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EXECUTIVE SUMMARY

STUDY BACKGROUND AMBDALS

The Pioneer Valley Transit Authority retained a consulting team composed of Nelsork Nygaard
Consulting Associates and ASG Planning, to evaluate the way in which its paratransit service is
contracted and delivered, to assess service and cost performance, and to develop strategies to
improve service efficiency and other shortcomings identified in the study.

Much of the study involved a rigorous collection of quantitative and qualitative data. This

included the collection and analysis of system reports and raw data. Service and cost

performance data was compared with peer data, and evaluated for trends and against industry

standards. PVTA staff was interviewed. A day was spent meeting with and observing staff of

PVTAG6s paratransit service contracsureeywas Hul mes Tr anspc
conducted. Stakeholder interviews and two sets of public outreach meetings were also heldn

June and November 2014. In addition, special analyses were conducted to assesa) the

productiveness of the current run structures; (b) what services are provided to ADA paratransit

customers over and above what is minimally required; and (c) how demand for the service might

change in the future.

OVERVIEW OF PVTA PARRANSIT SERVICES

PVTAG6s paratransit service is pr ocommdiretdswhoy resi dents ¢
because of their disability, are certified by PVTA as ADA paratransit eligible, and to persons who
are seniors (60 years of age and over). Service to ADA paratransit customers and senior
customersis combined (that is, is not delivered separately), noting that (1) ADA paratransit

service is provided beyond the minimally -required % mile fixed -route corridors within the 24 -
member communities, but is limited temporally to the days and hours when fixed -route service is
provided; and (2) senior (Dial -A-Ride) service is provided only during weekdays from 8:00 to
4:30. Also, additional ADA paratransit service extends to some other non-member communities
that fall within the % mile corridors.  Fares range from $2.50 to $3.50 for all paratransit
customers and are twice the regular bus fare, as allowed by the ADA.Fares can be paid for in cash
or with tickets from books of tickets sold by PVTA and at various senior centers.

By Massachusetts law,PVTA must retain a contractor or contractors to deliv er service, i.e., PVTA

cannot operate service with in-house employees, but PVTA cari and doesi provide policy

development and oversight and most of the support services and equipment. To deliver service,

PVTA has retained Hulmes Transportation , which operates service out of its two facilities in

Chicopee and Belchertown and out of PVTA&s facility i
First Transit -owned subsidiaries, the Springfield Area Transit Company (SATCO), based in

Springfield, and the Valley Area Transit Company (VATCO), based in Northampton, to provide

maintenance for the PVTA-owned vehicles and in-vehicle equipment. A summary of the division

of responsibilities among PVTA and its contractors is presented in Figure 0-1.

NelsokiNygaard Consulting Associate<Elgd. |
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FigureG-1

Division of Responsibilities for PVTA Paratransit

Pioneer Valley Transit Authority

[ Policy Development and Planning

[1 North Operations Facility

[ Contractor Procurement and Invoice Processing

[] Fuel

[] Contract Compliance, Service and Cost Monitoring

[J Driver Uniforms

[] Vehicle Procurement and Insurance

[ ADA Paratransit Eligibility Determination

[ Risk Management

[ Fare Media Distribution

[ Software Licensing / Support Contract

[1 Reporting

[J Computer Server, Hardware, Network and Support

[1 Commendation / Complaint Management

[ Telephone System and Support

[1 Public Outreach and Surveys

[ Radio System; In-Vehicle MDCs / AVL equipment

Hulmes Transportation

[ Travel Training

SATCO/VATCO

[1 Reservations

[ Vehicle Maintenance

[ Scheduling

[ Dispatching and Same Day Functions

[ Service Delivery

[J Road Supervision

RIDESHIP
PVTA paratransit customer ridership for the past three fiscal years is presented belowin Figure
0-2.
Figure0-2 PVTA Paratransit Customer Ritigr
ADA ADA | Annual DAR DAR | Annual Total Annual
Customer| Trip ADA | Customer| Trip DAR Customer| Total
Trips % | Change| Trips % Change Trips Change
FY 202 192,434 | 71% -- 77,283 | 29% - 269,717 --
FY 223 199,068 | 74% | +3.4% | 70,155 | 26% 9.2% 269,223 0.2%
FY 204 206,696 | 76% | +3.8% | 65,533 | 24% -6.6% 272,228 +1.1%

NelsoliNygaard Consulting Associate<EI82. |
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Key observations include the following:

A All together, there was a modest increase in overall customer trips from FY 2013to FY
2014.

A While ADA paratransit ridership has increased steadily over the last three years, senior
ridership has been declining, which makes sense given the fairly level capacity of the
system. One explanation for the growth in ADA ridership is as follows. As many seniors
grow older, they also become ADA paratransit-eligible, and there is a built-in incentive
for these seniors to apply for ADA paratransit service: PVTA is obligated to serve ADA
paratransit customers without a pattern of denials, whereas non-ADA seniors requesting
service can be denied if there is no capacity to accommodate the trips.

A TheFY 2014ratio of ADA trips to senior DAR trips was about 3 to 1.

Addi ti omcauls tfonmmoerr 0 passenger sandrtraflecedin thernable dbavs, e
include Personal Care Assistants (PCAsand companions. These passengersdd another 11% to
the customer trip customer totals.

SERVICE QUALITY MEIR
Average TelephoneHold Time

Average hold time for customers calling to make trip reservations or inquiries for the last three
years has been fairly stable, decreasing only slightly from 1:59 inFY 2012to 1:56 in FY 2013to

1:55inFY 2013 Theindustrytargeti and PV TA® s c o nitisrtceachievead motedhang e t

a 2:00 minute average hold time.

Denials

The denial rate for ADA paratransit trips was 0.01% in FY 2013and 0.04% in FY 2014, or
approximately 1 denial every 3 weekdays on average, and also noting that these trips were not
denied outri ght but involved negotiated pick -up times beyond the one hour time frame allowed by
the ADA. Upon close examination, while this cannot be considered to be a pattern of denials.
PVTA is committed to returning the denial rate to lower (pre -FY 2014) levels by increasing
capacity at key times in the peak hours.

And even the senior denial rate at 1.81%is not significant considering that capacity has remained
relatively level over the last two years, and that rate was been reduced by 63% frontY 2013to FY
2014.

