

elgibility criteria and process for specialized

A lot has changed since then. Ridership has skyrocketed and Access Calgary has grown
from a fledgling start up to a sophisticated broker connecting customers for specialized
public transit services with service providers. It manages the eligibility of over 15,000
customers and books well over 1.0 million trips every year.

In 2012, Calgary City Council decided it was time to conduct a Performance Audit of
Access Calgary. This report marks the completion of this initiative.

11
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Americans with Disabilities Act

It's impossible to understand the business context for specialized public transit without an
appreciation for Americans with Disabilities Act (ADA) of 1990. The ADA applies to the
United States, not Canada, and doesn't deal specifically with public transit. It nevertheless,
was game changing legislation that significantly influenced the way in which specialized
public transit is delivered here and across much of the world.

A A condition or disability must prevent a person from being able to ride the fixed-route
buses or to understand and follow transit instructions.

Some individuals are eligible for service under specific conditions, permitting transit
organizations to determine eligibility on a trip-by-trip basis.

Much of the inspiration behind the 1997 Review of Transportation Services in Calgary was
driven by the ADA as were many of the recommendations.

12

\

A Converge

Consulting Group'

=




access _——>
I | e

&~ Performance Audit Lean Operational Review

Impact on Canada

In reframing public transit service delivery as a human rights issue, the ADA changed the
conversation and expectations of people with disabilities around the world. This has had

three major effects on the industry in Canada:

A People with disabilities, including Access Calgary's current customers, tend to see

dominates. To this last point, speciali S t ehicle design and
manufacture, are both made for'the Amexcs 2 reflect and embody

=Avith disabilities. Additionally, the equality rights
ghts and Freedoms (1982) guarantees people with

13
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Industry Challenges: Capacity &
Sustainability

The fundamental challenge in specialized public transportation services is building
sustainable capacity. Capacity can always be added—just add money. Sustainable
capacity means building capacity in a cost effective manner. Costs in specialized public

transit are driven by three broad factors:
1. Rising Demand. Increasing demand is driven by:

A

A

A

the urban space itself drives the need for private vehicles, fixed route and specialized

public transit services.

14
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Responding to the Challenge: Integration is
the key

Evidenced-Based Approaches to Increasing Capacity &
Sustainability

The overwhelming theme emerging from the experience of specialized public¢

neighbourhood groups.

There is no game-changig

publictrarsit service always increases the cost, even when per-ride, per-passenger
expense decreases.

A Transit agencies are often the least expensive transportation option increasing
demand for specialized public transit services.

A The better a specialized public transit service meets the expectations of public transit
customers, the greater the costs of providing the service because of the resulting

effect on demand.

15
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A The demand for specialized public transit is increasing because of an aging
population, advances in medicine that help people live longer often at the cost of
various disabilities, and increasingly strong legal protections for mobility rights.

A Moving more specialized public transit customers to fixed route service are
complicated by the attractiveness of specialized public transit. versus fixed-route
service inadequacies as well as the community infrastructure on which it relies.

A Factors beyond the control of a transit agency, such as climate, encouradgs
specialized public transit.

Specialized public transit is expensiyg. expand management
improves sustainability by limiting gt {Nd for specialized public
transit.

Eligibility processes

Eligibility assessme i gt to access specialized public transit.
Introducing moreJ ibilit as proved effective at reducing demand.

mayxreddce jhe number of people eligible for specialized public transit, but reduction in
costs be offget by denial of service to those that need it as well as negative public

reaction.

Implementing conditional eligibility.

Conditional eligibility finds that some applicants can use fixed-route service for at least
some of their trips and specifies the particular conditions that prevent use of fixed-route
service. An example is providing conditional eligibility when snow and ice are present.

16
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Use of conditional and trip-by-trip eligibility avoids specialized public transit costs for
those trips that eligible riders take on fixed-route service.
Specialized transit feeder to fixed-route service.

Some specialized public transit customers' eligibility is based solely on the inability to get
to and from transit stops. Feeders provide specialized transit services between the

existing transit stop and the destination.

Removing barriers on the fixed route system.

expensiye and legs productive than people expect.

Travel training.

Increasingly, transit agencies are teaching people with disabilities how to use fixed-route
transit. These include mobility orientation sessions, which are one-time sessions where
transit service is introduced and transit skills taught, and one-on-one individualized
training often on the system itself. An individual successfully completing the training and

17
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using fixed-route transit can travel more spontaneously and at less cost than on
specialized public transit.

Access Calgary is currently engaged in delivering travel training.

Fare Incentives to use fixed-route service.

Fare incentives provide for reduced or free use of fixed-route transit service. Thjg

services.

Premium charges

e specialized public transit trips and its support to the
eir trips. Further, matching specific vehicles to drop-off

Alternative Service Models

The increasing demand for specialized public transit services is making the search for
operating cost efficiencies increasingly more important.

The result of this emphasis on cost is that publicly operated systems are exploring the
potential of privatizing service, while privately operated systems are seeking contractors

18
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who can do more for less. Downward price pressure is creating an environment in which
agencies are being more innovative with their approach to delivering service. This is
means more agencies and firms are willing to deploy alternative service models and
technology firms to reduce cost.

No Show & Cancellation Policies

An effective no-show/late cancellation policy can reduce the waste of specia
transit resources that results from vehicles that are dispatched for riders

trips, the strategy will improve productivity.

Reservation / Scheduling / Dispatch Process

Kpatch, and day of
ith control centre staff

Subsgceripon)Tripg. In addition to a call in-take system for specialized public transit trip
reservatons, marly agencies have subscription service trips, including Access Calgary.
SubscriptionTrips are trips that a customer makes on a regular basis, with a specific
origin and destination that does not change. Most often these are for employment,
medical, and/or educational purposes. Subscription trips greatly reduce the

reservation/scheduling burden on specialized public transit agencies.

Scheduling. Scheduling the daily itineraries is a logistical challenge because of new trip
requests and integrating these with standing subscription orders. Automated scheduling
systems are a requirement, however, experience with these systems suggests that daily

19
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schedules must still be reviewed by employees to verify the process. This confirms the
experience at Access Calgary where daily schedules are reviewed for logic and cost
minimization.

Driver manifests are produced from the schedule. For systems without mobile data
terminals (MDTs), the manifests are typically printed or faxed to operators. This limits the
ability of day-of-service operators to adjust service delivery to changing circumsgances,

negatively affecting productivity.

These todis_are Aot solely about customer service, nor are they only available for larger
systems. Rather, they are proving robust enough to improve system productivity.

Mobile Data Terminals (MDTs), and Interactive Voice Response (IVR).

AVL and MDTs can improve productivity by allowing dispatchers to better manage trips in
real time and by providing detailed operational data that can then be used to schedule
more efficient service. The ability to track operations in real-time improves dispatchers’
ability to modify schedules in response to actual conditions on the day of travel and to

20
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make the most productive possible changes in response to delays, no-shows, vehicle
breakdowns, and other events that cannot be predicted. AVL's also permit collecting
better information and management of slack time. AVL is also useful in enforcing a no-
show policy by allowing determination of whether the vehicle was actually at the pick-up

location, and arrived within the promised on-time window.

capital
runs that may

The ACE program operated by Access Calgary is such a program.

Vehicle sharing.

As part of a mobility management strategy, some operators are experimenting with
mutual sharing of capacity with human service transportation providers. This strategy
holds the promise of making productive use of vehicles, reducing operating cost by using
less expensive providers, and reducing trip shifting from human service providers.

21
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Vehicle mix.

Large vehicles are not only more expensive to operate than smaller ones; they may be
slower, both in traffic and in boarding and unloading passengers. However, too many
small vehicles, or vehicles of the wrong design, could limit the ability to group trips.
Insufficient wheelchair accessible vehicles will also limit productivity and could result in
unacceptable problems in serving passengers who use wheelchairs. Achieving

vehicle mix requires finding an optimal balance among grouping trips, availabl
accessible vehicles, and speed of operation. Some operators are experi i

appropriate.

Smaller vehicles

launch of the MV-1—a g
specialized public tra

supplemestal ingurance, conducting background checks, and providing overall
coordination of the program. Volunteer drivers may use their own vehicles or vehicles
provided by the program. Some volunteer driver programs supplement service with paid

drivers.

Mobility Management.

In the context of specialized transportation, mobility management involves facilitating
transportation improvements for seniors, persons with disabilities and individuals with

22
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lower incomes and connecting people with appropriate services that work for them
through a single point of contact. Interest in mobility management in the U.S. has grown
since it has been promoted by the United We Ride initiative of FTA and other U.S. federal
agencies, and since mobility management activities were identified as eligible to be
considered as capital expenses with 80% Federal funding under the New Freedom and
Job Access / Reverse Commute programs. Among various services and programs,
mobility management can include:

A ‘“one-stop” information centres that coordinate information on

options,
A call-centres with trip planning and scheduling,
A travel training,

A transportation brokerages that coordinate providers,
needing trips, and planning and implementation o

Targeted Transit Promotion to Seniors.

shopper routes are operated as an adjunct to the specialized public transit program.

There are numerous examples around the country of these flexible, senior-oriented
services, operated by transit agencies as well as local jurisdictions, sometimes with
funding support from private organizations such as grocery store chains. The ability of
these services to substitute for specialized public transit in meeting the trip demand of
seniors and others with specialized needs for frequent local trips results in avoided costs
from the transit agency’s more costly specialized public transit trips.

23
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3. Urban Design

Walkable Communities.

Walkable communities are pedestrian friendly, with sidewalks and pathways connecting
residential areas with activity centers. Retail and shopping areas are close by or
interspersed with residential areas, encouraging walking trips for shopping and,other

purposes feasible.

Senior facilites’should also be located close to fixed-route services. Much of the
development patterns in recent decades separated land uses, resulting in greater
distances between homes and activity centres, discouraging pedestrian trips, and making
fixed route transit less convenient.

24
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Part 2. Access Calgary Lean System

Analysis
What is Access Calgary and what does it do

public transit. Specialized public transit serves those who cannot uge\or na& ig
} or cyn

pilitl\to clinp

as bNrdness,

Providing specialized public transit is expensive relative to fixed route services. For this
reason, municipalities are increasingly pursuing an 'integrated approach’ encompassing
both strategies. The idea is that by making the fixed route system as accessible as
possible, the need and demand for specialized public transit will diminish, and along with

it, the overall cost of providing public transit.

Calgary Transit, with Access Calgary, actively pursue this strategy as well.

25

}Converge
Copautingcron



access _——>
I | e

&~

Performance Audit Lean Operational Review

System Purpose

How well Access Calgary pursues its mandate
The purpose of any system is serving customers in an efficient and effective manner. For

Access Calgary, this essentially means efficient and effective delivery of specialized public
transportation services to Calgarians.

Basic Operational Characteristics

Calgary in terms of both populajjoznandgevgra
basic Comparativejuri)sxf&g data

Ig \T/o?‘nto Winnipeg  Saskatoon Edmonton
Organizat0on CC8SS TC Handi- Access DATS
Calgar Wheel Transit Transit
K Trans

Populatigh ,120,000 2,791,100 660,000 260,000 817,498
848 630 464 210 685
1,297 4,430 1,422 1,238 1,193
1,200 2,900 500 130 900
$30 $95 $9.7 $4 $29
$27 $34 $15 $15 $35
Source: SBTNE:an/ed data provided by comparative jurisdictions.

Access Calgary's operating cost is $27 per Calgarian. This places it in the middle of the
comparative jurisdictions. Toronto pays $34 for every citizen to operate TTC Wheel Trans.
while Winnipeg and Saskatoon both pay $15 per citizen to operate Handi-Transit and

Our thanks to these organizations for taking the time to provide us with the information requested.

26
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Access Transit respectively. Edmontonians pay $35 each to operate DATS. That's 30%
more per person than Calgarians pay to operate Access Calgary.

Service Cost Drivers

What explains these differences in cost? Both Saskatoon and Winnipeg deliver
specialized public transit services at 44% less cost per person than Calgary. Why<Q

basic comparative jurisdictions operating data

Calgary Toronto Winnipeg Sas

Organization Access TTC H
Calgary Wheel raQst
Trans ult Transit
Service
Trips per population 1.09 Q4 0.7 \>%O 11
Cost per trip $25 $ $31 $32
Hybrid

Service Delivery Model Contra, teNally Contrasted Internally
out / HyBd Operat \o Operated

\

¥

Source: Self-reported data provided by orgam

till 24
ifferencexNn iz

Rppedr to be more cost effective than other systems, what
? We believe it is largely attributable to the service delivery

America.

Winnipeg, for example, has a service delivery model in which all vans and accessible
buses are operated by third party contractors. This is in contrast to Saskatoon where
buses and vans are operated internally by municipal transit administration. Edmonton
operates on a hybrid model, mixing contracting out and internally operating services.

Access Calgary is unique. Technically, it operates a fully contracted out service delivery
model. But Calgary Handi-Bus has unique legacy relationship with the City of Calgary.

27
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Although never part of the City of Calgary per se, Calgary Handi-Bus was once funded by
Community and Social Development Department. It still shares the same union as
Calgary Transit, albeit with different conditions. Further, the nature of the contractual
operating and funding arrangements are different between Handi-Bus and the other
providers such as Southland Transportation. This makes for a largely contracting out
model and why we have described it as Contract Out/Hybrid.

Delivering trips efficiently

Access Calgary is delivering on Trips Delivered

this mandate of delivering trips Run Chart _f XQ

efficiently. 1300000~
Last year, Access Calgary ., 1250000-
delivered 1.25 million trips. §
£ 1200000-
Projections indicate the number of £ ,\(\
. . = ~N\
trips will come to close to 1.3 1150966~

million in 2013.

0 1 1 1
2010 2011 2012 2013Proj.

Further, the demand for trips on Observation
specialized public transit is Nwber of runs up or down: 2
) . X xpected number of runs: 5.0
increasing. From a low in 2008 Longest run up or down: 5
Approx P-Value for Trends: 0.002
Approx P-Value for Oscillation: 0.998

Trend Analysis

Trend Analysis Plot for Cost per Trip
Linear Trend Model
Yt = 21.689 + 0.591%t

27 -

26-

=

~ 25-

a

'a:) 24~

,;' ” Trend line corresponds to an average

S increase in operating cost per trip of

- 2.82% annually.
trip costs, carronly do so much. a-
With significant growth in the 0- ' ' ' 3 ' | '
2006 2007 2008 2009 2010 2011 2012 2013 BDGT

number of trips demanded, Year

Converge Consulting Group Inc.

Access Calgary's budget will need to rise in response to increasing demand or the level of
service provided will decline.

28
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Conclusions/Recommendations. An efficient specialized public transit model.

Access Calgary operates an efficient specialized public transit system. It delivers trips at a
cost equal to, or below, comparative jurisdictions examined.

A major reason for this cost effectiveness is the effective management of a contracted-out
service delivery model. This model is proving itself here and elsewhere and is now
recognized as a best practice in specialized public transit delivery. This should

change.

Critical Differences: specialized versus fixed route syste

specialized public transit, there are no routes, no standardized schedules, and no easily
predicted demand levels. Some element of standardization exists with regularly booked
passengers, but even so, these can and do change daily. Add in all the 'on demand'
passengers and flexibility in response to demand variation becomes paramount in the
delivery of efficient and effective service.

In fixed route systems, inability to meet demand is a service quality issue. With Access
Calgary, it's increasingly a human rights issue. A full bus that can't take any additional

29
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riders is seen by customers as a service quality issue. It may bring complaints of poor
service or a few angry phone calls to Aldermen. Management has the ability to make
trade-offs between:

A increasing the level of service (and cost) and increasing customer satisfaction, or

A maintaining the level of service (and cost) and enduring customer complaints and
concerns regarding the service.