On-Time Performance

The on-time performance (OTP) of PVTA paratransit is exceptional. From a detailed analysis of a
w e e kvdrth of raw data (from the week of April 27, 2014), it was determined that the on-time
performance ranged from a low of 94.2% to a high of 97.6%, and averaged 96.4%, which is on the

high end of PVTAO6s contractual OTP fisweet spoto

standard for a system with 20-minute pick -up windows (which PVTA has) is 90% to 92%. The

one caveat to thatisthat PVTAi ncl udes al | fearl yo trips in with

allowable as long as there is no driver coercionfor a customer to leave before the start of the
scheduled pick-up window (which has not been voiced by customers)

NelsokiNygaard Consulting Associate<EI88. |

ps.

of

t

9¢

he



PARATRANSIT SERVICE ANALYSIS STWINAL REPORTDECEMBER 2014
Pioneer Valley Transit Authority

Ride Time

PV T A0 sractuaptarget is to ensure than aminimum_of 96% of the trips have a ride time that is
under 60 minutes in duration . Over the last three fiscal years, he percentage of trips with ride
times under 60 minutes has averaged over 97%.From a random sample of days over the past
three years,the average ride time for each day ranged from 17.72 minutes per trip to 21.19
minutes per trip .

Complaint Ratio

PVTAG6s complaint ratio has ranged from 3.5 to 4.6 cor
years, butstill well below the industry target of no more than 10 complaints per 10,000 trips.

SAFETY METR&ACCIDENT FREQUENCATIRO

Accident Frequency Ratio

The industry standard for preventable accidents is 1.0 preventable accidentper 100,000 (total)

vehiclemi | e s . spRWtablé accident frequency ratio has ranged from 0.89 to 111 over the

last three years, and averaged 0.99, wich is within the targetgoal. PVTAS&s contractual tarc
10 preventable accidents per calendar year, which considering thenumber of total miles operated

equates to 0.29 based on theFY 2014total miles.

OTHER SERVICE PERMARCE METRICS
No-Show and Missed Trip Rates

The FY 2014 percentage of no-shows (at 2.6%) and missed trips (at 0.05%) are within acceptable
ranges. The industry standards for these metrics are no more than 5% for no-shows and no more
than 0.05 % for missed trips.

Cancellations

The FY 2013breakdown of cancellations is shown in Figure 0-3.

Figure0-3 Cancellations

Number of Percent of Percent of 269,223
Cancellation Cancellation Customer Trips
Advance Cancellation 46,085 56% 17.1%
Same-Day Cancellations 31,235 38% 11.6%
Late Cancellations 5,058 6% 1.9%
Total 82,378 100% 30.6%

The percentage oftotal cancellationsis generally considered to be high if over 15%. With total
cancellations at twice that rate, it is suspected that customers are still makingfi p| acehol der
reservations o a nWhiletthe adwance eancellatiorls donngt affect the scheduling
process, the sameday cancellations do. As some of the scheduling processes and practices are
improved, it is hoped that PVTA will see a reduction of this rate.

NelsoliNygaard Consulting Associate<Elg4. |
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Service Productivity

As the number of customer trips increased from FY 2013to FY 2014 by 1%, the number of

revenue vehicle hoursdecreased by 2% indicating more efficient scheduling. Indeed, over the

same period the productivity increased by over 3%. At the same time, the service productivity of

1.57 passenger trips per RVH i s much aralgsigeshiowt han PVTA¢
in Figure 0-4, unveiled the reason for this: an over-supply of service during the mid-day period.

However, the impact of this on the unit cost of operating servicei s negl i gi bl e because of
contractual payment structure. Moreover, the over-supply of service during the mid-day

undoubtedly contributes to the high on-time performance.

Figure0-4 Run Structure vs. Demand Profile for Monday, April 28, 2014
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Maintenance Performance / Vehicle Reliability

INthe10Y2 Yy 1 K LISNA2R 06Si6SSy {SLIGSYOGSNI Hamo | YR Wdzy &
subcontractors achieved an average miles per road caB @64 which isvery good for the

industrywhere mostmilesper-road-calltargetsrange between 25,000 and 50,00Dne reason

for the high mileage figure is the86% adherenc@teventive maintenanceRqM) schedules,

with the balance being completed within 1,000 miles of the PM intervaisall translates into

fewer service disruptions for customers as well as fewwovered runs due tanavailable

vehicles.
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COST PERFORMANCE

In FY 2013 the unit operating cost of service, including payments to the service and maintenance
contractors, insurance, etc. were $24.64 per trip and $38.66 per revenue vehicle hour (RHV).

Both of these unit costs are very reasonable for a service of this kind. Both unit costs also saw a
reduction from FY 2013to FY 2014. The cost of Hulmes Transportation was by far the greatest
share of the cost structure, reflecting 74%. Fuel represented16% of the cost, and maintenance 5%
of the cost.

SUMMARY OF PERFORMBER INDICATORS

A summary of the main performance indicators for PVTA paratransit is shown in Figure 0-5.

Figure0-5 Performance Indicators

Type of Metric Metric Rating
Compliance ADA [ | ]
Average Hold Time g
Denials
|
Service Quality On-Time Performance g -
Ride Time
¢
Complaint Ratio g
Safety Accident Frequency Ratio g
No-Show Rate
|
Missed Trip Rate g
Service Performance
Cancellation Rate ]
Productivity ol
Vehicle Maintenance & Reliability Miles per Road Call/ PM Adherence [ | ]
Cost Cost per Trip g
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PEER REVIEW

To put PVTA service and cost performance in context, the servicewas comparedwith five peer
paratransit services similar in size and scope The peer agencies were selected based on various
attributes including geographic area, service population,and size, based ondata gathered for each
system from the FY 2012National Transit Database and agency websites. The fivepeer agencies
chosen were

Transportation District Commission of Hampton Roads (Hampton, VA)

Toledo Area Regional Transit Authority (Toledo, OH)

Greater Hartford Transit District (Hartford, CT)

Red Rose Transit Authority (Lancaster, PA)

Metropolitan Suburban Bus Authority (Garden City, NY)

> > >

> >

In addition to ridership (which served as the surrogate metric for size), other service

characteristics framing the comparison included revenue vehicle hours (RVHS), average trip

length, operating cost per trip and per RVH, and service productivity , measured aspassenges per

RVH. Despite having the shortest average trip length among the peers, which typically translates

into a higher pr oduct ystem wagleastprddudtives Bupvehitedotvr ansi t s
productivity typically tr ansitcadwaslowerthtamthetpéegh unit cost
averageli largely as a result of its relatively unique contractor payment structure for peak service,

as shown in Figure 0-6.

Figure0-6 Operating CogierTrip

$40 $38.35
34.40
$35 $
$30.08
$30 $24-64 $29.32
$23.39
$25 $22.03
$20
$15
$10
$5
$0 . . . . :
Metropolitan Greater Hartford ~ Transportation  Pioneer Valley Toledo Area Red Rose Transit
Suburban Bus  Transit District District CommissionTransit Authority Regional Transit Authority
Authority, dba: MTA of Hampton Roads, Authority
Long Island Bus* dba: Hampton
Roads Transit

Source: FY2012 National Transit Database (*FY2011 National Transit Database used for MTA Long Island Bus)
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CUSTOMER SURVEY

During the months of June and July 2014, paratransit customers were surveyed to evaluate

customer satisfaction with PVTA8s paratransit van service and identif
improvement. Survey forms were distributed to PVTA van riders in June by drivers, as well as by

PVTA staff at senior centersand at two Van Rider Forums. The same survey was also available

online. The surveywas first distributed on June 12 and results were collected up to July 3rd, when

the survey was closed A total of 478 surveys were completed The majority of surveys (92%) were

completed on paper.

The overall perception of the PVTA paratransit system was largely postive, as reflected in the
chart bel ow, which equat es wihgsatefattion, and trates kogvehe | ent 0 r e s |
FY 2014 survey responses match up with similar responses fromFY 2011

As shown in Figure 0-7, while there were slight increases and decreases compared to the

responses in 2011, the most si gni dalisacionwithithempr ovement v
ADA eligibility process, which increased from 64% to 86%. Meanwhile, the lowest satisfaction

rating in 2014 at 83% (and noting a drop from the 89% satisfaction level in 2011) was customersd

satisfaction with the paratransit van arri ving within the 20 minute window, which is interesting

given the high on time performance.

FigureQ-7 Customer Survey Comparison 2011 vs. 2014

Category | 2011 2014‘

Customer satisfaction with overall gidlitslue of service decrease| 95% 89%

Satisfaction with the safety of service increased 94% 97%
Satisfaction with ADA eligibility process increased 64% 86%
Satisfaction with driver courtesy increased 94% 95%
Satisfaction with van cleanliness increased 91% 92%

Satisfaction with van arriving within 20 minute window decreased 89% 83%

Satisfaction with helpfulness of reservatiectstafed 91% 87%

THEMES AND ISSUES

Several themes arose from interviewing stakeholders and Hulmes Transportation staff and

drivers, as well as from analysis of service dataand observations of Hulmes staff. These issues are
presented below and sorted by functional area. It is important fi rst to put these themes and

issues in the proper context. The summary of performance indicators are all either very

good or exceptional , with two exceptions 1 the cancellation rate and productivity 7 which in
PVTAGs case do not siitgost Ofialtoathesel pgriormanpeanditators,the u n
three that are generally regarded as most important are ADA compliance, service quality

(especially OTP), and service efficiency (especially unit cost per trip). PVTA paratransit gets

high marks for al  |three indicators . Thus, in this context, while there are several themes and
issues discussed below which PVTA and Hulmes do need to address, they anelatively minor
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given the very good performance indicator ratings. The first set of themes and issuesdiscussed
pertain to PVTA, the second set to Hulmes Transportation.

Themes and Issues Pertaining to PVTA

Customer Not ices / Information and Feedback Follow -Up

Despite PVTAG6s dissemination of general information ¢
public meetings, seat drops, and its website, some stakeholdergsemain confused about certain

policies. Some ridersalso felt that additional PVTA follow-up, beyondt he @At empl atedo | etter

acknowledges receipi of the feedback, is warranted.

Automated Confirmation Calls

Several customers have expressed concerns about the confirmation calls received the evening
before the trip. Common complaints were that they were received too late or not at all, and that
they were too long for their telephone answering machine. From conversations with customers
and stakeholders, it is also suspected that some customersnay not fully understand that the pick-
up window changes er different types of requests. PVTA has addressed the call length issue by
providing a shorter script ; however, if a customer is taking several trips in one day, information is
transmitted for each call, and the call will be long.

Limitations on Service Area, Days, and Hours

Senior transportation is provided by PVTA paratransit but only during weekdays from 8:00 am to
4:30 pm and only where there is availability. It is speculated that the more limited span of DAR
service has resulted in more seniors applying for ADA paratransit eligibility so that they can travel

on weekday evenings and weekends, and be less affected by general capacity constraints, and that
this may explain the increase in ADA paratransit ridership.

Contractor Payment Structure and Servi ce Model Design

PVTA asked the consulting team to responds to the following three questions related to the
contractor payment structure and general service model design:

A Is the current payment structure for peak service vs. off-peak service cost effectiveand is
there any reason to switch to a new payment structure in the next procurement cycle?
Our analysis of the invoices and payment to Hulmes shows evidence that the PVTA paid
Hulmes the equivalent of $21.65 per trip for peak hour service and $28.00 per trip for
off-peak service inFY 2014, whi l e PVTAOGs tot al cost Ryer trip fo
2013 was $24.65. These unit costs are quite reasonable for a service that coningles ADA

and senior trips but is predominantly ADA by a ratio of overthree t o One. Al so, PVT,
operational unit cost of $27.64 for FY 2012, as reported to the NTD, compares quite well
with its peersd in terms of cost per trip.

A Is the potential reduction in cost sufficient reason to scale down ADA paratransit service
to the ADA minimum requirements ? Our analysis of the ADA origins and destinations,
combined with the payment structure, yields minimal opportunities for cost reduction
under the current contract.

A Is the volume of work large enough to suggest the possibility of a muti -carrier service
model, and if so, how would the work be split between/among the contractors. PVTA has
had multiple (2 -3) contractors providing paratransit service in the past, but has since
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consolidated services into one contract as a costreduction / efficiency strategy, and based
on the evidence, it can be said that it has worked. The volume of work at over 1000 trips
per weekday and a peak pullout of over 70 peak runs is potentially splittable, however it
will likely be costly because of the need d having more than one call center. PVTA could
centralize the call center functions with another contractor as well if it migrates to a

multi -carrier environment; however, this could also drive up costs.

Themes and Issues Pertaining to Hulmes

Reservations

Some customers indicatedmis-bookingsof i A t o B tlegtrigso Humurhées é6 Reser vations
Supervisor has beenaware of this issue and hasstepped up the trainingt o ensur e t hat

tripo box is checked i nst eadipsastbookeh.e fAir ound tri

Duringthe recent upgr ader odu iAEsd@dton in thehsey srit | eusidter
profile was inadvertently unchecked, resulting in the software scheduling customers onto vehicles
that are not accessible.To correct this problem, customer profile s are being revisedaccordingly
on a customer-by-customer basis as the error is encountered.

Several survey respondents said that they would prefer to confirm or make reservations when the
call center is not open. This capability is coming in the Spring of 2015.