Failure to meet specialized public transit trip requests, however, is increasingly s

trip and alower griority)? Some program administrators report Access Calgary denying
trips to people with counseling appointments in public areas because the location didn't
seem to be appropriate for a medical or related purpose.

This tension was reflected by one program administrator who asked; "What business is it
of Access Calgary why someone wants to take a trip anyway?"
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Conclusion/Recommendation: Policy needed on trip prioritization

The tension between increasing demand for service and budget constraints must be
acknowledged by City Council and a policy stating the position of the City of Calgary
should be formulated related to the practice of prioritizing or restricting trips on
specialized public transit. Without such a policy, Access Calgary is placed in the position
of denying access to eligible customers inviting both a customer and citizen bagklash as
well as provincial involvement.

provided by Access Calgary.

Access Calgary regards itself as an extensio
services to within 1.0 kilometers of an exisyg
service area corresponding to the area belo

Access Calgary Service Areg

Chests

Source: City of Calgary, Calgary Transit
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Not all comparative jurisdictions operate this way. Toronto, Saskatoon and Edmonton
define the service area as anywhere within city limits.

Service Area Definitions: Comparative Jurisdictions

Calgary Toronto Winnipeg Saskatoon Edmonton
Service Area Within 1.0 km.  Within city Within 0.5 km  Within city Within city
Definition of a fixed limits. of a fixed limits lig

route transit route transit

stop. stop

City 726 sq. km. 630 sqg. km. 464 sqg. km
Geographical

Area

Source: Data provided by jurisdictions

A increase in operating budget to cover the added costs of extending service.

Otherwise, Access Calgary will continue to feel the pressure between customer demand
and budget constraints.
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Customer Demand and Access Calgary
Response

"The most fundamental law of business is . .. without

customers, there is nho business.” --Peter Drucker

The demand for Access Calgary services are strong and getting stronger.
respond to this demand, Access Calgary needs to know, understand an§
drivers of this demand.

The Customer Base

Over the past few years, Access Calgary h
removing non-active customers from

over 15,000 today.

Size of the Custo

— _d
-4 —a———
1 1 1 1 1 1
2008 2009 2010 2011 2012 2013Proj.
Observation
Number of runs about median: 2 Number of runs up or down: 2
Expected number of runs: 5.0 Expected number of runs: 5.0
Longest run about median: 4 Longest run up or down: 4
Approx P-Value for Clustering: 0.011 Approx P-Value for Trends: 0.002
Approx P-Value for Mixtures: 0.989 Approx P-Value for Oscillation: 0.998

Converge Consulting Group Inc.

Source: Data provided by Access Calgary, Analysis by Converge Consulting Group Inc.
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The number of customers has been relatively stable since 2010, hovering at, or slightly
above the 15,000 mark and displaying only a very small level of growth.

Access Calgary's success at managing eligibility is evidenced in part by examination of

eligibility ratios (active customers per 1000 population). The lower the number, the lower
the cost. Across comparative jurisdictions, Access Calgary has the lowest eligibility ratio

with 8.6 active customers per 1,000 population.

Comparing Active Customers and Populations

Calgary Toronto Winnipeg Saskatoon

Access TTC Wheel Handi-Transit  Acg@ssNrand{
Calgary Trans

Population 1,100,000 2,791,100 660,800 26000 WAQS

Eligible & 9,500 33,000 ) 400 10,750
active

customers

Customers per
'000 population

Source: Self-reported data provided b

can do in using eligibility process to help curb this demand.
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Distribution of Customers

Access Calgary customers are distributed across Calgary, but, as detailed in the map
below, tend to be concentrated in Calgary's north-east.

location of Access Calgary customers

Source: Data Access Calgary. Analysis and mapping, Converge consulting Group.

Despite the concentration in the north-east, the broad distribution reinforces the impact of
geography on specialized transit operations. Every customer is entitled to a ride. Every
day, Access Calgary must define a set of routes and a schedule that can take anyone of
these customers to their required destination.
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Customer Demand

With a slow growing customer base, why the strong increase in the number of trips
demanded? The answer lies, in part, in the structure of demand.

The number of trips taken per Trips per Customer Trend Analysis

customer is increasing.
Trend Analysis Plot for Trip per Cs

Linear TrendAMddel

Customers are making more )

frequent use of specialized public
transit services offered by Access
Calgary. In 2006, the number of
trips averaged about 63 per
customer. By 2010, this figure had
risen to 78 trips per customer. In

Trip per Customer

2012, customers averaged close to
83 trips each and the projected

levels for this year are just shy of 85
trips per customer. Equally 2010 011 22 2013B0GT
important, this growth has been

consistent year to year.

RArpose of Trip

Shared Rides by Purpose

350000 -

300000 -

250000~
A
- A -— A
TUeA— 4 A a-—
200000 -
150000 -
100000~
50000~ | | | | [ | |
2006 2007 2008 2009 2010 2011 2012 2013 BDGT
Year
—&— Personal
. —®— Work
has been experienced for medical Education
. . ) —& - Medical
trlps since 2009 Converge Consulting Group Inc.

Source: Data provided by Access Calgary. Analysis by Converge Consulting Group Inc.

The analysis indicates that demand growth for Access Calgary services is driven largely
by discretionary, personal trips, as opposed to trips required for employment or medical
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purposes. The implication, is that customer demand is growing because Access Calgary
is offering a service that works.

Response to Customer Demand

Response to customer demand is measured through four key performance metrics: (i)

percentage of trips accommodated, (i) on-time arrivals, (iii) on-time drop offs apd (iv) on-

board time.

Percentage of Trips Accommodated

Calgary Edmonton
Access DATS -
Calgary Disabled
Adult Transit
/\ Service

Percentage of % % 9% 90.2% 999%*
requested trips
accommodaté\

IR

Some ofNthis wag/achieved with the customers consent. But it also represents a major
area of risk for Access Calgary.
On-Time Arrivals

On time arrivals measures the ability of Access Calgary to have transportation show up
within the arrival time window promised the customer.
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Of importance is the size of the arrival window. Access Calgary works to a twenty minute
window (promised time + 20 minutes). Access Calgary's performance is in line with other
service providers.

On time arrivals

Calgary Toronto Winnipeg Saskatoon  Edmonton

Access TTC Wheel Handi- Access AT -
Calgary Trans Transit Trans Dissple
AdN Tragsit

O\'ﬁi nutes
%

Arrival Window 20 minutes 20 minutes 10 minutes/ 2 {nut
On time arrival 90% 85% & /A
performance. /\

S~

ould translate to about 24,000 phone call enquiries a year or
ificant volume that must be managed.

for Access Calgary in terms of both customer satisfaction and reducing cost and demand
on call centre operations. Access Calgary has undertaken efforts at improving its
performance on this metric.

We recommend that Access Calgary make improvement in on-time arrival performance a
strategic priority for operations over the next two years.

Access Calgary management should develop plans and budgets to reflect this priority.
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On Time Drop Offs

On time arrivals are important but what determines whether a person gets to his or her
destination on time is measured by on-time drop off performance. Here, Access Calgary's
performance improves slightly to 93%, reflecting a pattern demonstrated by other service
providers as well.

On time drop offs

Calgary Toronto Winnipeg
Access TTC Wheel Handi-
Calgary Trans Transit

On time drop off 93% 85% N/A

performance.

Source: Self-reported data provided by participating

Calgary Toronto Winnipeg Saskatoon ~ Edmonton
Access TTC Wheel Handi- Access DATS -

Calgary Trans Transit Transit Disabled
Adult Transit
Service
On board time 90 minutes 90 minutes 90 Minutes 60 minutes 90 minutes
objective (max.)
On board time 98% 99% N/A N/A 99%*

performance.

\

=

Source: Self-reported data provided by participating organizations
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The Seniors Issue: Demand impact of an aging population.

The seniors issue is an important one because seniors are increasingly the major source
of demand on specialized public transit. Changing demographics have changed the
nature of the customer base for specialized public transit and of Access Calgary.

The average age of Access
, . Age Distribution of Active Cu

Calgary's customers is 75.

Just over 75% of all 600~

customers are seniors, age

65 or older. Aimost 25% of

customers are in their 90's.

500 -

The typical Access Calgary

Frequency

customer is not the 45 year
using a wheelchair. It's the
ambulatory 80 year old that
cannot use existing fixed
route public transit because
of the barriers that make the

system difficult to use.
vergeCons! |ngGr p

Q\a\\s

Solyce: DatWided by Access Calgary

Ambulatory clients make up

67% of the customer base.

b\\/ St.Dev Q1 Median Q3

195 66.0 81.0 89.0

These data makes it cl

Pareto Chart by SpaceType Classification of Active Customers
9000—

8000— - 100

7000—
- 80
6000—

5000— - 60

Percent

4000—

3000—

difficulty implementing such

2000—

systems is far greater than -20

might appear upon first 1000~

inspection. So is the cost.) SpaceTypeO_ Other

Count 5559 239 266
Percent 67.6 29.1 3.2
Cum % 67.6 96.8 100.0

Converge Consulting Group Inc.
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The demand impact is moderated to some extent by the characteristics of seniors
demand:
A the older the customer, the less frequently trips are taken,

A the ambulatory senior tends to use less expensive sedan transportation, as opposed
to accessible vehicles, and

A the length of trips tends to be shorter.

demand on public transit, including specialized
accordingly.

(vi) Use speeél
above.

41

\

A Converge

Consulting Group'

=



access _——>
I | e

&~

Performance Audit Lean Operational Review

Customer Satisfaction

Access Calgary is successfully responding to the challenge of meeting customer demand
levels, the quantity of demand, but what of quality of service? What is the level of
customer satisfaction?

Access Calgary conducts satisfaction surveys every two/three years of its customer base.

As the results indicate, although
there was a slight 'bump’in 2010
overall customer satisfaction, these
were not materially significant. Nor
was there any evidence of a trend in
customer satisfaction levels—for
better or worse.

For the time period for which data
was available, we have no gyisen
of any improvements to

1
2005 2008

satisfaction.
Observation
Numbexof runs about median: 2 Number of runs up or down: 1
ecteg’number of runs: 3.0 Expected number of runs: 2.3
Lon: run about median: 2 Longest run up or down: 3
Approx P-Value for Clustering: 0.110 Approx P-Value for Trends: 0.016
Approx P-Value for Mixtures: 0.890 Approx P-Value for Oscillation: 0.984

Converge Consulting Group Inc.

etrics 2004 - 2010

1
2010

2004 2005 2008 2010
(%) (%) (%) (%)
Booking agents are friendly 98 98 98 98
Access Calgary treats me like | am important 94 91 93 96
Feel safe getting on/off buses/taxis 95 96 94 96
Able to get the trips | need 93 91 90 96
The service provided meets my needs 92 92 93 94
Easy to book a trip 87 88 88 92

\
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Statements 2004 2005 2008 2010

(%) (%) (%) (%)
Able to get through on booking lines 80 85 83 91
Travel time is reasonable n/a* 87 90 87
Drop offs are on time 82 83 85 86
Pick-ups are on time 83 84 85

Operator Satisfaction 85 86

Index (Average across indicators) 89 89

Source: Data provided by Access Calgary.

Access Calgary data.

In short, an inaccurate, unreliable and e

Zction surveys, results varied depending upon the specific area of
customer satisfaction examined. (Detailed results are located in the Appendix.)

Satisfaction with various components of Access Calgary service are provided below.
Satisfaction ranges from a high of 89.5% (Booking agents are friendly and helpful) to a
low of 65% (my pick-ups are on time). A positive score is recorded with a response of (9,8,
or7).
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Voice of the Customer Analytic Table

Questions Mean Median 0 20 Categ:a;y Peroseg\tages 80 100 Agree Neutral Disagree
1. Booking agents are friendly and helpful. 7.57 7.0 89.5% 6.1% 4.4%
2. | feel safe when getting on and off the buses 7.55 8.0 87.7% 7.3% 5.0%
or taxis.
3. | am able to get the trips | need 7.21 7.0 81.8% 7.2% 11.0%
4. My pick-ups are on time 6.32 7.0 65.0% 17.8% 17.2%
5. My drop offs are on time 6.39 7.0 67.4% 16.0% 16.6%
6. My travel time on the trip is reasonable 6.48 7.0 67.2% 18.9% 13.9%
7. Buses are comfortable to ride in. 6.75 7.0 \(3.0% 16.9% 10.1%
8. If asked by a friend, relative or co-worker, | 6.96 7.0 3% 11.1% 10.6%
would recommend using Access Calgary.
9. Overall, | am satisfied with the services 6.85 7.0 YQ% 13.9% 10.0%
provided by Access Calgary
Overall Averages 6.90 7.11 76.2%, 128% 11.0%
Source: Converge Consulting Group Inc.
Net Promoter Metric
The Net Promoter Metric (NPM) provides a rigorous stres
it is comprised of one question; /f asked by a friend, relay
recommend using Access Calgary. Responses of Qoters, 7 or 6
as passives and 5 through 1 as detractors. T btracted from
the proportion of promoters to arrive at o
net promoter analysis
Questions C?Qory Percentages Promoters Passives Detractors
20 4.0 60 80 100
8. If asked by a friend, relative or co-;v;ge\r\\ 6 7.0 40.0% 40.0% 20.0%
would recommend using Access Cal .
™ 8.50%
= 4,50%
= 5.50%
- 2.50%
- LSO%
0.50%
BSEN Y TN 0R 220222380 8888
=10,00% %7 -~ L .0.50%
Mat Premaotar iatric [Adl}
Source: Converge Consulting Group Inc.
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Access Calgary's Net Promoter Metric scored 20.0. That means Access Calgary has 20%
more customers speaking for you than against you. As a basis of comparison, Apple
Computer's maximum Net Promoter Metric was 71.

The Net Promoter Metric score of 20.0 translates to a sigma score of -0.88. This means
Access Calgary lies at the 19th percentile of leading organizations.

Conclusion/Recommendation: Improved customer satisfaction feedback and

measurement is required.

overly positive results that may be misleading management.

Access Calgary needs to adopt a more modern approach &
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Service Delivery Functions and Processes

Examining the organizational, functional and operating
performance

Access Calgary's core business is managing the specialized public transit service.
Specialized public transit services, as delivered by municipalities across North
including Access Calgary, are comprised of three core functions.

Determining eligibility, determining who can, and cannot, receive speciaized public

In addition to these four core functions, Access Calgary also has three other support
functions:

Customer Service, largely focused on capturing, investigating and resolving complaints
within the system. These are largely customer complaints, but also includes complaints
from service providers. This function is responsible for developing systemic strategies to

reduce overall number of complaints.

46
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Field Service, a quality assurance function on service delivery. This includes conducting
ride a long's, site and vehicle inspections, customer and operator training, and related

activities designed to ensure service quality.

structure presents a picture of an organization:

With well-defined organizational units aligned yrk

Management & Administration, processing financial transactions, maintaining operational
information and statistics, and related management reporting functions.

Each of these functions are discussed in detail

Organizational Structure and Alignment

more Walkable urban designs, is the key to reducing or limiting the demand on

specializedypubfic transit services and the long run costs. There is no assigned

responsibility for this nor any resources within Access Calgary allocated to perform this

task nor any component of it.

\

By its nature, system integration crosses organizational boundaries and responsibilities. At
the time it was established, Access Calgary was mandated to provide specialized public
transit services. Its structure reflects this objective. Removing barriers was, and is, seen as
more a task for management of fixed route transit design including modes from trains to
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sidewalks. Building more accessible communities is a role taken on by social services
and urban planning functions within The City of Calgary. Over the past few years these
various groups have cooperated in trying to build a coordinated approach. Progress has
been made, but it has been ad hoc.

Access Calgary has increasingly been called upon to provide its advice and expertise in
this regard. This task has largely fallen to the Manager of Access Calgary with sypport
from the Field Services function for inspections of existing facilities. However, tR

resources required to contribute are not what they should be.

Conclusions/Recommendations: Access Calgary involvement in building ) mQre

accessible city needs to be increased.

A strategy development,

A fixed route operator training,

A increased urban and fac

/ 48
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Service Delivery Model

Access Calgary uses a sub-contracting model of service provision, acting as a brokerage
between sub-contractors and people qualifying for specialized transit services. Service
providers are:

Calgary Handi-Bus, a not-for-profit organization that purchases vehicles from public
charitable donations and operates their fleet of 100 buses under contract to Ag
Calgary,

Southland Transportation, a for-profit organization that provides 40 accesy
augmenting the Calgary Handi-Bus fleet,

Checker Cabs, a for-profit organization providing a mixed fleg
sedans,

to the ACE program. The ACE program by-p
scheduling functions for last minute requikgmen

Access Calgary Fleet

Accessible  Passenger Sedans
Vans Vans
1 0 0
6
15 26 74
15

The model of specialized public transit at the City of Calgary is unique because of the
combination of three characteristics:

A Access Calgary doesn't own any of the vehicles (cabs, vans or buses) delivering
services to customers. Comparative systems usually rely on taxi companies to
provide sedan service, but tend to be less inclined to rely on independent third party
contractors to provide accessible vans and buses. This is a trend that is changing

49
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however. To an increasing degree, specialized public transit providers are looking to
third party contractors to provide accessible services.

A Access Calgary has multiple organizations providing the same types of vehicles. For
example, Southland and Calgary Handi-Bus both provide accessible buses to the
system. Likewise, both Checker and Associated provide accessible vans. Edmonton
has its internal fleet augmented with external resources producing a simil

well.

The period from 2006 to
2011 has seen

Checker

Southland W —
o e—— - — — [ ]
-
— e A __a
A 4
P Associated
—- -
-
| | 1 | | | |
2007 2008 2009 2010 2011 2012 2013 BDGT
Year
Associated. Converge Consulting Group Inc.

Clearly this period was a time of significant transition, driven by:

A falling trips that reached a low point in 2008, driven in part for Access Calgary efforts
to clean up its customer base through improved eligibility management,
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A deliberate restructuring of the service delivery model to incorporate multiple service
providers.

Conclusions/Recommendations:

The period from 2006 to 2011 has been one of significant transition for Access Calgary's
service delivery model--moving to a contracting-out service provision, introducing
multiple and introducing multiple service providers.

Managing the transition

However, most of the rise
in complaints were
attributable to the new

. . UCL=1.588
service providers,
specifically Southland,
whose drivers lacked the
experience and training _
X=1.056

of those working for
Handi-bus. The

significance of this rise in

T 2
complaints is highlighteg g
2 LCL=0.524

in the control chart o

| | | | | | | | |
2009 2010 2010 2011 2011 2011 2012 2012 2013
Nov Apr Sep Feb Jul Dec  May Oct Mar

specifically with buses. Calgary Handi-Bus has been delivering trips at an average cost of
about $30 for the past five years. Last year, the cost per trip jumped to almost $32.5 or an
8% increase.

As Southland increased its volume with Access Calgary so did it's cost per trip, rising from
about $18 to $27 in 2010. As Southland's experience grew, so did its ability to manage its
specialized transit operations. Since 2010 cost per trip at Southland has run about $26,
more than 10% below that of that of Handi-Bus.
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These differences have
Time Series Plot of Cost by Trip by Provider
allowed Access Calgary to

) 32.5-
more effectively manage costs
Handi Bus
associated with service 300-
delivery. For example, _—

schedulers amend the

e ——— -
schedules produced by s v T Sodtend
Trapeze to reflect different 25- 27
costs by each of the providers 7
L . . 20.0- 7/ Associated _ A— - — - ——&
to minimize the daily operating s -
o e
cost of Access Calgary e =
operations. More strategically, 150~
: 1 1 1 1
Access Calgary has also 2006 2007 2008 2o

responded by prowdlng Converge Consulting Group Inc.
increasing volumes of work

(trips) to lower cost providers.

interruption ri
one proyd
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System Conditions and Circumstances

Critical Operating Constraints Affecting Performance

Systems conditions and circumstances describe the environment within which Access
Calgary operates and that has direct impact on performance, but usually lie out of scope
to Performance Audits or similar reviews. For Access Calgary, the overriding
environmental characteristic is that it operates within the corporate structure o ity

of Calgary.

ptind’mandate while encouraging a close working relationship
y Transit that promotes development of accessible fixed route
is organizational design should be pursued.
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Information Technology

Automated booking, scheduling and dispatch software is a foundation for Access
Calgary's operations as it is for all specialized public transit service organizations in any
major centre. Without Trapeze and supporting software, Access Calgary can't:

accept bookings,

schedule rides,

A
A
A design routes,
A dispatch vehicles to pick passengers, or
A

know who is scheduled for a ride and when.

System failure paralyzes operations and may leave passengé

Small Fish in a Big Ocean

tedlly require a level of expertise on both sides of the 'specialized
pporting infrastructure equation'.

Solution Strategies

IT departments are increasingly responding to these types of challenges in one of two

ways:

A Managing corporate IT functions (such as email and financial transaction

tware is bound to be limited. Even if a high priority, internal
ely not have the expertise in the particular software to address

processing) and allowing operating units to manage their own specialized software.

This may include taking responsibility and managing the hardware platform upon

A Converge
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which the software resides. This avoids the 'he said'/'she said' scenario with the
specialized software supplier blaming the internal corporate infrastructure for
problems while internal IT resources blame the software supplier, inevitable leaving
organizations like Access Calgary in the middle. Interestingly, in these scenarios, the
longer the problems persist, the less interest each side has in finding a solution.

Calgary's current search for replacement paratransit scheduling software.

A Ifthese options are not available, then an alternative strategy placing clear lines of
responsibility for system performance be developed prior to acquisition of any
replacement for Trapeze 8.
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311 Service

311 represents the City of Calgary's effort to build a one stop shop, or point of access, to
all City of Calgary departments. Increasingly, 311 is becoming a default solution for any
system with an alternative phone number, such as Access Calgary.

In conducting this review, suggestions of moving Access Calgary's number to 311 were
heard. However, such a transition would reduce the service capability of Acce

without any corresponding benefit.
Conclusions /Recommendations: Call centre operations should remain distinct T

Access Calgary should retain its own call centre operations. No (&
should take place.

required.

At least for its internal use, Access Calgary be given the opportunity to engage in modern
performance measurement, management and reporting techniques, including the
provision of supporting software.
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Management

Organizational culture and supporting processes

The management model and orientation at Access Calgary can be described as focused
on balancing operational/financial control with customer needs and requirements. As
discussed, this can be a fine line.

Nevertheless, management strives to maintain a customer orientation andsthat €
permeates the organization. Some key components of this include:

a detailed customer complaint tracking system that is acted ug

staff ride along's,
customer travel training,
customer agency outreach and partnering efforts,

staff sensitivity training, and

> > > > > >

Supporting management/administrative processes.

In the tension between budget and customer service, customer service has tended to win
out over internal administrative tools and mechanisms. This is as it should be. But at this
point, many administrative and recordkeeping tools are kludgy, labour intensive, and
prone to error. Some examples include:

57

}Converge
Copautingcron



access _——>
| [0 )

&~

Performance Audit Lean Operational Review

A Reconciliation processes require extensive data extraction routines, cut and pasting
among various software programs and extensive use of Excel. This is a misplaced
decimal point waiting to happen.

A Customer complaints coming into Access Calgary are logged using the 311 system.
Records from 311 are then download back to Access Calgary in Excel to be sorted,
organized and manipulated to create reports. There is no connection to customer
complaints and the Trapeze data base that manages customer records.

A Eligibility submissions require extensive paper based work and entr
different systems that don't 'talk' to one another. Again, labour inten
basic functions (such as mailing customer letters) are the res
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Part 3: Lean Operational Review of

Access Calgary
Analysis of Detailed Processes and Practice

This section deals with the details of Access Calgary operations. AccessXCalgalhks co
business is managing the specialized public transit service.

Core Functions

them to where they want to go. Access Calgary doesn't deliver specialized public transit
directly. Rather, it contracts out the provision of service to various private contractors such
as Calgary Handi-Bus, Southland Transportation, Checker Cabs and Associated Cabs.
Unlike fixed route systems, the City of Calgary, doesn't own or operate any of the vehicles

that provide these services.

While Access Calgary does not directly deliver transit service, it manages day of service
operations. This includes fielding calls or concerns from customers about late arrivals,
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missed pick-ups, as well as operational issues with service providers that arise during the
day in which service is delivered.

In addition to these four core functions, Access Calgary also has three other support
functions:

Customer Service, largely focused on capturing, investigating and resolving complaints

manages a recognition program.

Field Service, a quality assurance function on service delivery. Tin

by:

(i) providing appropriate levels of decision making within the organizational hierarchy
with 'no waiting' for operating decisions,

(ii) ensuring a logical, sequential process flow with no re-work or backtracking, sending
work on in the process only to have it come back to be done again.
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Access Calgary System Map
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rocesses: Processes: _ Procosses ransaction Records
Eligibility Assessment Processes: Confirm Eligibility cessesi i
o foor to Door Pick Up and Drop Travel Training )
Appeals Investigations Data Entry off Service Monitoring & Inspection/ Eirr?acr?:is;%ontrol
Audit " .
Output: Output: Output; o, Business Analysis
Customer Status Complaint Resolution Booking Entry & Con Cﬂsﬁ’:ﬁer P Output: Data Analysis
Customer Status Transaction Record Corrective Actions Output:
Records
Applications Annually 6900 Customer Complaints / Yr. | 1100
Approved 6770 Provider Complaints / Yr. 300
Rejected 30 - - Total 95 |[Trips 36,000
CUSTOMERS TrifsBooked ) N\ [ 1.2 Trips Rchedied [12m e =
u
Tri;\é Canctﬂm ? Handi Bus = 7
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Seniors 6000
ijZ ‘M Total 40 Trips| 16,000 ‘M
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Eligibility
The purpose of the eligibility function is determining who can use specialized public

transit and who cannot. The key task is assessing mobility relative to the existing fixed
route public transit system. The key purpose in doing so is controlling costs.

The fees paid by customers for specialized public transit are equal to those paightQr

practice research has reached similar conclusions.

Because of this, specialized public transit organizations a&
focused on eligibility operations. At the same time, this s
sensitive of functions.

Eligibility Comparisons

\

? Canadian Specialized Transit Eligibility Certification Program: Overview of U.S. and Canadian
Experience. Canadian Urban Transit Association. p. 1-3.
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eligibility overview

Function 1

Northwest "eten  waringole
Calgan

Determining who is eligible for specialized public (Wi A
transit.

Input:

,,,,,,,,,,,

(i) Application Forms, mostly from Calgarians but = @(\Appeals #
some from visitors to Calgary. N
Market
Output:
(i) Customer eligibility decisions. \
(i) Customer database updated V
Organization \ ‘
The administrative organization consists of gtion Fo /
seven individuals and has an operating budget Eligibility Assessment 7
of approximately $675,000.
It is responsible for conducting all operati
(below) except second stage eligibility
Eligibility Appeals Board. Indepengent v
board.
Qrganization
Operations/Process Functions
Take-in applicagigns¥Qr
Application & Eligibility
Input:
Application Form
Processes:
Eligibility Assessment
Appeals
Output:
Customer Status
Applications Annually 6900
Approved 6770
Rejected 30
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Comparative Eligibility Requirements

Eligibility Calgary Toronto Winnipeg Saskatoon Edmonton
Organization Access Calgary TTC Wheel Handi-Transit Access Transit DATS - Disabled
Trans Adult Transit
Service
Currently 9,500 33,000 7,800 4,400, 10,750
eligible & active <\
Applications 6000 regular 11,000 00 2,187*
Received 900 'temporary’
Annually hospital eligibility
Eligibility Basis Ability to use Individual's Based on
regular Calgary functional mobility functional ability to
Transit fixed-route  at home, in the use conventional
service. area, and ETS fixed route
Eligibility not community. transit.
based on psrticular Eligibility not
particular disabilities, based on
disabilities, general health or particular
general health or income. disabilities,
income. general health or
income.
Cognitive Eligible, if c ellg \Q/gf{ Eligible if cannot Eligible, if cannot
impairment travel opAfixed travel on fixed travel on fixed
route route route
Sensory ElyibleN{ cspnnot Visual: 20/200 or Eligible if cannot Eligible, if cannot
Impairment nfi less travel on fixed travel on fixed
route route
Medical \ ellglble eligible Eligible if cannot Eligible, if cannot
conditioRs Currently we do travel on fixed travel on fixed
not offer route route
“conditional”
service.
Other/Cenditign  \Conditional Not eligible Conditional Seasonal eligibility ~ Conditional
al Eligiility ligibility for snow eligibility for snow granted due to Eligibility for:

Currently we do

and ice, cold and ice, cold

not offer
weather, and hot “conditional” weather, short
weather periods service. term

weather

specific trips or
destinations,
winter conditions,
dark only, no
escort, and
mandatory
attendant.

Source: Data provided by organizations listed.
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Comparative Eligibility Process

Eligibility Calgary Toronto
Organization Access Calgary  TTC Wheel
Trans

Edmonton
DATS -
Disabled Adult
Transit Service

Winnipeg Saskatoon

Handi-Transit Access Transit

Responsibility Access Calgary Initial interviews

contracted out.

Handi-Transit Access Transit DATS

Budget $265000  City ckSaskatoon ~ Registration staff
S and starting in
Eligibility Team
Budget $670,000  Annual budget omireed third
$275,000..
party jealth
\ anization for
ersonal
interviews
Application Paper form Personal Over Xe p \n/e Paper application
application assessment Payger application form completed
required required in foctive by applicant and
Personal cases. September 1, health
assessment in all 2013 professional; in-
but obvious person interviews
cases for majority of
applicants to
initiate fall 2013.
Recertification Yes Yes 3 years No Not currently but
required / 3 yoars will start in 2014 -
frequency? likely every 5
(\ “Questio years
Appeals olunﬁoar CoNracted out. Volunteer Based Volunteer Board Appeals board
Organizdtion Apal budget made up of
550,000 community
N “ stakeholders
App yc \} 14 days 30 Days 1 month
im& Service

Styndaxd

N
SourWided by organizations listed.

Virtually all comparative cities based eligibility on ability to use fixed route services rather

than on a specific diagnosed condition. This conforms to what is generally regarded as

best practice.

Toronto is a partial exception. Eligibility is based on general mobility as opposed to ability

to use fixed route services. And unlike other cities, individuals with cognitive and sensory

}Converge
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impairments that prevent use of the existing fixed route system, are not eligible for
specialized public transit in Toronto.

Toronto is also the exception in the administration of eligibility, choosing to contract out
individual interviews to an external third party health/mobility assessment organization.
Edmonton will be following suit with this approach in the fall of 2013.

The advantage of this approach is that it removes (or is intended to remove) thg’potential

task (cognitive, sensory and conditional assessments &
contracted out appeals process is substantially m

Eligibility Highlights

Making an application

EligibNty assessnjents are conducted at three locations:

A Spring Gardens, 928 32 Avenue NE, 5 days a week
A Transit Customer Service Centre, 135-7th Ave. SW, 2-3 days a week, and
A Nose Hill Library, 1530 Northmount Drive NW on Fridays.

Application forms are organized by time of interview so that the eligibility specialist can
review file on the day it is needed and formulate an interview plan. The interview is then
conducted, usually taking about 45 minutes.
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Information gathered in interview is used to determine eligibility, including mobility
restrictions, and the impact in using fixed route services. An interview service guide has
guidelines, but there are unique circumstances that come in to play that determine
eligibility. Conditionally eligible can be designated, snow and ice, heat, cold.