Scheduling

Scheduling issues included the following:

A

Hulmes schedulers have suggested that the zones to which runs are assigneoh ADEPT
are so |l arge that it def ea tandzbneshopldbe rpdused
in size to increase their effectiveness.

The Alidstr sitnout 0 r e aWwhousewheeichairspracertaia velgiaes s
necessitates alternative routings vs. how the scheduling system envisions the route to be
run; this n ot only negatively impacts productivity, but also can increase the travel time for
the customers using wheelchairs who board the vehicle first.

The speedsetting in ADEPT, used by its scheduling engine, may be too high given real
world conditions such as bridge bottlenecks, traffic congestion, road construction, school
bus delays, etc.

Schedulers were under the impressionthat they were not to manually re -schedule trips
nor anchor subscription trips (standing orders), which may have contributed to
suboptimal routing. PVTA staff has since addressed this practice.

1 Waypoints (for paratransit scheduling systems) serweio runs in the sameeinityas much as possible in order to
maximize service productivity.
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Dispatching

With improved schedulingres ul t i ng f r om P \0&n wifh bthet recomnmemdations n
related to scheduling followed, the dispatchers should start their day in a better position. That
said, as long as runs are uncovered, schedules will be tight, and that makes a dispatchers job
tougher, as they have to reassign trips to keep runs on-time. Other issues related to dispatching
are as follows:

A Dispatchers are finding it difficult to be pro-active when also responding to drivers and to
customers with same day issues.
A Dispatchers are often processingnes hows and fiwhereds my ride?0 requ

knowing the exact location of the vehicle in question because each dispatcher ony has
one monitor and pulling up a map of real -time locations takes a very long time.

A Dispatchers end up manuallyre-as si gning trips vs. using ADEPTO6s ¢
because the speed setting yields impractical solutions; this cuts downonthedip at cher s 6
productivity.

A Atthe end of eachday, ADEPTautomaticaly r ecor ds unschedul ed trips as
though they were served. This is partly the fault of the dispatchers whocreate new trips
to handle same-day return requests (e.g., for medical holds or for early returns) but fail to
mark the original return trips as cancelled. As a result, PVTA staff has to do this to get an
accurate count of denials.

A There are some limitations to the radio system, with dispatchers having difficulty
reaching drivers in Agawam, Ware, and Westfield. It is the topography of the valley that
creates this communication challenge. PVTA is in the process of addressing this
limitation .

Driver Shortage and Communication

With uncovered runs, the resulting undersupply of service, especially at peak timestranslates

into over-full schedulesthat are challenging to operate on time. Also, several drivers stated that

they are often Aforcedod to serve tri Beverddivwets ext end we
indicat ed that there have been no formal opportunities to meet with reservations, scheduling and

dispatching staff in the last two years, and that such meetings would enhance communication of

and response toservice issues.
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RECOMMENDATIONS

Recommendations are grouped basedfirst on the division of responsibilities (PVTA vs. Hulmes),
and then based on immediacyi sorted by:

A Immediate -- current fiscal and contract year
A Mid-term i beginning next fiscal/contract year up until the next procurement cycle
A Long-term -- reflected in the next service provider RFP).

Recommendations for PVTA fall into these three categories. All of the recommendations for
Hul mes f all into the Al mmedi ated category.

Recommendations for PVTA

Immediate

A Customer Notices i PVTA should adopt awritten plan that details (a) what general
information about the program should be made available and via what media; (b)
examples of policy changes that would trigger public meetings, customer letters, seat
drops, website changes announcements when custamers are on hold, and other
accessiblecommunication mechanisms; (c) the dates on which a specific policy change
becomes effective;and (d) time periods by which the above actions must be
accomplished. PVTA should also provide some information in large print as well as in a
format that can be used by speech recognition software. In the preparation of this plan,
PVTA should seek suggestions from customers viacustomer focus groups,e.g., persons
with visual impairments including those who are computer -literate and usescreen
readers as well as those who are not computetliterate. PVTA should also consider
announcing refresher messages or policy changes on the telephone system (when
customers are on hold) as well as the use of social media.

A Customer FeedbackFollow-Up i When a customer provides feedbackthat results in a
disciplinary action, re -training, training curricula addition or adjustment , etc., PVTA
should send the customer an explanation of the issue and the response by PVTA.

A Schedulingi Speed Settings-- PVTA/Hulmes should experiment with de creased speed
settings within a test database, comparing the results with actual travel times that are
identified by dispatchers and drivers as realistic. Once a speed setting appegs to mirror
actual travel times drivers and di sopfaftoc hoenr st hseh accthladn gfes.i g n

A Schedulingi_Zone Reduction -- PVTA/Hulmes should also experiment with changing the
sizeofthezones per t hose s ugsggledulrs, dithlatest dhtabasedosfiét
see whether that change has a positive impact.

A Schedulingi Wheelchair PassengerLIFO Analysis -- PVTA/Hulmes should perform an
analysis on circuitous routing that results from Last -In/First Out (LIFO) limitations, and
if a pattern emerges, to explorewhether the assignment of a different vehicle type would
alleviate these limitations.

A Automated Confirmation Calls i PVTA should reduce thelength of confirmation calls by
eliminating redundant information. PVTA has already completed this task.

A Arrival Calls i PVTA has been testing tre use of arrival calls with asubset of customers to
test their effectiveness. Arrival calls are activated by the driver when the van is
approximately five minutes from the house. The use of arival calls should be made
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available to the entire customer base. PV TAOMR system and ADEPTOs custor
can accommodate a secondary contact, if a customewishes to use two different

telephone numbers for confirmation calls and arrival calls, respectively. Prior to

activating arrivals calls for all customers, an information blast should go out to all

customers informing of this new offering and suggesting that a cell phone number be

used for the arrival calls (if the customer does have a cell phone) as at leasb0% of the

arrival calls will be away from the house. (Related driver training on arrival calls should

also be performed by Hulmes.)

A Expand Dispatching Staff - PVTA and Hulmes need to collectively determine whether a

differ ent approach to dispatching is affordable under the current contract, or perhaps
warrants an amendment. The di spatchers need to be Afreedo fr .
mundane parts of their current job, thereby enabling them to spend more time

proactively identifying and addressing problems in the future. To do this, they each need

one or more dispatching assistants who can take over the jobs of communicating with the

drivers by voice (for example, in response to a nashow call) and communicating with

customers (e.g., Wherebs my ride? calls).

A Travel Time Analysis T PVTA should periodically undertake an analysis to ensure that
actual travel times for ADA paratransit trips comply with the FTA definition for excessive
travel times.

Mid -Term
A
A Arrival Calls i Currently, arrival calls are activated manually by drivers. PVTA should

explore opportunities to automate this function based on the real -time location of the
vehicles.