The interview process also identifies vehicle restrictions. Someone with a fused leg will
not be able to get in a cab, so that is noted in file. This will not be done on prefergnce, only

on medical need.

Once file is set up, confirmation email or letter goes ou
condition and includes a handbook on using the sgMw
envelope and mail it to client.

Vehicle exclusions.

and cold. Assigned to customer who will
sonditions, and if these conditions occur, they will

gt vs. companion.

avel with a second person or companion. For example, lunch with a
neighbourT ay if there is capacity and both customer and companion are expected to
pay a regular Calgary transit fare.

Personal Care Attendants, in contrast, are individuals required by the customer for travel.
Personal Care Attendants are added to Access Calgary customers file.

68
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Application renewals

Application renewals are required every three years. Customers are sent a personal
information update.

Renewals may include new exclusions. This usually requires an interview with an
Eligibility Specialist who will assess the situation and make adjustments to the customers
file.

Appeal process.
The appeal process consists of two stages.

A Stage One, the customer writes letter from care giver or
to the Coordinator of Eligibility Services. The file and in
a decision in made to approve or not.

efgary service and low income pass is seen
bsidy and the Access Calgary subsidy. However,

route system use/among the elderly suffers from the fact that eligibility for Access Calgary
services is predicated on an inability to use fixed route services. People are incapable of
using the service or they are not. Pricing differentials may encourage the use of fixed
route transit that for which people are unsuitable.
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Ace cards

Ace cards are issued through the eligibility process and only going to customers who are

over 16, qualify for unconditional service and are unable to use Calgary Transit for longer

than a year. The Ace Card is a taxi discount card with a maximum value of $52 a month.

10% of the taxi fare less $3.50 comes off the ace card. Customers book directly with the

cab company to book and arrange trips.

Long term care residents

Run Chart of Customer Base

20000—
19000—
-

o 18000- S S
§ ~
 17000- .
o ~
= N
o 16000 e
- ~N
i . — =
O 15000- -8 g ——&—

14000—

13000— 1+ 1 T 1 1 1 1 1

2006 2007 2008 2009 2010 2011 2012 2013Proj.
Observation

Number of runs about median: 2 Number of runs up or down: 2
Expected number of runs: 5.0 Expected number of runs: 5.0
Longest run about median: 4 Longest run up or down: 4
Approx P-Value for Clustering: 0.011 Approx P-Value for Trends: 0.002
Approx P-Value for Mixtures: 0.989 Approx P-Value for Oscillation: 0.998

Converge Consulting Group Inc.
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Eligibility Assessment Best Practice

The following outlines a combination of empirically-based eligibility best practices. These are coqtrasted withcu

csess Calgary practices.

Empirical Best Practice Access Ca/lgé\ry \

A\
Simple application form that gathers essential information and is Application fopmNs in'rlace but | 14 pages. Complaints
available with accessibility options. abo\ its comylexity

Vv
Contact applicants by phone to discuss the information included the symeasesNohore CMtaCt is made when personal
application. /\ intermey iIsYot requires
N

A single staff member works with an applicant through the entire C are ryceived by clerks. If interviews are required

application process. t corducted by a single specialist. From the customer's
{\ i this is a single point of contact.
N
plisant

In-person interviews to discuss travel needs and i wWh \% s, ACcess Calgary recently changed to conducting in person
where required. ssessments when required. Prior to that, they were required in
all cases. The change has increased productivity of the
Q functions and the efficiency of the process.

ues
Supplement information with informatign fro fedsi Yes, the application form has space for supplemental

the applicant -- particularly for Applicants information from medical professional where appropriate.

illness and certain other healt corqﬁ'&\

Community engagemgnt actiops

ns.
} Nggvor Mand seminars with  Seminars are done to ensure agencies understand eligibility
local agencies to ensW\e upderstandixg of €ligibifity criteria and requirements and limitations of service.

limitations of service.

NG/
Manage conditional and tempwsgary eligjbility, including: Access Calgary undertakes to identify the specific barriers

A Identify specific barriers preventing riders from using fixed-route preventing people from taking advantage of fixed route systems

gccpnvarpge
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Empirical Best Practice Access Calgary <
service during the eligibility determination process. and currently has ane¢ll-defiged\rogram of establishing

conditional eligibili

A Conditional eligibility,” where riders who are sometimes able to use
fixed-route service are designated as such in the system and given a \

code identifying the types of barriers that prevent fixed-route use.

Provide information to medical, social service and caregiver communities \nvr%rmation on specialized public

so they can in turn assist potential elderly and disabled transit customer: cial service and caregiver

on specialized public transit options.

Ensure functional assessment in the eligibility process, using faceMp-fake C sWerviews are in-depth, running over 30 minutes
visits, interviews, and physical evaluations. Provide exceptigrs tothe faCusedhon e functional assessment
requirements where the extent of incapacity is clear. <—\

Recertify all specialized public transit customers A tomers are recertified every three years. This is not strictly
peaking recertification on a rational basis. There are

opportunities to simplify recertification further.

»Converge
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Eligibility Issues, Concerns & Recommendations

Component

Description of Eligibility Issue or Concern MN/Wmendanons Eligibility

Application Form.

The current application form is seen as long and complex by th appllca n form. Information
Runs 14 pages. Special sections for medical input and ad support the decision that

comments. ade prior to in person

Application form posted on website is in pdf format ethe application available in Word with

accessibility options. all accessibility options. (This may have

already been done in the course of this audit)
Automatic linkages to a CRM system (below)
should be investigated.

Electronic submissions should not only be
permitted but encouraged. Again, this may be
facilitated by adoption of a CRM system
recommended (below).

Eligibility Process
Administration

Investigate acquisition of a small Customer
Relationship Management (CRM) system
capable of booking appointments at multiple
locations. Must integrate with new scheduling
software system.

Investigate acquisition of a small Customer
Relationship Management (CRM) system
capable of booking appointments at multiple
locations. Must integrate with new scheduling
software system.

Electronic document submission should be

A Converge
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Component

Description of Eligibility Issue or Concern g sE\gtions/Recommendations: Eligibility

30 days. E file is named after the client record and stored on a shar ged as recommendations above.
drive. Both successful and unsuccessful applications are scanpsd an
stored.

Application and renewal process are both '‘paper intenst Id be conducted over the

oxe Wherever possible,

Eligibility Application
Process

ce \S/Calgary has made progress here by
not requiring eligibility assessments in
obvious cases.
Having Eligibility Specialists going to
individual locations would add significant
costs to the process and is not a
characteristic of any comparative

Calgary customers. Whan\he < I i jurisdictions.
given to maintaining/a Spr No change to the process is recommended.

Eligibility Process
Organization

Itis recommended that Access Calgary
monitor and consult with Edmonton as they
move to a contracting out model to better
assess the strengths and weaknesses of this
approach.

Appeals Process &

Access Calgary should work to retain the
current appeals board structure and process.

A Converge
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Component

Description of Eligibility Issue or Concern

g@\gﬂons/Recommendaﬂons: Eligibility

Organization

recruit and retain membership. Toronto has essentially contracted

Appeals Board functions albeit at significant cost. This eliminates the

is chqracterize high credibility and low

gccsznvarpge
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Customer Service

Customer Service is responsible for investigating and resolving customer and service
provider complaints as well as taking actions designed to reduce the number of
complaints experienced by the system.

Customer Touch Points

system are assessed and addres
include:

General phone enqui#

identificationof operational issues and may even provide data that suggests solutions.
Lack of clarity not only causes confusion; it impedes the ability to assess performance
and likely delays effective solutions to any problems that might seem to exist.

77
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Customer Service Process Overview

ational Review

Function

Investigating service complaints made by customers and
service providers and taking actions designed to:

(i) reduce the number of complaints,
(i) increase the level of customer compliance, and

(ii) improve service quality.

Input:

(i) Complaints.

Output:

(i) Complaint resolution

(i) Changes in customer status.

Organization

The administrative organization co

Operations/Process

Receive complaints.

@
N

3

N

\V

O

Customer Service Functions

Input:
Complaints
Customer Compliance

Processes:
Investigations

Output:
Complaint Resolution
Customer Status

=

\

Converge

Consulting Group'

Customer Complaints / Yr. | 1100
Provider Complaints / Yr. 300
CUSTOMERS
Total Active 9000
Seniors 6000
aN
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Access Calgary customers have more demanding service quality requirements than
customers for regular fixed route services. This goes beyond the nature of the vehicles
used. Service quality failures on specialized public transit include:

booking pick-up and drop off times,

missed or late pick-ups,

drop off's at wrong locations,

improper hand-offs,

improper handling of the passenger,

improper securing of mobility devices,

> > > > > > >

assaults and more.

Mitigating service failures requires responsibilities of both ¢

Customer Responsibilities

A work with the e
vehicle as g

A
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Customer Service Process

Customer Service is in large measure about communication. This includes:

A encouraging complaints from customers and groups representing specialized public

transit users, including social and health care organizations,

A following up, investigating and resolving complaints with customers and service
providers. In many instances, these come down to communicatio
concerning expectations around service and responsibilities of custo

A ensuring service providers fully understand their obligations,

ensure customers fully understand their responsibilities and{
they need to use the system.

Customer Service Comparisons

Access Calgary, like most other jurisdictions has
organization. The volume of complaints is slig

complaint levels experienced in other jurisgiCtion

Customer Calgary
Service

Organization Access Calgary\. T

Saskatoon

Access Transit

Edmonton

DATS -
Disabled Adult
Transit Service

Complaint Formal process
Process for concerns and

complaints
Volume of N/A

Complgints
complaints per
year

No formal
process concerns
and complaints

17

complaints last
year.

Formal process
for concerns &
complaints.

687

concerns /
complaints (2012)
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‘Consulting Group'
People.Process Perormance

80



access _——>
1 o

&~

Performance Audit Lean Operational Review

Reducing Customer Complaints

The purpose of gathering customer complaints is to respond and resolve complaints
improving the quality of service so that that the total number of complaints is reduced.
Access Calgary has been effective at doing so.

Data from 2009 to
present show a

Total Customer Complaints per 1000 Trips: Indiuals\Control Chart

pattern of initially

increasing complaints e
with Access Calgary 14—
service. These were

largely driven by % L2
changes to the service % Lo-
delivery model that 2
transitioned service to g o8-

additional suppliers

including Southland LCL=0.524

and Associated.

| | | | | |
Arguably, this 011 2011 2012 2012 2013

transition represented Jul Dec May Oct  Mar

the single largest
service quality

challenge Access per 1000 Trips: Individuals Control Chart
Calgary has faced

W

UCL=1.719
over the past {g

— Special cause signals confirm materially signifcant
£l > decline in total concerns per 1000 trips from 2011

to 2013 YTD.

o
al BV*‘ X=1.058

! \J\/\\/

0.75-
0.50-
and bringing LCL=0.397
1 1 1 1 1 1 1 1 1 1
complaint levels back Year 2011 2011 2011 2011 2012 2012 2012 2012 2013 2013
Month  Jan Apr Jul Oct Jan Apr Jul Oct Jan Apr

to levels more ]
Converge Consulting Group Inc.

consistent with the
industry.
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What do customers complain about?

More than anything else, and not surprisingly, the most frequent complaints concern the
mechanics of the trip itself. Access Calgary divides these into complaints of operator
conduct and vehicle operation.

Operator Conduct Complaints

There are so many
touch points and
areas of potential
service failure that the
challenge of

Total

complaint resolution
can quickly look
overwhelming (see list
below). OC Complaints

Fortunately, the Pareto
Chart analysis of these
identifies a structure to

these complaints at
33 37 27 26 15 11 28
5 5 4 4 2 2 4
80 8 8 92 94 9% 100

clear statistical
breakpoints.

Operator Cor}d-u\%g {nts

Complaint I Percentage  Associated Checker Handi-Bus  Southland

‘No- shc,@dBe\!‘o@Gng\tKDoor \;}4 23.2% 12.2% 18.5% 32.7% 25.9%

\) 12.2% 6.7% 9.1% 18.5% 12.6%

77 10.9% 13.3% 11.6% 8.8% 11.1%

74 10.5% 13.3% 10.1% 8.8% 11.9%

63 8.9% 14.4% 11.2% 5.4% 5.9%

ude Behaviour 60 8.5% 5.6% 9.4% 9.8% 6.7%

DroppMWrong Location 38 5.4% 4.4% 7.2% 2.0% 7.4%

Unsafe Practices 37 5.2% 7.8% 2.9% 5.4% 8.1%

Using Cell Phone 27 3.8% 8.9% 6.5% 0.5% 0.0%

Damage to Property 26 3.7% 3.3% 5.4% 2.4% 2.2%

Injury Not Escorted 15 2.1% 3.3% 2.2% 2.0% 1.5%

Wheelchair Not Secured Properly 11 1.6% 3.3% 0.4% 1.0% 3.7%
82
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Complaint Total Percentage  Associated Checker Handi-Bus  Southland
Passenger Refused by Driver 10 1.4% 0.0% 2.5% 0.5% 1.5%
D/N take most direct route 5 0.7% 0.0% 1.1% 0.0% 1.5%
Driver listening to music/radio 5 0.7% 1.1% 0.7% 1.0% 0.0%
Fare Payment Dispute 3 0.4% 1.1% 0.4% 0.5% 0.0%
Left to go to Store Etc. 3 0.4% 1.1% 0.5% 0.0%
Neg. Behavior.-Dispatcher 2 0.3% 0.0% 0.5% 0.0%
Assault on Passenger 0 0.0% 0.0% 0.0%
Control of Passenger by driver 0 0.0% .09 0.0%
Smoking in Vehicle 0 0.0% /@0 0.0% 0.0%
706 100.0%{ 100:% W) \ 100.0% 100.0%
This structure has two parts. First, complaints
all operator conduct complaints. Second, the
praints. While there are fewer
dkes the concerns of customers
Pareto Chart of Vehicle Operation Complaints
250~ - 10
200- - 80
150 - 60 E
o
o
100~ g o
50- -20
0- T T T -0
VO Complaints 3 . O N O o X
K d \V"@ O@Q éfé& Qé)\o ‘o\é’é@ o
> & o R 2 .
reduction L « @\&Q
&
R
«7"@0
Total 116 65 28 24 9 7 7
Percent 453 254 10.9 9.4 35 2.7 2.7
cum% 453 707 816 91.0 %5 97.3 100.0
Converge Consulting Group Inc.
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Vehicle Operation Complaints

Total  Percentage Associated Checker Handi-Bus  Southland
Arrived Late 116 45.3% 29.7% 29.7% 67.6% 70.3%
Did not Arrive 65 25.4% 13.5% 42.4% 5.4% 12.5%
Erratic Driving 28 10.9% 32.4% 8.5% 5.4% 6.3%
Arrived Early 24 9.4% 8.1% 12.7% 2.7% 7.8%
Speeding 9 3.5% 5.4% @e\ 10.8% 3.1%
Failure to obey signs/signals 7 2.7% 2.7% 0.0% 0.0%
Vehicle too hot/cold 3 1.2% 2.7% 0.0%
Improper parking/blocking 2 0.8% 0.0%
Traffic
Passenger Injury 2 0.8% 0.0%
Anti-idling Policy 0.0% 0.0%
Motorist Cut Off 0.0% 0.0%
100.0% 100.0%

Suspensions of service

In addition to meeting its own«

Cancellation Policy Suspensions 2012: Pareto Distribution

2000- - 100

- 80

1500
-60 €
8
1000 5
_40 a
500-
-20
suspensidys/indigates that 0- -0

Cancellation Policy

such a prqeess ig in place at &
Access Calgary.
. . Cc7 1627 297 97 1
A comparison of suspension percent 80.5 147 48 0.0
. . Cum % 80.5 95.2 100.0 100.0
of services policies for )
Converge Consulting Group Inc.
comparative jurisdictions
follows.
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customer cancellation/suspension policy

Q.

Calgary

Toronto

Winnipeg

S a\;\Kam}Qn

Edmonton

Access Calgary

TTC Wheel Trans

Handi-Transjt

DATS - Disabled
Adult Transit Service

Cancellation/No show rate

2.6%

3.3%

<
<\\\®i"” /

A
A\
9.5%

1.8%

Cancellation policy

If 3 late cancellations
occur in 30 day period, a
letter of warning is
issued.

If 6 late cancellations in
a 60 day period results
in 2 day service
suspension.

9 cancellations in a 60
day period resultin 7
days service
suspension.

Policy allows late
cancellations and no
shows up to a

maximum of 4 day,

uspension, trips for
medical purposes

tontinue to be provided.

chargeg will apply.
ugrent policy is under
review.

No show indicates that
a client does not cancel,
is not ready for their pick
up, or misses their ride.
Escalating fees will
result with No shows.

C\b@ers who
reyistér three (3) no-
ows in a calendar
month will receive
written warning and a
copy of the policy. If
there is a repeat of
three no-shows or
more in any
subsequent month,
the customer will
receive written notice
of the dates intended
for a suspension from
service.

In addition,
customers who
register more than
twelve (12) no-shows
in a calendar year will
receive written
warning and a copy
of the policy. Should

Starting in Sept, 2013,
same day cancellations
must be received by
DATS at least 2 hours
prior to the scheduled
pick-up time. Failure to
cancel will resultin a
"no show" which will be
applied to the client's
record. Persons who
have frequent no shows
may be subject to a
temporary suspension
from DATS service.

A Converge

Consulting Group'
eope - Proces Faforrence
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Calgary Toronto Winnipeg S}s&atoon Edmonton

Access Calgary TTC Wheel Trans Handi-Transit Asgcess Transit DATS - Disabled
<\ Adult Transit Service

Wi

Suspension of
service may entail:

pension from
service will be given.

c) The removal of
service for one (1)
month

a) The removal of
subscription services
for one (1) month
b) The removal of
service for one (1)
% week
AN
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Best Practices Customer Service s

Customer Service Best Practice Access Calgary X W

Direct Customer Feedback Management

A system is in place for capturing, investigating and analyzing customer
complaints at all customer touch points.

A system is in place for capturing complaints made by operators
concerning customer issues or problems

Statistical analysis of customer complaints identifies clea
improvement and links directly with improvement inigiative

cystomer complaints to examine systemic structural patterns
and tie these to specific programs for correction, is limited.
Nevertheless, Access Calgary seems to have an understanding
of its customer complaint priorities having recently introduced
an improved door card hanger program.

A customer experience managemég Y ce IF No. Access Calgary has no customer experience program in
obtains confidential fe place. Confidential feedback is limited to customer satisfaction

expressed by customérs. surveys conducted every other year.

Customer Responsibilith M

Clear policies and practice ellations and no-shows. Yes, Access Calgary has clear cancellation policies in place on

no-shows

7
}Converge
Consuting Srouy
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Customer Service Best Practice Access Calgary

Operators complete and fill out a door hanger documenting an attempt
to pick up a customer, reminding the customer of his or her
responsibilities, and providing a contact telephone number.

Consistent application of policies requiring attendants for some riders.

Where a customer’s behaviors place the customer in danger of losing thought out and sequential

service, provide a series of warnings before any action is taken; wher, in the rest of the country.

appropriate, also offer ride counseling.

Where a customer is denied service because of behavioral jgSues; is &) apReals process for denial of service, however, not
provide an appeals process. } service involves safety issues.

Ygs, this is done although not through the Customer Service
nction.

Access Calgary provides presentations to various organizations
and produces leave-behind supporting materials.

Access Calgary has recently produced a number of user guides
for users of specialized and fixed route systems.

route and complementary This includes the recently introduced bus hailing kit to improve

elderly and disabled. accessibility of Calgary Transit fixed routes services.

7
}Converge
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Customer Service Best Practice Access Calgary

Publicize extensively travel information numbers with information and

referred assistance on all transportation options.

Create a website compatible with text translation programs so that
people with vision disabilities can directly access schedule and route

information via their home computer.

7
}Converge
Consuting Srouy
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Customer Service Issues, Concerns & Recommendations

Component Description of Customer Service Issue or Concern <WWmendaﬂons Customer
Senyce

Customer Experience ry spould adopt a full customer

Management agement program with the

inistered by independent third party
or confidential responses,

ongoing sampling of customers drawn
from recent trips,

work to sample sizes of approximately 50
completions per month,
integrate with complaint management

and manager feedback process,

control chart analysis of data by month
and Pareto chart analysis of data by
problem type.

Customer Complaint

es11 to log customer complaints. Once A small (or cloud based) customer relationship
Management adsd and analyzed using Excel management system should be investigated
by Access Calgary capable of supporting

customer service/complaint management.

A similar recommendation was made under
the Eligibility section.

Tied into the scheduling system, this would
provide a single point of customer information
overcoming the use of multiple systems that
integrate poorly

90
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Component Description of Customer Service Issue or Concern bé*ations/Recommendations: Customer
ice

is limited.
The limitation is driven by both employee time and soft
accomplish the task. Excel is an excellent tool for da

performing basic computations. It is poor at providing brsgder
statistical analysis required to identify systemi@&

Customer Service
Improvement analysis (above), Customer Service should
identify an annual complaint reduction theme,
starting with the most frequent or important
complaint, and build an improvement initiative
around it incorporating other functions within

Access Calgary.

Based on our review of Access Calgary, we
believe this should focus on the
customer/driver touch-point.

91
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Booking, Scheduling, and Dispatch

Access Calgary as a broker.

Access Calgary acts as a broker between the customer and the service provider through
the booking, scheduling and dispatch. Taking orders from customers, scheduling the trips
among the various service providers, and dispatching the trips to drivers is, the

core function of the Access Calgary organizational model.

Overview

Scheduling the daily specialized public transit itineraries is a logistical challenge due to
the need to accommodate new trip requests within the set of standing subscription

orders.

Subscription service trips are those a customer makes multiple times per month, or
possibly multiple times per week, with an unchanging origin and destination. Typically,
these are trips made for employment, medical, and/or educational purposes. The greater
the proportion of subscription trips, the less complex the scheduling task.

93
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booking, scheduling and dispatch overview

Operations

Call Centre 30

Scheduling Dept.

N

Trip Booking

Input:
Phone Calls

Processes:
Confirm Eligibility
Data Entry

Output:
Booking Entry & Confirmatio,

Trips Boc{f<ed

120

Tr%e\S})héjuled

1.2M

Trips Car\{:elle((\

S

BN
S

Function

Booking requested trips from
customers and assigning to a vehicle.

Input:

Organization

all centre organization has
approximately 30 people and is
responsible for ensuring trip requests
are captured and recorded in Trapeze.
Scheduling and dispatch has about 8
people and is responsible for
assigning trip requests to specific
vehicles capable of delivering the

service.

Operations/Process
Take-in phone call requests and book
trip in Trapeze.

Assign trips to vehicles (generating
routes).

\
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Specialized automated scheduling systems are used throughout the industry to
accomplish this task. Access Calgary currently uses an older version of Trapeze, but is
currently investigating other options, including a newer version of this software product.

Once the bookings are closed at 1:00 pm, the Scheduling function begins to build the
schedule for the next day. The automated system produces a schedule based on a set of
the parameters defined by Access Calgary. Because these products were designed to

specialized public transit scheduling software can produce optimizé
minimizing sources of waste such as:

backtracking (driving past a pick up or drop off only to 6
minimized ride time (the length of time individuals g

slacking (vehicle travel with no passengers),

> > > >

automated-wete€ technology has been shown to reduce the number of no-shows
experienced in the system. While it is still early in the process, there is some data that
Acrobat may be helping to reduce no-shows at Access Calgary. High no-show rates

negatively impact productivity.

95
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Dispatch

After the daily schedule is finalized, driver manifests are produced. The manifest shows
each individual vehicle operator their daily pick-up and drop-off schedule. Access Calgary
currently operates with a mix of vehicles with and without mobile data terminals (MDT's).

A For systems without mobile data terminals (MDTs), the manifests are faxed to service

restricted to the current trip gF next pi

where they are going next,

Calgar, Toronto Winnipeg Saskatoon Edmonton
Access TTC Handi- Access Transit DATS
Calgary Wheel Transit
Trans
Booking Phone only Internet Phone only Phone and email ~ Phone and
Operations (no on-line trip- (no online bookings on-line
booking) booking bookings) booking
RideLine
(Touch
Tone)
Hours of 9:00 a.m. 24/7 8am-22:00 7 Day Bookings—  Monday to
96
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Calgary Toronto Winnipeg Saskatoon Edmonton
Access TTC Handi- Access Transit DATS
Calgary Wheel Transit
Trans
Operation and 5:00 daily 9:00 am to 10:00 Friday
p.m. daily. pm daily. 7:30am-5pm
6 Day Bookings
or Less - M-F;
6:30 am to 10:
Cancelling Phone only, Internet Phone & &»@ax.
bookings Process  Automated Rideline nl
Voice (Touch OnYRe 24/7.
Response Tone)
system.
Cancelling 2 hoursin N/A 2 hoursin
Advance Time advance of advance of

trip trip

Pick up Window 20 minutes MIiNYes, 20minutes 30 minutes
equsst

Cancellation/No 2.6% 3.39 3.30//0 9.5% 1.8%

show rate (\

N\

ion~Lhis is inNh&wse of web-technology, providing customers with

There isonee
additiohal cpa X icatlpn and interaction with the system. This essentially

and/or unreliable Trapeze 8 software.
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Call Centre Performance

Without web service,

Time Series Plot of Calls and Acrobat Calls

Access Calgary is reliant

on telephone technology 65000
to take customer trip e Loviable
bookings, changes and 000007 | = acrobat
cancellations. Acrobat, an
automated voice response o 000
systems provides S
automated telephone 00007
support.
45000 -
Access Calgary takes in
about 55,000 calls per 40000 . .
month for all functions "‘°";*; Felz’(’)‘l‘;ry 2012“’ Fegg‘gry ‘2‘5’{'3'
(bookings, dispatch,
customer service, Converge Consultg
cancellations) in addition
to the 50,000 calls per
month handled by
Acrobat.
Access Calgary is
challenged to hand)é gl Chart of the Abandoned Call Rate
this level of demanad: UCL=22.5%

The average
abandone

A
/

12.0% -

10.0% =

8.0%—

LCL=7.3%
6.0%= | | | | | | | |
’b* N N S & & Q o >
& Y ¥ R &@‘9 0@‘9 @o\”b & &
month. s N
2012- 2013
Best praCtice tends to Converge Consulting Group Inc.
target a drop call rate
of zero.
98
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A related performance
metric is the maximum
delay time. This is the
maximum recorded
time someone holds
on the line to obtain
service. The average
maximum delay time
at Access Calgary is
almost 26 minutes.

Best practice tends to
encourage maximum
hold times in the order

of two to five minutes.

when proce

not matched to demand.

apacity is

Maximum Delay in Minutes

Performance Audit Lean Operational Review

Control Chart Maximum Delay Time

11000—

10000—

9000—

abandoned calls

6000—

5000—

'
45000

Converge Consulting Group Inc.

Scatterplot of abandon vs calls

1
55000
calls offerred

60000

\

A
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The pattern repeats itself for

Scatterplot of maximum answer time versus number of calls

maximum answer time

data. While the fitisn't a 35-
strong, the relationship

between call volume and

30-
hold times is still apparent.

Here again, capacity isn't ”

matched to demand. While

max ans delay

specific variation in demand

is difficult to predict the data 2-
suggest that system
capacity isn't close to 5e

aligned with demand 45000 65000

volume.
Converge Consulting Group Ip€.

also help reduce the demand
quality.

A strategy for upgrading the system is now in place. Delays attributable to technology

compatibility with MDT's have occurred. However, the new strategy must ensure that:

A anupgrade path is defined, and

A single responsibility assignments are made to assure system reliability.

100
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Capacity Management.

Working within the system of budgeting and financial control at the City of Calgary,
Access Calgary has increasingly had to apply system constraints to the reservation,
scheduling and dispatch system to control costs and stay within budget. Specifically,
setting priorities on the basis of trip purpose.

Trips to go to work are given the highest priority, trips for personal reasons the{
From the perspective of public transit delivery, the priority setting process |

Nevertheless, in the United States, setting these types of priorities isN|legaly
and would earn the City of Calgary significant fines as a violatio }

101
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Booking, Scheduling and Dispatch Best Practices

Best Practices Access Calgary <

Booking Trips

On outgoing trips, customers can make reservations driven by using either € supports reserving

a requested pickup time or a desired arrival/appointment time. can backwards calculate

If the rider needs to be at the destination at a specific time, the system
should calculate a pick-up time, which can then be offered to the rider. Bo

If a caller wants to be picked up at a specific time, have the reserva all andaxd practice with Access Calgary reservation

his or her destination on time.

Use pick-up windows is scheduling pick up tik Access Calgary uses a 20 minute pick up window.

Constantly educate and inform riders ghout\pe Rich . Initial introduction of pick-up windows caused some initial
Reservationists should make sure thatthe r confusion with clients. Access Calgary has been working clear
up the confusion and constant communication both verbally
and in printed materials is evident.

Where calls are place¢on h This is not done.

(60) seconds, if only tq co

Use tools like Rider Guides ard tri While guidebooks and customer handbooks exist, there are no

customers to write down the info igh regarding their trip. specialized note pads or similar devices in place.

103
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Best Practices Access Calgary <
Use return-trip appointment cards for customers traveling to medical Currently not dop

appointments. Upon arrival, the customer can give the card to the
receptionist and ask that the agency be informed if the appointment will be
running past the scheduled pick-up time.

Provide customers with a “cheat sheet” that offers clear and simple

explanations of the way the agency defines such things as the requested
pick-up or drop-off time, the negotiated pick-up time, the scheduled pickdip
time, the estimated time of arrival and the actual pick-up time.

Performance measurement

Measure telephone/call centre performance and establisg ming

acceptable standards.. For example:

A Answer all calls within five (5) rings or less: . Swer delay dispatch, call length book.lngs, call length
dispatch, % answer delay, max. call wait, call offered and

A No calls on hold for more than two (2) answered. abandoned calls

A Zero drop call rate. .
Actual performance levels are below best practice standards.

Reporting call centre time interyals s rty minutes.  Reporting and analysis of data is poor, relying on outdated
Process capacity capability analysj roperly understand  analysis tools. No process capability analysis conducted.

Ensure that on-time per are’complete and include: Yes, Access Calgary has clearly defined its pick-up window

- . . . and on-time definitions..
A Clear definitions of “on- pidk-up windows,

A Clear definition of “on-time wal/drop off including any drop off

104
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Best Practices Access Calgary <

windows,

A Whether an “on-time” arrival is designated when no appointment is

involved.

Set maximum trip time performance standards and measure against this
standard. Consider having different thresholds depending on trip length

(e.g., no more than sixty (60) minutes for trips less than ten (10) miles and
no more than ninety (90) minutes for trips more than ten (10) miles in lengihs

€ Direct Travel Time is between 15 and 20 minutes,

e max OBT would be 50 Minutes

where Direct Travel Time is between 20 and 25 minutes,

the max OBT would be 60 Minutes

A where Direct Travel Time is between 25 and 35 minutes,
the max OBT would be 75 Minutes

A where Direct Travel Time is greater than 35 minutes, the
max OBT would be 90 Minutes

Yes, Access Calgary maintains a waitlist for trips that cannot be
booked immediately. Waitlist trips are accommodated.