A SameDay and Late Cancellationsi A number of other recommendations documented
here in (including reducing the length of confirmation ¢ alls and improvements to the
scheduling process) should also have a direct or indirect effect on reducing cancellations.
PVTA should continue to monitor cancellations by type to determine whether these
actions had that desired effect.

A Service Monitoring and Eligibility Determination Staff i Currently, one administrative
person is dedicated to each of these functions. Both managers would benefit from a
shared analyst to assist with their respective responsibilities, and for department
coverage when these nanagers are in the field. The Paratransit Manager would also
greatly benefit from a second computer monitor . Among other things, this could be used
to display the location of vehicles i in real time, or at times associated with certain events
being reviewed i as well as to display reports in ADEPT while the manager entersdata
from these reports into spreadsheets for trend analyses on the other monitor.

A Travel Training Staff i Cur rent | vy, PVTAG6s two travel trainers f
one-on-training, and are providing such training to 5 to 7 customers at any given time. It

is recommended that PVTA expand its travel training program, with the hiring of new

staff, to expand the types of travel training offered. In particular, it is recommended that

PVTA expand itstravel training program to include more group training, targeting

seniors and veterans, for example, as well as the possibility of training agency liaisons so

that they are mor e f aouteserviges andtravehtraifingpradgiasn. f i x e d
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It is also possible that agency partners could possibly share the cost of this staff
expansion.

Long -Term

A Contractual Target for Preventable Accidents. In its next RFP, PVTA should consider
revising its contractual standard of 10 preventable accidents per year to an accident
frequency ratio of 1 preventable accident per 100,000 (total) miles, an industry standard,
as the number of accidents is more a function of miles travelled.

A ADA Minimum Service Area - In the next procurement cycle, PVTA may wish to consider
scaling back to the ADAminimum service areaif the follow -up analysis involving a more
statistically relevant data set unveils that significant savings would result.

A Service Model - The specific recommendation is to design the next RFP to include North
and South zones, and to allow proposers to bid on the North zone only, the South zone
only, or both the North and the South Zone as one (for example, with one call center and
multipl e operational facilities, much like Hulmes does at present). In this way, PVTA will
be able to determine from the technical and cost proposals whether or not there are any
inherent advantages in moving to a two carrier, zoned system. If PVTA elects to pursue
the multi -carrier design, it can subsequently explore whether there are any inherent
advantages to centralizing reservations, scheduling, and dispatching in the following
procurement cycle.

Recommendations for Hulmes Transportation

Immediate

A Driver Re-training -- Hulmes should formalize its re -training program, and indicate the
actions or events which trigger re-training, including a pattern of complaints about a
specific driver or a specific shortcoming among many drivers. There may also be a need,
from similar ftri gger s-goingdrivertaimings @ne ardaef i ni t i al and
training or re -training that may be needed, based on rider comments, is providing
assistance to cistomers with visual impairments, noting that PVTA has produced a
training video that addresses the appropriate way for drivers to relate to passengers with
visual impairments.

A Run Structure Adjustments -- By using more part-time and split shifts , Hulmes can create
a run structure that better mirrors the demand profile, and in particular, reduced the
oversupply of service during the mid-day.

A Scheduling Practices- Effective immediately, schedulers should (1) manually schedule
together i and anchor -- standing order trips that have the same O-D and are at the same
time; and (2) re-schedule theobvious casesvnh er e schedul ers identify fAt we
schedule that after the last batch has been completed. From there, it would make sense to
strategically schedule and anchor group (many-to-one) trips, dialysis trips, and perhaps
employment trips leaving other standing orders trips to the batch scheduling process, and
noting that employment trips need be anchored only at the workplace drop -off location
(and return trip pick -up location.) This recommendation was given to PVTA as a nid-
study finding, and PVTA has since implemented it via meetings with Hulmes
management.
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A Dedicated Di sgniotsc@®@n & AL OHM mesd di spatchers demon
long it takes to pull up a map with real -time information on vehicle locations, clearly
demonstrating why these maps are not used in practice. Separate monitors for each
dispatch pod need to be provided and dedicated to this map, so that the dispatch
assistants can check on the realtime location in response to the driver no -show requests
andsameday customer Awherebs my ride?0 requests.

A Driver Feedback - Hulmes should institute regular opportunities for driv er feedback to
reservations and scheduling.

A Driver Retention - One area where management appears to fall short is driver retention
efforts. More can be done in the way of driver appreciation, especially given that most
drivers appear to be revered by customers. Driver appreciation starts with improving
communication T praising in public, disciplining in private, and more formal and
frequent communications with drivers. And it continues with not reneging on promises.
If breaks are scheduled, they should be honored (driver should not routinely lose their
break (or have their break greatly reduced) because they are also doing trips meant for
another (uncovered) run.) Paratransit driving is a challenging profession, and those who
have found this vocation usually have done so because they feel they are making a
difference.

A Driver Shortage- The dearth of drivers and the inability to cover runs i in the off-season
T is of major concern. A significant i f i n d e shéusd bé offeredl to drivers and other
staff who find applicants that are hired and remain employees in good standing for a
certain period. Hulmes may also need to revisit its wages and fringe benefit packagefor
drivers if it is unable to fully coverits runs.

A Utility Cleaners -Hul mes should hire Autilityousilemaner so to
the vehicles.

FUTURE DEMAND

The size of the eligible populations within the service area has the most significant effect on
demand. Today, 13.8% of individuals living in the PVTA service area are eligible for paatransit
service due to being 60years of age, aml 15.4% are eligible due to a disability. Since only about
5% of the population is reported to be both 60 years of age and have a disability, it can be
assumed that between 20-25% of the PVTA area population is eligible for paratransit.

Future growth of t he senior population for 2010 to 2030, as provided by the Pioneer Valley
Planning Commission is projected to be about 2% annually. Since PVPC did not perform a
similar projection of persons with disabilities, the estimated senior growth rate may be used as
surrogate. In other words, it is conservatively assumed that the demand for overall paratransit
service will grow at 2% annually, which in turn suggests a need to increase the service budgett
least by this amount, plus a factor for inflation.

Such an increase should enable PVTA to accommodate anyncreases in the ADA ridership (noting
the 3.4% and 3.8% annual increases in ADA paratransit ridership over the last three years)while
expanding the service to accommodatesome of the senior tri ps that might otherwise be displaced
if the amount of service remained level, and while also noting we suspectthat some of the
increase in ADA ridership reflects former senior ridership.
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1 INTRODUCTION, METHODOGY
AND REPORT ORGANIZI®N

INTRODUCTION

The Pioneer Valley Transit Authority (PVTA), based in Springfield, Massachusetts,is the largest

Regional Transportation Authority (R TA) in Massachusetts serving 24 paticipating member
communites.PVTAds services include fixed route transit
based on community demand and resources, as well as two demand response programthat are

operated jointly: ADA complementary paratransit and dial-a-ride (DAR) services for seniors.