Access Calgary publishes regular management reports on
most of the topics listed.

and published, including raports ontelephone call processing, trip denials,

on-time performance, trip length, missed trips, accidents and incidents and

complaints.
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Best Practices Access Calgary <

Review and determine causes of late trips, including the possibility of estigates causes of late trips,

ormAg (myst late) trips in a

A Poor reservation and scheduling practices resulting in manifests that
include incorrect addresses, times or other information;
A Tight scheduling parameters or overbooking runs that result in

unrealistic manifests;
A Inadequate vehicle or driver backup; or

Poor dispatching practices that create barriers to adjusting runs

in-service problems arise.

Establish a reasonable standard for on-time performance of betw s currently performing to just over 90% of on-

and ninety-five percent (90-95%).

Lean: Performance standard is 100%

ese are not conducted for in-office monitoring. Secret
rider/secret client programs are not without controversy and
are increasingly being replaced with customer experience
management programs.

Implement paratransit sQft N the éntire process from creating  Access Calgary currently uses Trapeze 8, an older version of
databases of eligible pass ining trip eligibility, scheduling the  the Trapeze paratransit software. System functionality is

trip, developing the trip manif itoring trips made, producing reported as good, although Access Calgary has never been
required financial transaction data and capturing complaints and service able to take advantage of this functionality. System reliability
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Best Practices Access Calgary

issues. has been an issug

Ensure paratransit software permits ease of access to database to facilitate
data download, analysis and reporting.

Use multiple communication channels to provide customers with bookeg

Use multiple communication channels to provide customer, ' ’Qns are restricted to automated voice response
opportunities to cancel or amend trips. This includes autdmate érvice. No web services are available.
response and web-based options.

Ensure clients are informed of all trip schedule Access Calgary informs customers of trip changes of 10

communication selected such as phone or minutes or more difference from the original booked time.

Encourage multiple methods of clien Access Calgary is limited to phone and fax service. No web

based media. services are available.

Schedule Optimization

Regularly review long r ‘doybles back” for Access Calgary examines routes and makes adjustments on

elimination in future sérvice. an ad hoc basis

Run schedule scenarios\usi re to test service schedule  Work is currently done with parameter testing, vehicle

and route redesign alternatiyes:. utilization, and timing change reductions. .
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Booking, Scheduling and Dispatch Issues, Concerns & Recommendations&

Component Description bse at| mmendations: Booking,
and Spatch

Automated voice  Customers voiced a number of complaints about the Acrobat 4 should use multiple

response voice response system. communication with its

(Acrobat) omAers. This should include web-based

Tough to understand the robotic electronic voice.
ods for:

A informing customers as to their
schedule, and

A cancelling unwanted trips

Customers should be informed of all

scheduling changes regardless of time

involved. This information should be
conveyed by consumer preference:

A phone,
A email, or

A Dboth.

Call Once web-based functions are introduced,

Centre/Telephone

difficult to fully assess because Access Calgary must conduct a process

capability study to properly assess capacity

Capability reporting are using outdated tools (Excel).

alignment with incoming call demand.
Performance objectives need to be
established.

Performance analysis and reporting must
use up to date tools using capability
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Component Description ODbservations/Recommendations: Booking,
ling, and Dispatch

\ \ }\\ \s\yde\d\mmsmn making.

Priority Setting & i i ’ il {O\the pugpose of the tr|p for
Capacity

Management

list. pyrpose, however, should not be used
2 means of priority setting beyond that
which can be negotiated over the phone

with the customer at the time of booking.
Access Calgary needs to amend its budget
figures to ensure trips are delivered to
customers regardless of purpose.

Information Access Calgary must replace its existing

Technology Trapeze 8 technology. This should not be
done within the existing divided

responsibility framework.

Implementation of replacement technology,
therefore, should be assigned to:

A Access Calgary, or

A the successful vendor.

The latter option implies a software as
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Component Description ODbservations/Recommendations: Booking,
hed\ling, and Dispatch

A Poor route/scheduling design, and

A Dated technology.

Access Calgary is currently in the process of replacing Trapeze' 8.
vendors have responded with proposals.

up bookings of 4 should only be
cancelled when two or more cancellations

Cancellations

are experienced. Group bookings of more
than 4 should be cancelled whenever the
number of passengers drops below 4.

direction Acrobat and web-based trip cancellation
to home). This  (when implemented) should recognize
return trips and advise the customer of the
option to cancel return trips.
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Transit Operations
Delivering the Ride

Once a daily schedule has been produced and drivers have been provided a daily
manifest transit operations can begin. Transit operations consists of two core functions
than must work in a highly integrated fashion for safe, effective and efficient de

specialized public transit. These functions are:

Service Delivery, where the rubber meets the road—literally. Service delivery

of chair, powerdp/down, and so forth).

Once in the vehicle, drivers must ensure passengers are properly secured. There are
varying types of security devices depending on the type of vehicle and the needs of
customers. Highly specialized five point harnesses, for example, are used with some
types of wheelchairs. This process repeats itself for each passenger that is picked up
along the route.
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Function

Ensuring trips are delivered as
promised.

Input:

Field Services

(i) manifests

(i) phoneLa

service pryviders:

Door to Door Pick Up and Drop
Off

Output:
Customer Reaches Destination
Transaction Record

Day of Service ‘ 8
Quality Assurance,
Service Deli
Input:
Trip List
Processes:

prayiders are:

Calgary Handi-Bus
Southland Transportation
Checker Cabs

A Associated Cabs

Day of Service is managed internally

N . .
o] X e\ N\ [ %o by Access Calgary as is the quality
' rBuses 55 \> assurance function which is
Handi Bus B . .
SR e managed through field services.
\\ N
Total N \Q \ Tripsl 16,000 )
Bee \ e 1/ Operations/Process
Southland Buse\) 5
) Drivers deliver trips based on
ToR 15 manifests
AN A°°‘*§>S/' Vane | 15 Trips| 40,000 Day of Service operations adjusts
Pass. Mans 26 . .
i - manifests based on short notice
Total 15 Trips| 10,000 variations that must be managed
_ Aessss VES | 9 (i.e.; cancellations). These usually
Associated  [gedan Value ) )
come in by telephone from either
customers or drivers.
Sedan Value
ACE Field Services conducts customer
training, ride-along and other field
inspections.
/ 112
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Dropping off passengers is also done door to door, that is to specific locations/addresses
rather than fixed transit stops. Here again, specific protocols may guide the unloading
procedure depending upon the needs of customers. In some cases, particularly when
customers are travelling to day programs, specific hand-off procedures are required.

Day of Service Management

Day of service management is critical for ensuring an efficient system. The OpS§
Centre must be available to deal with any changes or disruptions that the system
encounters. A lot can go wrong:
customer no shows,
customer cancellations,

vehicle no shows,

vehicle running late,

vehicle breakdowns,

new day of service trip requests,
construction,

vehicle accidents

customer accidents (i.e.; a fal

> > > > > > > > > > >

a vehicleT rng late, they may be able to reassign trips so as not to disrupt the rest of

the daily schedule.

The Operations Control Centre also does same day booking and handles service
enquiries; "Where's my ride?"
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service hours

Calgary Toronto Winnipeg Saskatoon Edmonton
Access Calgary  TTC Wheel Handi-Transit Access Transit  DATS -
Trans Disabled Adult

Transit Service

Hours of Monday - 24 hours Monday- 6:15 a Monday to

service Sunday Friday - 6am- Thursday 6am-
6am. - 12 24:00
midnight Saturday — Frday 6apn-

- 24:0Q
365 days a year 7am- 240

midnight

Sunday and
Holidays

\ 6:30am-11pm

The Service Fleet

thought to
of scale. Specifically, large buses
required one driver for a larger
number of passengers. Smaller buses
and individual taxi's, with smaller
driver to passenger ratios were assumed to be less productive and therefore, less
efficient.
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This thinking is changing. Some jurisdictions have been experimenting with smaller

vehicle sizes, taking advantage of economies of flow. Early indications are that these
efforts are proving themselves at improving quality of service while reducing overall

system cost.

Access Calgary Fleet

Total Large Mid
Vehicles Access. Access.
Bus Bus
Capacity WC 8 6
Capacity Ambulatory 14 8

Handi-Bus 95
Southland Transportation 40
Checker Cabs 115

Associated Cabs 15

\

Source: Converge Consulting Group Inc.

Economies of flow takes advantage ¢

according to the s
larger vehicles.

Average vehicle size was also reduced when Access Calgary contracted with Southland

for bus service because the Handi-Bus fleet has a higher proportion of larger buses.
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Comparative Operations & Performance

Comparative transit operations characteristics and performance is presented below.

comparative operations and performance metrics

Calgary Toronto Winnipeg Saskatoon Edmonton
Access TTC Wheel Handi-Transit  Acc DATS -
Calgary Trans Transit
Annual Trips 12M 29M 9008k
Fleet Size Accessible Accessible W98
Buses 135 Buses 241 .
ccessible
Accessible Accessible Vans/Mini
Vans 15 taxis 162 Vans/Accessi
Vans 30 ble taxis 67
Sedans 100
Cost per trip $25 $32
Service Delivery Model  CongrctQut Internally Hybrid
/ rid Operated
Percentage of request 9% 90.2% 99%*
trips accommodat
On board time spjecti 90 90 60 90
(Mmaximugm mimwe
On board tirge 99% N/A N/A 99%*
\J 90% 85% N/A N/A 93%*
On time dr 93% 85% N/A 94% 99%*
performance.
Cost per trip $25 $33 $19 $31 $32
Source: Data provided by comparative jurisdictions
116
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Percentage of requested trips accommodated

Percentage of requested trips accommodated is a critical metric because it goes to the
heart of the requirements laid out by the ADA. The standard is 100% because of the civil
rights implications (although there is recognition within the ADA administration that this
may be impossible to obtain from a practical standpoint).

other words, a 0% failure rate.

On board time

Jcess Capability of On Board Time - March to May 2013

Target 90 Minutes

Process Data
0
Target *
uB 920
Sample Mean  35.628
Sample N 604411
StDev (Within) 0
| StDev(Overall) 21.239 |
Observed Performance

I

|
Lo Mean 35.63 Minutes |
1 |
|
|
|
|
| % < LSL 0.00
|
|
|
|
|
|
|

1 ~ Standard Deviation 21.24
v I N Minutes
I N

% >UB 1.99
% Total  1.99

service level /

standard.

Failure Rate:
2.0%

On Board Time
Source: Data, Access Calgary. Analysis, Converge Consulting Group
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Observation/Recommendation:

Access Calgary budgets and operational planning should incorporate meeting the 90
minute standard in 100% of trips. In other words, a 0% failure rate.

Access Calgary should examine the relationship between trip length, vehicle size and
passenger travel time for the purpose of:

A creating tiered travel time standards and,

A providing information useful in determining the economics of vehiclg
length.

On-time arrival and drop off performance

performance.

On-time performance was
of material significance tg

customers in the Voice
hart of Acces Calgary Pick Up Time Performance

——e - 100

- 80

-20

perfonqante canlbest be

accomplisked by focusing 0.0~ “o
3 T T
. cl Ontime (T) T5 T-10 T-15 T 15+
improvement efforts on AC PU 0.9070 0.0490 0.0237 0.0108 0.0095
arrival imes. Percent %07 49 24 11 10
Cum % %.7 9.6 98.0 9.0 100.0

Converge Consulting Group Inc.
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Doing so would:

Pareto Chart of Drop Off Performance

A provide focus to the

improvement effort, 10- - 100
A produce ancillary
L 0.8- - 80
benefits in terms of
improved drop-off
0.6- -60 ¥
performance, and g g
U e
< &
A reduce the number of
) _ ) 04- - 40
incoming enquiry calls
for day of service
0.2- - 20
operations.
0.0- : -0
C1 Ontime (T) Y - S T 15+
AC DO 0.8924 B\0546 C ! 0.0124
Percent 89.2 . 1.2
Cum % 89, x QB8 100.0

Converge Consulting Groyp IN

An arrival-time improvement initiative wo
providers if only because there is so li arstio R ~Nhis dicates the current
failure rate is 'built-in' to the schedwing and p ing 4 ed by Access Calgary

in designing routes.
On Time Performance &

Handi Rus he &\{/ Associated Southland Access Calgary
Pick u romoff ¥ Pickup\_Dr Pickup  Drop off Pickup  Dropoff Pickup  Drop off
. 87.

On time (T) 16% W% 90.72% 89.17%  91.10% 83.68%  90.70% 89.24%

T-5 % 4.04% 4.89% 5.61% 4.41% 7.06% 4.90% 5.46%
1.69% 2.24% 2.97% 2.21% 4.07% 2.37% 2.74%

1.20% 0.76% 0.99% 1.04% 1.19% 2.67% 1.08% 1.33%

0.88% 0.62% 1.16% 1.20% 1.09% 2.53% 0.95% 1.24%

Observations/Recommendations: Arrival Time Performance

Improving arrival time performance should be a strategic initiative of Access Calgary. The
performance objective should be 0.0%. An actual performance level of 95% should be
sought within the next 2 years.
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Access Calgary has managed to effectively control operator cost of service. The flexibility
of the contracting out/multiple provider model in use has played a big role in that. Access
Calgary is able to move rides from one operator to another in response to the cost

structure of various providers at:

A astrategic level, assigning projected trip volumes and types to various opefarrs, and

A an operational level in the manual adjustment to routes that occurs }

area.

The net effect can be seen
in the time series plot of
cost per trip by provider.

While start up phases
seemed to incur high level
of growth in per trip costs,
these costs have been
stable for the past three
years. An exception has
been the rise in per trip
costs at Calgary Handi-
in 2012.

Handi-Bus.

The control chart analysis
indicates that it is not. But it
was nevertheless sufficient
close to serve as a warning
indicator.

Cost per Trip

Moving Range

Time SeriegF
30.0-

Handi-Bus

27.5-

25.0-

> pem b — - A - —-—A
Checker
| I | , ;
2008 2009 2010 2011 2012
Year

I-MR Chart of Handi-Bus Total cst/trp

—. / X=27.037

\0/\’/_/4/

! ! | | |
2008 2009 2010 2011 2012
Year

i /
1- —
e MR=0.838

\/\/

0— LCL=0
| | ! ! J U U
2006 2007 2008 2009 2010 2011 2012
Year

Converge Consulting Group Inc.
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Customer satisfaction with service providers

As Access Calgary transitioned to the new operating model, customer complaints rose
significantly. The bulk of these complaints concerned the two new service providers:
Southland and Associated.

This can be seen

Run Chart of Complaints per 1000 T/
clearly from the data P P P

3.5-
from January 2009 to

August 2010. Since 3.0-

that time, however,

ariable

complaints with both

concerning trips taken

these providers have 8 2.0-

dropped significantly. 8 -

The rate of complaints /
1.0- 2 «\

on Southland are still
higher in volume than

| | | |
2011 2012 2012 2013
Jun Nov Apr Sep Feb

Handi-Bus, but not to
any significant degree.
Likewise, the results

for Associated relative
to Checker.

of this review.
difference in t
with all

] \ an \ \ Median Good Neutral Poor
£
11. Rleaseé rate the sgrvice provided by Calgary 7.06 7.0 78.5% 16.3% 52%
\HandiBus

. Plesge rate e sexvicapuovided by 6.41 7.0 64.3% 28.0% 7.7%
Sonthland\Transportati
13. Piease raig thy servikse provided by Checker 6.74 7.0 68.8% 26.9% 4.4%
Cabs
14. Please\&%m;seybe provided by 6.59 7.0 64.8% 29.7% 55%
Associated Cal
Overall Averages 6.70 7.00 69.1% 25.2% 5.7%

Source: Converge Consulting Group, Voice of the Customer Survey

This doesn't mean that customers can't see a difference. Mean scores and proportion rating the
service good do differ among operators. Hand-Bus scores high than Southland and Checker scores
higher than Associated. It just means that these differences are not all that important to customers.
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Trip Allocations

Access Calgary has been changing the allocations of trips to various service providers in
response to demand and cost.