For many seniors and people with disabilities in these communities, transportation provided by
PVTA is a lifeline to accessing jobs and essential service®?VTA's ADA complementary

paratransit is not limited by the standard 3/4 mile of fixed -route service, but is available
throughout the member communities, with a few exceptions. ADA service is provided seven days
a week in most communities with varying hours. Door-to-door accessible van diata-ride service is
also available five days a weekin all of PVTA's communities for seniors 60 years of age and over
who are not eligible for ADA paratransit services.

By state law, RTAs must contract out the operation of both fixed-route and paratransit services.
PVTA contracts with Hulmes Transportation Services, Ltd., to provide turnkey paratransit
servicesincluding reservations, scheduling, dispatching, service delivery, and vehicle
maintenance.

Although PVTA has seen its annualfixed-route service ridership nearly triple ov er the last decade
to its current ridership of nearly 12 million passengers, ridership on the paratransit services has
remained relatively level.

The Nelson\ Nygaard Consulting Team, composed of Nelson Nygaard Consulting Associates and
ASG Planning, was hired to identify unmet needs and ways in which efficiency of the system can
be improved. Within this study is a comprehensive evaluation of the way in which paratransit
service is contracted and delivered, a detailed list of reported issues and problems idatified
through data collected and customer and stakeholder feedback, and a variety ofrecommended
strategiesto address the mobility needs of current and prospective paratransit customers in the
region while improving the operating efficiency of the parat ransit service.

METHODOLOGY

In developing this study, the Nelson\ Nygaard team used both a quantitative and qualitative
approach to gathering information from PVTA, Hulmes Transportation, the Pioneer Valley
Planning Commission (PVPC), local stakeholders, and current riders.
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The project commenced on May 152014 with the Kick -Off meeting which brought together
Nelson\ Nygaard Consulting Associates, ASG Planning, PVTA staff, and PVPC staff to finalize the
goals, objectives, and desired outcomes of the study. Additionally, during this meeting,
background data and studies were collected and key stakeblders were identified.

Data Collection and Analysis

In order to identify existing conditions, the study team gathered information from PVTA and
Hulmes Transportation for five main analyses:

A Paratransit technical data , Which included system policies and service performance
data. The data collected was used to assess various aspects of performance and
compliance. Each data source referenced throughout the document is included in the
appendices.

A Business process and ope rational procedures , which included information
associated with the physical equipment and operational practices of the paratransit
service. To gather this information, the
scheduling, dispatching and management functions in order to understand at a practical
level how staff interacts with passengers and divers and how Hulmes staff uses
StrataGends A IhE pafatrassit $oftwarg previded to Hulmes by PVTA. The
study team also held two focus groups with drivers.

A Service and cost information , Which included key cost and unit cost indicators, such
as total operating costs, unit operating costs, subsidy per trip, and state and municipal
funding.

A Peer system analysis , with data collected through the National Transit Database, to
understand how PVTA paratransit services compare with national peers.

A Services required by ADA vs. services above and beyond ADA , Which included
the identification of existing ADA paratransit services that exceed ADA minimums and
their cost.

Customer Survey

The customer survey was launched at the end of June and remained open for three weeks. The
survey was administered with the help of the drivers who handed out surveys on-board, collected
surveys on the vehicle, and brought them to aHulmes dispatching office to be picked up by the
study team. Survey respondents also had the option of mailing in the survey or completing the
survey online. A total of 478 surveys were completed
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Stakeholder and Public Involvement

The stakeholder and public outreach portion of the study included the following events, facilitated
by the consulting team, as list in Figure 1-1.

Figurel-1

Stakeholder
Group

Meeting

Date and Time

Juneand Novembe?014 Stakeholder Meetings and Attendees

Attendees
(omitting PVTA and consultant attenglees

Dialysis Centers

June 17, ¥oon

Teresa Partdropes, East Springfigialysis
Nancy Doby, Palmer Dialysis / Hampshire County Dialysis
Damaris Gozalez, ARA Dialysis Center of Western MA

United Transit
Equity

June 17, 2:3015

Thomas O6Bri en, United Transit
John W. Bennett, United Transit Equity

Linda Stone, Mass iBerction

Maria Rosie Sanchez, NEIC

Michael Lindberg, Arise

South Van Riders

June 17, 3:3000

25paratransit ridebgth ADA paratransit customers and senior cust

Adult Day Care
Centers

June 18, 8:3030

Audrey Monroe, Hawthorn Elder Care
LeeAnn Conner, Mercy Adult Day Health

Senior Centers &
Councils on Aging

June 18: 10:30.:30

Lisa Napiorkowski, South Hadley Senior Center

Separate follawp interviews were held with Laurie Cassidy, West S
COA and Carolyn Brennan, E. Loram€aiA

North Van Riders

June 18, 3:3000

22 paratransit rigidroth ADA paratransit customers and senior cust

South Van Riders

Nov. 18, 12:€000

15paratransit riders, both ADA paratransit customers and senior ¢

North Van Riders

Nov.18, 4:08:00

10 paratransit riders, both ADA paratransit customers and senior ¢

The purpose of the meetingsin June was to solicit comments from local advocacy agencies and
van riders, hearing perceptions about current PVTA paratransit services, identifying priorities for
improvement, and collecting opinions about current and future needs. The results of the customer
survey, findings regarding themes and issues, and recommendations were discussed at the second
set of rider forums in November. Attendees from the meetings and rider forums are shown in

Figure 1-1.

REPORT ORGANIZATION

The report is organized into the following chapters:

A Chapter 2: Description of

PVTA Paratransit Service

provides an overview of the

division of responsibilities between PVTA and its contractors, how service is provided,

i ncl

udi
A Chapter 3: Service and

ng

pertinent
Cost Performance / Peer Review

policies and practices,

provides analysis on key

service performance measures, such as ridership, trip dispositions, and supply of service,
as well as a cost performance analysis and a comparison with national peers.
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Chapter 4: Customer Survey provides detailed results of customer perceptions of the
paratransit service.

Chapter 5: Themes and Issues summarizes potential areas for improvement based on
stakeholder and customer feedback, interviews with stakeholders and Hulmes
Transportation staff and drivers, analysis of service data, and observations of Hulmes
staff. These issues are presented below and sorted by functional area.