Many of Access
. Time Series Plot of Trips Delivered by Operator
Calgary's customers 500000

equate Access

Handi-Bus

Calgary with Handi-
Bus. While Handi-Bus
does provide a

400000—

H e ; 300000= Checker

significant portion of s
the work, Checker 8

] 200000~
now provides more
trips.

100000—

Similarly, a pattern of
Southland and 0-

. . | 1 1
Associated taking on 2011 2012 2013BDGT

larger shares of the
work have also
emerged, although
this has flattened out gtal Trips Indivdiual Control Chart
of late. This has meant

a de facto allocation Q

trips to providers UCL=80.873
smaller vehiclgs.
X=79.473
LCL=78.072
76 =1 T 1 1 1 I I T
2006 2007 2008 2009 2010 2011 2012 2013 BDGT

Year

Converge Consulting Group Inc.
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Transit Operations Best Practice

Best Practice Access Calgary\Qbsgwohs\

Service Delivery Model

Increasingly, service delivery models are moving to contracted out models
where vehicles and drivers are provided by a third party supplier contracted
to provide a level of service. This is in contrast to internally service delivery
models where the municipality maintains ownership of the vehicles and
employs the drivers. Cost is the primary driver behind this transition.

Fleet Characteristics

Use non-dedicated vehicles to supplement existing systex. algary has longed used taxi services to augment

demonstrating that use of non-dedicated vehicles, s ssist with specialized public transit operations. In
at reducing operating trip costs. dition to the use of Checker and Associated cabs, Access
Calgary also operates the ACE program that allows
customers to book cabs of their choice at a discount. This

provides additional flexibility and choice to customers.

Move to smaller vehicles. Largerxehi When Access Calgary expanded its service delivery model to
variation arising from operating disrupti , include Southland, it reduced its average vehicle size in the
including vehicle breakdowns,\no-§ho } 5 P i fleet. The Handi-Bus fleet is weighted toward larger bus
sizes, with 42% of the fleet classified as large buses
compared with Southland's 20%.

variation in the schedulg . . .
A similar reduction took place as Checker and Associated

provide lift vans (30 in all) to the fleet.
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Best Practice Access Calgary Obs&atl ns

Service Design

Feeder routes using specialized public transit to take passengers from their
door to existing fixed route transit stops is emerging as a best practice with
some jurisdictions.

Seniors/Community routes where specialized public transit service is
provided within specific communities. These generally target specific
customer groups such as seniors.

Operators and Operating Techniques

Establish a policy that, when there is an in-service lift or ra I i nnot pull away without instruction from Dispatch

expect.

Institute a "Defect Card" or simila I This is responsibility of operators.
completed by the driver, if equfpment faNg ice. N£le operator

notes the problem and leaves the ¢ard\yi » \ e end of the shift.

This alerts maintenanggcre

Improvement
Establish regular in-hous Access Calgary makes use of peer reviews and other
determine opportunities for . Canadian industry initiatives.
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Best Practice Access Calgary Obs&atl ns

At least once each year, have senior operations staff use wheelchairs to
travel the system on both fixed-route and complementary specialized public
transit vehicles to better understand the current customer experience and
identify opportunities for improvement.

Driver Route/Customer Matching

Align specific drivers with different customers and customer types. Many
drivers have a personal involvement or interest with different customer
groups. Aligning the driver, not just the vehicle, with customer needs £an
produce a level of consistency and personalization in the quality

Align drivers with subscription routes. Aligning drivers with gpecifi
subscription routes can also produce a degree of reliabily an

personalization of service as perceived by the Custoré\

Fixed Route System Integration/Accessibility

Make low-floor buses the standard for all fj Access Calgary provides accessibility oversight on fleet
purchases. Calgary Transit only purchases low floor buses.
Currently 85% of buses are accessible. Target for 100% by

2015

Calgary Transit purchases only low floor buses with kneeling
features and ramp standard. Options for LRV to further
improve accessibility.

Use larger destination sig Qre easily read and understood. Access Calgary in consultation with the CNIB developed the
signage in use on Calgary Transit buses. Destination signs

on LRV vary.
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Best Practice Access Calgary ObSQatl ns

Customer infor| LRT stations are in process of
implementing
buses.

Adopt “universal design” standards and elements that facilitate accessibility
and useful of both fixed-route and complementary transit vehicles.

Develop vehicle standards in consultation with the local disability
community.

Use efficient and effective wheelchair restraint equipment that e
customer safety while minimizing transit delays.
gary Transit and Access Calgary are investigating the use

message boards, more protective bus shelters, iNg : X Ot electronic fare cards.

Create and implement a Bus S { sidenng i Field Services have a bus stop inspection program in place.

Consulting Group'

§Converge
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Field Services

Field Services largely fills a quality assurance function within Access Calgary. Four
people, including a travel trainer, are assigned to this function. Field Services is a relatively
new unit within Access Calgary. A previous unit with similar functions was eliminated
because of budget constraints.

Field Services concern themselves with all the issues that can arise in the field

investigating these, providing mitigation and developing and delivering prOgxams Q

Toronto Winnipeg Saskatoon Edmonton
Access Calgary TTC Wheel Handi-Transit Access Transit  DATS -
Trans Disabled Adult

Transit Service

Inspection Formal Audit Operator  Field Safe Work Formal
Program program of pre-trip vehicle  Inspections Observations program of
field service checks. . field service
‘ _ o Drivers and Customer _ .
inspections/qu  Provision of . inspections/qu
) o loading contact )
ality assurance  retraining ality assurance
) procedures surveys )
in place for; when deemed in place for;

=
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Calgary Toronto Winnipeg Saskatoon Edmonton
Access Calgary TTC Wheel Handi-Transit Access Transit  DATS -
Trans Disabled Adult
Transit Service
Drivers and appropriate. Equipment Drivers and
loading Conditions loading
procedures Quality procedures
Equipment Assurance for Equipment
condition. Trip Bookings .
Field Services conducts these ) .
) ] Vol of F%Se es Vehidle Inspections Gonducted
inspections regularly. 254 >v
On average, 5 vehicle inspections are 2 \ o
conducted each month. Given the size
of the fleet, this represents a rational 154

unt

and cost-effective level of inspection.

Moreover, the pattern of vehicle
inspections suggest that vehicle

T —
N 2 N T 2 Nz NN 2 ] ] ] )
&g O R R AN PR
Date

Volume of Other Field Services Checks Conducted
(Mobity Aid, Space Type, Access at Location Concerns, etc)

60 UCL=59.68
50
40
JE Y=
g X=32.38
20
. . . 10
However, ervices is increasingly LCL=5.07
being called upon to assess levels of S T A e S e S S S
L . IR IS G M I I SN GRS G P AN
accessibility within the fixed route S B f”\@f”?of@iyi@ ”Qoé?& Vg B
system. This is appropriate given their Date

level of expertise.

However, organizationally, Field Services does not have the resources to effectively act
as accessibility quality assurance for all of Calgary Transit.
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Driver Training

Driver training at Access Calgary has recently been revamped with the first roll-outs of the
program occurring January 2013. The program is getting positive feedback from drivers

and plans are to expand the program to encompass taxi drivers as well.

Drivers don't get information on individual medical conditions, but are trained on physical,

Travel trainingN
service getiv

planning, paytg fairs, etc. Day three of the training is seeing the control centre (bus and
train), protective services officer will talk to kids, show them cameras. Day four is planning
a trip and taking it. There will be a follow up if anything else is needed.
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Travel training clearly needs a hands- = ] N
] ] Volume of Individuals Requesting Travel Training
on approach—especially with school

. 1
children. n 11
I | uct-15.03

However, the ability to reach enough 1
people to be effective, relying
exclusively on in-person training, ] B
strategy is questionable. The number =&
of individuals requesting travel "
training is about seven people per \

P > 3 ' ' ' X

Count

month (and rising). LCJ£-0.58

This would imply some consideration
must be given to expanding travel
training to encompass web-based
deployment.
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Field Service Best Practice

Customer Responsibility Access Ca\?gary\

Travel Training

NN

Establish readily available travel training programs offered directly by the transit ay hag'thesé programs in place.

agency.

Leverage travel-training resources by providing train-the-trainer educatio sfforts Were made but no consistent program is in

social service, medical and caregiver organization staffs.

Customize travel training to more effectively meet audience need ; s Calgary training is highly customized.

by providing specialized transit training for seniors.

Establish special student-oriented travel training for {es, Access Calgary summer camp.

disabled, in public and private schools.

Yes, Access Calgary has well defined policies and practices in
place.

Access Calgary has a strong custom designed driver training
program in place.

No real certification and tracking system in place.
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Transit Operations Issues, Concerns & Recommendations

Component

Description Issues
nclus tions: Operations

Service Delivery Model

Access Calgary operates a unique system model. UniquéN el works well. Contracting
that it is contracted out, has two contract operators pfoviding elped lower costs. The mix of
similar vehicle types and has two types of contracti weys the service interruption risk
organizations, for profit and not for profit. } #h relying on a single operator.

Operators/Organizations

Handi-Bus in establishing operating arrangements
that work for both. This must focus on:

A Amending the cost structure,
A Eliminating the legacy elements that are

negatively impacting productivity and
performance.

Driver Training and
Development

Access Calgary should build on its existing program
and develop a blended learning driver training
program.

This program should encompass a back end
Learning Management System to track

gccgnvarpge
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Component

Description Issues . . .
ConclusignsiRecommendations: Operations

Travel Training

Access Calgary is consistent with best practice in develoRirg
and deploying a custom travel training program. The
program, however, lacks the resources to be effecive.
Delivering travel training to between 8 to 10 indii
month is simply insufficient to provide the kj

needed.
Strategic Performance On-Time Performance. On time arqval p n time arrival performance needs to be made the
Priorities specifically, is the source of gres i primary strategic priority for Access Calgary over the
with customers, a materially’signifi mid term (2 years). Reworking the system to achieve
dissatisfaction as meas Qice's an on-time arrival performance of 95% should have
survey and lowest g 5 . i flow through impacts on maximum on board time
performance me#ics apo0R and on-time drop off performance.

On-Board Kmex

98%. (\

»Converge
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Component Description Issues . . .
ConclusignsiRecommendations: Operations

Driver Issues In discussion s with customers and customer agencies a

number of driver issues were noted. These included:

panded outreach, working with customer
agencies (previously recommended) may also

assist.
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Management and Administration

Access Calgary is led by the Manager, Karim Rayani and his management team (see
System Map). Administrative work within each function is largely managed by the
organizational unit aligned with that function. The exception is corporate administrative
functions. These are managed by the Service Audit group. It is primarily responsible for:

financial management and control

Managing payments to service providers,
Monitoring the ACE program,

Monitoring fare compliance,

Managing ticket processing,

Managing the billing of service agencies,

Monitoring and ensuring fare compliance on tges

> > > > > > >

Ensuring fare collection,

performance reporting and analysis

dispateh and moritoring processes without which actual service delivery would be near
impossible~butit provides the information necessary for both financial and operational

control and management.

Beyond the administration provided through Service Audit, is the overall management
provided to the organization. This encompasses the direction, strategy and leadership
provided to the organization.
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Service Audit 3

Record Keeping

Function

Reconciling and preparing financial and operating information
for the system.

Input:

(i) Transaction records from Trapeze

agencies.
Output:

(i) Reconciliations of g

Input:
Transaction Records

Processes:
Financial Control
Business Analysis

Cxpduct special reviews where requested

rsee payments

Ensure operator compliance

v

\
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Administrative processes don't support a smooth, efficient
workflow

As noted, Service Audit is reliant on Trapeze for virtually all the source data against which
performance and financial data are reconciled and reported. Getting data out of Trapeze,
in a format that facilitates these functions, is, therefore, important to ensuring a smooth
workflow.

\

¥

The exception is the Low Income Seniors Pass. This is a heavily discounted pass reduced
to $15 from the usual fee of $95 for those seniors earning less than a pre-set maximum
income.

Access Calgary does not accept the Low Income Seniors Pass. With two-thirds of its
customer base seniors, the potential revenue/cost impact on Access Calgary would be
substantial. Further, such a heavily discounted pass may serve as an incentive for using

137
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fixed route services. There is no prohibition for providing these types of incentives or
pricing differentials under the ADA.

At the same time, failing to accept the Low Income Seniors Pass, for specialized public
transit appears at odds with the intent and spirit of the program approved by City Council.
It penalizes those that for no fault of their own, cannot use fixed route services.

Attendants and Companions

Required attendants travel with customers at no charge. Companions a

pay the standard transit fares.

Performance Measurement & Management

is incapable of supporting the types of conclusions that must be made.

Performance Standards & Objectives.

The performance standards in place at Access Calgary mirror those at most specialized
public transit organizations and government organizations generally. They are also
consistent in basic approach with standardized practices at The City of Calgary.

\
=
w
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However, these best practices are not consistent with best practices as defined from a
Lean/Systems Thinking or a Quality Management approach. (This is a conclusion that
also applies to Performance Management and Measurement above). As this audit takes a
Lean perspective, we are obligated to highlight the inconsistencies.

Traditionally, service standards set a specified performance level for the organization.
Using on-time performance as an example, specialized public transit best practige
typically references between 90% and 95% as an acceptable service standard®
specialized public transit organizations have set a performance standard gs
this range.

From the Lean/Quality perspective, the problem with such perforng

A they tend not be empirical. Why, for example, is the op
95%? Why not 85%7? Why not 50%? And where di¢ these %
come from? More often than not, the answer is frofx "tNIMNéIr

Wider recogmition may lead to greater number of customers and increased levels of
demand for trips. The problem for specialized public transit is that unlike fixed route public
transit, costs are sensitive to the level of demand. Increasing demand for train service for
example, has little impact on the cost of running the train and produces some immediate
benefits including reducing the number of vehicles on the road. Increasing Access
Calgary demand, however, produces an immediate escalation in cost and with a much

smaller corresponding benefit.
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Despite this, both the organization and the level of service have suffered from a lack of
awareness. Access Calgary has, in many ways, been delivering service on a shoestring
budget. Because of this, programs that have the potential to deliver solid benefits have
lacked the funding required to make them effective—driver and rider training are two
examples. A lack of awareness may mean that people unable to use fixed route transit,
especially the elderly, may assume that no specialized public transit options are available

profile is too low.

Integration of Service

nd engompasses everything from making rail stations more accessible to
purchasing of low floor/kneeling buses. While such efforts have generally been regarded
as successful, it more difficult than it appears and more expensive than might be
assumed.

For example, what good is a low floor bus if sidewalk curbs aren't accessible or blocked
by snow or ice? Small simple problems can make large costly solutions ineffective.
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(i) Developing community-based transit. This includes developing smaller feeder routes
that take passengers to and from fixed route locations and developing entirely
community-based specialized public transit such as taking seniors from a senior facility to
recreational or other destinations in the neighbourhood.

(iv) Incorporating walkable city concepts into urban planning and design. The public

sidewalk or walkway is the most cost effective form of public transit available. Ye{ much of

urban design discourages its use. This includes large blocks of residential devs

be explored and tested.

Best Practice in System Integration

longer to show results. These
previously, have not necesgax|

apply all of these.

Examining all ex
practical in th
as to Ac

roving medical care, daycare, meals, and housing to the elderly
to think about their role in the provision of transportation services —

Encourage casual carpool programs.
Help establish older driver wellness programs.
Work with social service organizations and others to set up volunteer driver programs.

Determine opportunities for volunteer escorts for elderly specialized public transit
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customers.

Partner with commmunity agencies to supplement service as part of a larger strategy to
preserve and expand human service transportation.

Work with employers, medical professionals and others to allow for appointments, work
hours and other scheduled activities to take place at times other than the traditigral
hours, thus reducing peak demand.

Explore vehicle sharing among public and not-for-profit agencies each hs
responsibility for transportation of the elderly and disabled.

Encourage more in-home medical monitoring.

Encourage more in-home online pdrchasing.

local services.

ecialized public transit to core fixed

Train operators on how to assist specialized public transit passengers using service
animals.

Use a timed-transfer system where all the buses arrive at the main transfer centre at
about the same time so that drivers or other transit employees are able to actively assist
passengers who need help finding their buses.
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Explore the options of shuttles generally, as well as community-based buses, looking for
community and social service sponsorships to leverage agency resources.

Ensure that on the fixed-route system there is adequate and useful information for the
specialized public transit customer, easy access to and from bus stops, passenger
amenities at bus stops encouraging their use, ready accessibility for specialized public
transit customers to fixed-route vehicles and effective messaging using an aut d
system of clear annunciators and electronic messaging boards.

Use unique bus stop signposts to make bus stop signs more easily
people with vision disabilities.

Enhance the attractiveness of bus stops by using solar-powfered lights a

bus benches.

N

A%

Community Based Transit

Coordinate specialized public transit
communities.

Encourage adoption of Complete Streets strategies.

Promote development of a community-based mobility strategy that coordinates
connection of individuals with a range of services.

Incorporate specialized transit into smart growth plans.
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Component

Description

omwaensatighNAdministration &
<\ na m

Administrative Processes

Extracting information from the Trapeze data R&se use

lined interface between paratransit
and financial software

mpassing billing, revenue tracking is
required.

Low Income Seniors Pass

This is a policy decision that cannot be
undertaken by Access Calgary. Accepting or
not accepting the Low Income Seniors Pass
amounts to a clarification of Council's original
intent.

Access Calgary should prepare a
revenue/cost implication of accepting the
Low Income Seniors Pass.

A clear request for Council clarification needs
to be made on this issue.

Performance Measur
and Management

ncesmeasurement and reporting takes place using

rd management report formats with numerical

algary, it is not consistent with best practice in performance

ries. While this is consistent with practices within the City

Access Calgary needs to create a proper
performance measurement and
management system that:

A Converge

Consulting Group'
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Component Description

comrymendations: Administration &

measurement.

Use of Excel limits performance analysis to sorting g
summary statistics (i.e.; averages) that provide my
in accurate interpretations of performance.

performance, uses ranking (bottom 3 Carf support statistical/systemic analysis of

important performance issues. root cause (distributional analysis of data).

Performance Standards Performance standards ar [ [ Consider moving to Lean/Quality based,
best practice in the ind customer driven performance standards.
measurement and Because of the inconsistency of the Quality
consistent with approach with existing City of Calgary
practices, Access Calgary could become a

test for the Quality approach within the City.

iCes (N}e negative cost Access Calgary should proceed with its
ized public transit. Nevertheless, a branding strategy and be given the
quired for the organization to be appropriate budget to see it come to fruition.

Marketing and Public
Awareness

146
A Converge

Consulting Group'
eope - Proces Faforrence



access _——>
I | e

& Performance Audit Lean Operational Review
Component Description . . .
P P commendations: Administration &
Nﬂ ermgnt
System Integration Roles and responsibilities for building a more accessiblg oled in gegcessibility may want to

ress made to date, what's working
what isn't and the implications for

. ] ) Business Units,
table is there (i.e.; development functio
whether the various actions by those

involved in building an accessible city
reflect a common strategy,

whether everyone that needs to be at the
accessibility table is represented.

Access Calgary should develop a clear
partnering strategy that explicitly identifies
opportunities and priorities driven by potential
for demand reduction.

As part of this strategy, Access Calgary must
be given the flexibility to experiment with
these options.

The initial focus of these partnering options
should focus on seniors and elderly medical
care.

dle, providing vehicles (with maintenance) in return for
yation of demand on specialized public transit.
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Definitions

Capacity Constraints: This is a limit on the amount of specialized transit service that is provided, such as
waiting lists, trip limits, and service denials.

Conditional Eligibility: In this category of eligibility, the individual can be reasonably expected to make
some trips on the conventional service under certain conditions.

Disability: A restriction in a person’s functional capacity resulting from the impairns

Eligibility: Refers to the standards which qualify an individual for service.

¢ the

“specialized public transit”, “door-to-door”, or “demand-response”

Visitor: A visitor is anyone with a disability who does not reside in the jurisdiction served by the transit
system.

Travel Training: Also known as mobility training, this alternative provides potential riders with the skills and
information needed to use the conventional transit system independently.
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Eligibility Outcomes
There are generally three eligibility categories for specialized transit:

A full;

A conditional; and

A temporary eligibility.

Different names are used for these categories across Canada. An attempt tg stands  these categories

description of conditional eligibility,
is eligible or not, for those with vasi

Source: Canadiar
Transit Asg Ths
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News Paper Reports/Stories
Transit agencies struggling to meet needs of disabled ridership
November 14, 2012 By Jon Hilkevitch, Chicago Tribune reporter

The aging population is helping to spur exponential growth in paratransit use acpgss the Chicago area,
and the strong demand for the door-to-door service by people with disabilities is dking millions of dollars

away from other bus and train operations, transit officials said.

As part of reforms that in 2008 provided for a quarter-cent increase in the sales tax collected for public
transit in the Chicago region, the General Assembly created two pots of money. The move effectively built a
firewall around some sales tax revenue that pays for regular bus and rail service, and created a new pool
of money that pays for paratransit as well as other bus and rail service, Pace officials said. In addition, the
state provides a partial match to the second pool of sales tax revenue.
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"Traditional bus and rail service funding is safeguarded from expense growth on paratransit,”" Pace
spokesman Patrick Wilmot said.

But CTA officials point out that paratransit funding is taken off the top of the 2008 sales tax increase and
that paratransit expenses are projected to exceed the amount of money generated by 2028, based on
trends.

All transit officials agree that the cost of paratransit in the Chicago region has alm6s{ doubled over the past

seven years, partly because of the growing elderly population.

This year, 5.4 percent of the $2.54 billion operating budget for the RTA sys
Metra and Pace — is being spent on paratransit, which under the fede

depengingsQn the &ircumstances.

"| call the paratrassit when the weather is bad, or when | go to see a friend who lives far away in Chicago,"”
Thompson said last week after attending a travel training session that was presented by an RTA trainer to
the Foster Senior Group at the Fleetwood Jourdain Community Center in Evanston. Travel training is
designed to familiarize senior citizens and some disabled people with how to use traditional bus and train

service.
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Budget frustrations

The CTA operated paratransit for more than 20 years in Chicago and got out of the business six years ago
when the agency handed off the job to Pace, which previously operated paratransit in the suburbs since
1992. The move saved the CTA about $54 million.

But the financial math of paratransit never added up, and it clearly isn't computing today as the CTA and

prayements and avoid

Metra both may be forced to raise their regular fares in 2013 to pay for service i
budget deficits, transit officials said.

associated with it.

The trend is unsustainable, transit experts say, unless ney
program is modified.

reduce useQf pargtransit because fewer people would be able to afford it.

Federal regulations covering ADA paratransit establish a ceiling for paratransit fares that is double the base
fixed-route bus fare. It translates to a maximum $4.50 paratransit fare in Chicago (the CTA base fare is
$2.25) and $3.50 in the suburbs (the Pace base fare is $1.75).
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Other approaches

The Chicago region is hardly alone in feeling the paratransit budget pinch, but some other transit systems

are taking creative approaches to deal with it.

In the nation's capital, the Washington Metropolitan Area Transit Authority saved more than $25 million in
fiscal 2011 by offering free rides on standard fixed-route bus and rail service to paratransit-eligible riders,

officials said. More than 559,000 trips were taken using the free benefit last year, the\{ransit authority

reported.

years to stay in the program.

In the Chicago area, the RTA typically requires paratransit rige
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The realities of life if you're disabled in Saskatchewan and depend on
Paratransit.

June 24, 2013 Metronews

Imagine being confined to your house in winter — and during the summer.

Months of being able to go out to just a handful of events.

tioned. The current system is already inconvenient, so it is unlikely users with

busing it.

with friends or famijly or attend events is incredibly demoralizing. This approach taken by Saskatoon and
Regina will leadto more complaints being filed with the Human Rights Commission, not less. How we treat
the differently abled in Saskatchewan — effectively putting them under house arrest — is unworthy of an
inclusive society.
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Voice of the Customer Research
Connecting with Access Calgary's customers

Purpose

As part of this review, Converge undertook to conduct a survey of Access Calgary s direct and indirect

customers. There were three reasons for this:

A The customer satisfaction survey in current use by Access Calgary wa

fear of retribution.

Methodology

PM) is a rigorous stress test of customer satisfaction. Is it is comprised of one
a friend, relative, or co-worker, | would recommend using Access Calgary.

Responses 8 as regarded as promoters, 7 or 6 as passives and 5 through 1 as detractors. The
proportion of detractors is subtracted from the proportion of promoters to arrive at our Net Promoter

Metric.

NPM Table

Questions Mean Median Category Percentages Promoters Passives Detractors
0 20 4ID 60 80 100
8. If asked by a friend, relative or co-worker, | 6.96 7.0 ] 40.0% 40.0% 20.0%
would recommend using Access Calgary.
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net promoter metric analysis

110.00% - 5.50%

Your NPM Position:

$0.00% NPM (Adj):  20.0 - 4.50%
s Percentile: 18.94% / Cumulative Distributio,
= .
s Sigma: -0.88 / of NPM (Adj) Scores
2 70.00% - 3.50%
k)
E]
=
£ 50.00% < AS0%
[=]
E
< 30.00% - 1.50%
E
=
L=

Question) Mean Median Agree Neutral Disagree
1. Booking agent>ate fri€ndly and helpful. 7.57 7.0 89.5% 6.1% 44%
2. | feel safe when getting on and off the buses 7.55 8.0 87.7% 7.3% 5.0%
or taxis.
3. I am able to get the frips | need 7.21 7.0 81.8% 72% 11.0%
4. My pick-ups are on time 6.32 7.0 65.0% 17.8% 17.2%
5. My drop offs are on time 6.39 7.0 67.4% 16.0% 16.6%
6. My travel time on the trip is reasonable 6.48 7.0 67.2% 18.9% 13.9%
7. Buses are comfortable to ride in. 6.75 7.0 73.0% 16.9% 10.1%
8. If asked by a friend, relative or co-worker, | 6.96 7.0 78.3% 11.1% 10.6%
would recommend using Access Calgary.
9. Overall, | am satisfied with the services 6.85 7.0 76.1% 13.9% 10.0%
provided by Access Calgary
Overall Averages 6.90 7.1 76.2% 12.8% 11.0%
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Service Providers

Respondents were asked to rate each of the service providers that they use on a scale from 1 to 9, with 9
being Excellent and 1 being Very Poor. The results are shown in the chart below.

Calgary Handi-Bus had the highest average score and positive percentage of responses.

overall service

Questions Mean Median Categ:)ory Peroae:tages . Good Neutral Poor
11. Please rate the service provided by Calgary 7.06 70 o 16. 52%
Handi-Bus
12. Please rate the service provided by 6.41 70 3% ~28.0% 7.7%
Southland Transportation
13. Please rate the service provided by Checker 6.74 70 38 % 26.99 4.4%
Caty \“ 0
14. Please rate the service provided by 6.59 7.0 > 8% \/29.7% 55%
Associated Cabs
Overall Averages 6.70 7.00 69 [N 25.2% 5.7%
operator service by trip purpose A
Questions Data Filter Good Neutral Poor
11. Please rate the service provided by  [All Data 7. 06 78.5% 16.3% 5.2%
Calgary Handi-Bus 78.8% 12.1% 9.1%
80.0% 10.7% 9.3%
85.9% 77% 6.4%
75.9% 18.4% 5.7%
12. Please rate the service provided by 64.3% 28.0% 7.7%
Southland Transportation 48.1% 37.0% 14.8%
61.4% 26.3% 12.3%
67.2% 23.9% 9.0%
60.0% 30.7% 9.3%
13. Please rate the service proyided\y 68.8% 26.9% 4.4%
Checker Cabs G Worl 63.3% 33.3% 3.3%
Adult Day Progral 69.0% 22.5% 8.5%
alth/Medical 77.1% 21.4% 1.4%
68.8% 27.5% 3.8%
14. Please rate the ser provid?d% 6.59 64.8% 29.7% 5.5%
Associated Cal Kk 6.55 64.5% 29.0% 6.5%
Adult Day Pxogpdm 6.84 67.1% 27.4% 5.5%
ealth/Mdadic 6.96 73.2% 25.4% 1.4%
%’sqnal 6.70 67.5% 30.1% 2.4%
Overall Aver: es |l Data 6.70 69.1% 25.2% 5.7%
GoNo Work 6.59 63.7% 27.9% 8.4%
t Day Program 6.80 69.4% 21.7% 8.9%
ealth/Medical 7.02 75.9% 19.6% 4.6%
Personal 6.69 68.1% 26.7% 5.3%
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Questions Data Filter Neutral Disagree
1. Booking agents are friendly and helpful. All Data 6.1% 4.4%
Go to Work 11.4% 8.6%
Adult Day Program 6.2% 74%
Health/Medical 6.3% 5.0%
Personal 7.7% 55%
2. | feel safe when getting on and off the buses [All Data 7.3% 5.0%
or taxis. Go to Work 17.1% 8.6%
Adult Day Program 8.8% 7.5%
Health/Medical 7.6% 6.3%
Personal 8.8% 5.5%
3.1 am able to get the trips | need All Data 72% 11.0%
Go to Work 11.4% 20.0%
Adult Day Program 12.3% 13.6%
Health/Medical yﬁ% 13.8%
Personal 3% 15.4%
4. My pick-ups are on time All Data 1N 7.2%
Go to Work 31.4% 8.6%
Adult Day Program 9% 25.9%
Health/Medical Q% 16.3%
Personal 22.2%
5. My drop offs are on time All Data \12321 16.6%
Go to Work 0% 28.6%
Adult Day Program 8.6% 24.7%
Health/Medical 8.8% 15.0%
Personal 11.0% 20.9%
6. My travel time on the trip is reasonable All Data 18.9% 13.9%
Go to Work 20.0% 25.7%
Adult Day Program 16.0% 18.5%
Health/Medical 12.5% 12.5%
Personal 13.3% 14.4%
7.Buses are comfortable to ride in. All Data 16.9% 10.1%
Go to Work 14.7% 14.7%
Adult Day Program 10.0% 13.8%
Health/Medical 12.8% 10.3%
Personal 11.2% 9.0%
8. If asked by a friend, relative or co-worker, | [All Data 11.1% 10.6%
would recommend using Access Calgary. Go to Work 14.3% 14.3%
Adult Day Pgégram 9.9% 14.8%
Health/Me{cal 5.0% 8.8%
Personal 12.2% 8.9%
9. Overall, | am satisfied with the services 13.9% 10.0%
provided by Access Calgary 25.7% 14.3%
16.0% 13.6%
7.6% 10.1%
13.2% 11.0%
Overall Averages 12.8% 11.0%
18.4% 18.2%
10.9% 15.5%
@ 8.3% 10.9%
10.1% 12.5%
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Customer Service Word Cloud
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Customer Service
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Eight Zeros

Defining Near Perfection in Process Performance

The ideal assembly or service delivery process is often described in terms of the eight zero's of Just In

Time also referred to as the eight zeros of Lean.

prsgess has no

A Zero Inventories. The primary goal in manufacturing environments. The idea
inventory, no safety or buffer stocks and no warehouses. Every piece and evenkpariof every piece

arrives just in time for it to be incorporated into the production proces§
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