Chapter 6: Recommendations provides a list of issues collected throughout the study
effort. The recommendations provi de strategies to address/remedy each of the presented
issues.

Chapter 7: Future Demand Estimation includes the projected growth in senior and
disabled population and other factors and the effect on the demand for PVTA paratransit.

Also, a special analysiswas conducted as part of the review to better understand what cost
reductions might result from scaling back ADA paratransit service to that which is minimally
required. This analysis is presented in Appendix P.
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2 DESCRIPTIOBF PV TAOS
PARATRANSIT SERVICE

SERVICE MODEL AND/IBION OF RESPONS3IBIES

PV TA 06 s-to-dlanmoparatransit service includes both ADA paratransit service and a Senior Dial-
a-Ride service.While these two services are provided together (with ADA trips and senior trips
able to be comingled on the same vehicles), and through the same contract with Hulmes
Transportation Service, the Senior Dial-A-Ride service is only available on weekdays and hAs
more limited hours of service.

Generally, the division odtransitserviceis measented iri Figuresl f or PVTA¢

Figure2-1 Division of Responsibilities for PVTA Paratransit

Pioneer Valley Transit Authority

[ Policy Development and Planning [ North Operations Facility

[ Contractor Procurement and Invoice Processing [ Fuel

[1 Contract Compliance, Service and Cost Monitoring [J Driver Uniforms

[1 Vehicle Procurement and Insurance [1 ADA Paratransit Eligibility Determination
[ Risk Management [ Fare Media Distribution

[ Software Licensing / Support Contract [1 Reporting

[J Computer Server, Hardware, Network and Support [1 Commendation / Complaint Management
[ Telephone System and Support [1 Public Outreach and Surveys

[ Radio System; In-Vehicle MDCs / AVL equipment [1 Travel Training

Hulmes Transportation SATCO / VATCO

[ Reservations [1 Vehicle Maintenance

[1 Scheduling

[ Dispatching and Same Day Functions

[ Service Delivery

[1 Road Supervision
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SERVICE AREA, DAY$D HOURS

Service is operated in PVTAG6sS 24 member
communities throughout Hampden , Hampshire Figure2-2  PVTA Service Area
and Franklin Counties, and parts of two non-

member communities, as shown inFigure 2-2.

Except as noted, service is not limited to %-mile

fixed route transit corridors.

The 24 member communities include:

Hampden County (in blue): Agawam, Chicopee,

East Longmeadow, Hampden, Holyoke,

Longmeadow, Ludlow, Springfield, Westfield,

West Springfield, and Wilbraham (Non -members

Enfield and Monson within % -mile route -

corridors for both ADA and senior trips are also S
served.) -

Hampshire County (in yellow) : Amherst,
Belchertown, Easthampton, Granby, Hadley,
Leverett, Northampton, Palmer, Pelham, South Hadley, Sunderland, Ware and, Williamsburg .
(Non-member South Deerfield within % -mile route corridors for both ADA and senior trips is
also served.)

Franklin County (in red): Leverett and Sunderland. (Non-members Shutesbury, South Deerfield
and Southwick within % -mile route corridors for both ADA and senior trips are also served.)

ADA Paratransit service is provided seven days a week in most communities with varying hours.
ADA Paratransit trips are only provided during applicable fixed route transit operating hours.
ADA service does not operate on Sundays in the following communities: Easthampton, Enfield,
Granby, Hampden, Pelham, South Hadley, Ware, and Wilbraham.

Senior Dial-A-Ride service operates Monday through Friday, 8 AM 1 4:30 PM.

FARE AND FARE MEDIA

Fare depends upon the origin community and destination community of a trip, and can be $2.50,
$3.00, or $3.50, depending upon the exact trip origin and destination . Each of these fares is
double the fixed-route fare for the same trip, as permitted by the ADA. The fare schedule can be
found in Appendix A.

Fare can be paid in cash éxact change) or with tickets. Books of tickets can be purchased from
PVTA on the web, by mail, and in person atvarious senior centers and at the PVTA Information
Office at 1341 Main Street in Springfield. The tickets themselves come in booksof twenty $2.50
tickets, and books of ten $0.50 tickets. These $50.00 and $5.00 ticket books can be purchasedfor
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$47.50 and $4.50, respectively, on line via Pay Pal, or by check.A 50 cent mailing fee is added to
cover the cost of mailing tickets.2

CLIENT ELIGIBILITMIA REGISTRATION

All ADA -eligible persons who reside in the 24 communities are eligible for ADA paratransit
service. Since July 2011, PVTA has employed an ADA paratransit eligibility determination process
that consists of:

A PVTAG6s ADA coor di-peisbnoappoistroents fdredckeapplidamt.

A Freet ransportation on PVTA par atoffeedteADA t o/ from PVTA
paratransit applicants, if needed.

A PVTAd6s ADA Coordinator, who supervises the ADA pa
process, al so makes #Afield trips &ibabamAmher st , Hol

A Each applicant is instructed to complete i p a ®adf thelapplication during the interview.
The coordinator thensendsthefipart 206 to the applicantdéds health

A Based on the interview and the completed application, the ADA Coordinator determines
an applicant to be ADA eligible (for all trips) or conditionally eligible (see below).

Once being deemed eligible, PVTA staffsends the new customer a welcome packet angnters the
new customer into the customer profile of ADEPT, the paratransit scheduling and management
software used to support these services. Once in the system, a customer may request ADA
paratransit service.

I't is important to note that PVTAG6s ADA eligibility ¢
customers receiving conditional eligibility 7 that is, that they are eligible for only certain trips (for

which they cannot access a bus stop because of their disability) or for service under specific

circumstances (good/bad days, weatherrelated, etc.). Currently, there are 2,048 ADA customers

with full eligibility and 1,054 ADA customers with conditional eligibility. Of these, approximately

1,648 customers have been active in the last 6 months.

All seniors (age 60 and over) who reside in member communities are eligible for Dial-A-Ride.
When seniors new to the service cdl Hulmes into request their first trip, call takers complete the
customer profile in ADEPT, which includes asking the caller for their age and a birth date, but
there is no formal follow -up to verify the date.

TRIP RESERVATIONS

PVTA Paratransit reservations hours are daily between 8:00 and 4:30. Hulmes has a full-time
Reservations Supervisor, who works weekdays 8:00 to 4:30, as well as four fulltime reservations
agents with same work schedule.Hulmes also has 1 parttime agent who works from 10:30 to
3:30 on Monday, Wednesday and Friday, and a parttime agent who works from 8:00 to 4:30 on
Monday, Saturday, and Sunday.(Hence, there is one agent covering the two weekend days).

ADEPT is used to support the reservations process Customers call Hulmes reservation agents to
place an advance reservation for a trip betweenone and seven days in advanceReservations

2 Note: PVTA administration has expressed some interest in shifting fitsrtotekentralized fare account structure
similar to the fare programsas oci at ed with MBTA®ds THE RI DE.
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agents call up customers and book trip requests, often based on frequently made trips that are
stored by the system for each customer. Inthe booking process, reservation agents also are
provided with eligibility limitations that are associated with conditional eligibility. The advance 7
day policy has been in dace since thespring of 2013. Previous to that, it had been 14 days. In
between, PVTA tested a 5day reservation period on a pilot basis before changing to the current 7-
day advance reservation policy. Bythe Spring of 2015, PVTA paratransit customers will be able to
book trips online via its IVR system.

By policy, PVTA also allows subscription trips to be booked for customers who take the same
trip (s) at the same time at leastonce per week.

While same-day reservations are allowed, these comprise less than 1% of trips and are primarily
associated with re-emerging no-shows resulting from medical holds, according to Hulmes staff.

For the first leg of a trip, customers request a pick-up time or an appointment time. If acustomer
provides an appointment time, the ir drop-off time will typically be set five minutes prior to the
appointment time and the scheduled pick-up time will calculated within established parameters
for maximum ride time and the 20 -minute pick -up window (see the detailed explanation of the
20-minute window in the Scheduling section) .

For trips with a requested pick-up, the default iground-r ul ed i s t hat customers wil
no earlier than the requested pick-up time. Customer may alternatively specify that they wish to

be picked nmepedfiattme. Reserdatmmagents have all been trained to specify each
type of request.

Pick-up times for return trip s are almost always specified.The exceptions, leading to their being
booked for the 2300 hour (t he equi val ent of an -cakkbeprcumeldudet urn
trips from jury duty and same -day surgery, for which the exact pick-up time is left open.

From observations of the reservations staff, it can be said that theyappear to be proficient with
ADEPT, efficiently calling up customers and using previous ADEPT trip records to populate the
new booking. In their conversations with customers, they were also courteous, comprehensive
and clear in confirming information back to the customer at the end of the telephone call, and in
handling multiple bookings on one phone call.

According to Hul meadrip is sookld ADEPTeautamaticallynatteenpts to
schedule the trip onto a run. Other trips are left in an unscheduled trip bucket within ADEPT for
batch scheduling. The formal batch scheduling process begins the morning of the day before the
trip date and is completed around 4:30 pm on the day before the trip. This is described further
below in the Scheduling section.

Thus, no pick-up window is provided to the customer at the time atrip is booked. Rather, the 20-
minute pick -up window is provided to the customer via a confirmation call placed (via the IVR
system) the evening beforethe trip . See the Confirmation and Arrival Calls to the Customer
section below.

TELEPHONE STATISTICS

Telephone statistics are collected for each hour the call center isopen, from 8:30 am to 4:30 pm.
Six different types of data are collected: a count of the number of calls offered, answered, and
abandoned, and the time in hours, minutes, and seconds of the call length, wait time, and the
longest wait time.
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Figure 2-3 depicts the averages for each statistic for the last three fiscal years. The full datasets
can be found in Appendix B.

Figure2-3  Call Statistics

FY 2012 | FY 2013 | FY 2014

Average Calls Offered 14,868 14,897 14,987
Average Calls Answered 14,428 14,532 14,564
Average Calls Abandoned 425 346 395
Average Wait Time 00:00:26 | 00:00:22 | 00:00:22
Average Call Length 00:01:59 | 00:01:56 | 00:01:55

Source: PVTA and Hulmes Transportation

As shown in Figure 2-3, the number of calls has steadily risen over the last three fiscal years.For
all three fiscal years, the call length has remained consistent at just under two minutes and the
averagewait time has also remained about the same between 22 and 26 secondsFor call length,
the industry standard is to keep the average call lengthunder two minutes, which is being
accomplished.

Figure 2-4 shows the hourly volume of telephone calls and their disposition from July 1, 2013
through June 30, 2014.

Figure2-4 Hourly Volume of Telephone Calls and Their Disposition (Julyd,)204302014)

Calls 16,892 16,598 15,860 14,067 12,941 14,360 16,495 18,346 9,326
Answered 16,281 16,201 15,432 13,714 12,618 13,973 16,113 17,847 8,901
% Answered 96% 98% 97% 97% 98% 97% 98% 97% 95%
Abandoned 581 369 392 323 297 360 343 473 416
Avg. Wait

Time 00:00:30 | 00:00:19 | 00:00:17 | 00:00:16 | 00:00:15 | 00:00:19 | 00:00:18 | 00:00:23 | 00:00:42
Avg. Length 00:01:54 | 00:01:57 | 00:01:57 | 00:01:55 | 00:01:53 | 00:01:57 | 00:01:57 | 00:01:54 | 00:01:48

SourcePVTA and Hulmes Transportation

As shown in Figure 2-4, the average wait is very reasonableacross the day, never exceedingt2
seconds The longest average wait times(30 seconds and 42 secondsyappear to be at the
beginning and end of the reservations period. According to Hu | mBesdyvations Supervisor, the
heaviest days andlongest wait times for incoming calls are Monday morning (8 -10 am) and
Friday afternoon (3:30 -4:30 pm). Part-time employees are scheduled to cover these key times

The Reservations Supervisor also reports that the call volume on weekdaysin the summer time
ranges between 400 and 500 calls per day, or much lighter than other months. As shown in
Figure 2-5, from September through May, the call volume increases to between 500700 calls per
day. This pattern is consistent on weekend days with averagevolumes of about 90 calls during
the summer months and 120 calls during the school year.Thus, on a heavy day (700 calls), and
with at least 4 reservation agents, this works out to 22 calls per agent per hour, or a reservations
agent fielding a call every three minutes. Conversely on a light day (400 calls), this works out to
only 12.5 calls per agent per hour, or a call every five minutes.
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Figure2-5 Reported Daily Call Volumes

September through May | June through August
Weekday Call Volume 506700 400500

Weekend Call Volume 120 90

SourceHulmes Transportation

TRIP CANCELLATIONS

There are three categories of cancellations, as follows:

A Advance cancellationsare defined asany cancellation receivedby the end of the
reservations period on the day before the trip.

A Sameday cancellations are defined as any cancellation received after the end of the
reservations period on the day before the trip up until one hour before the beginning of
the confirmed pick -up time.

A Late cancellations are defined as any cancellation that is received within an hour of the
confirm ed pick-up window.

SCHEDULING
Stafing

Hulmes scheduling staff has used the automated scheduling capabilities of ADEPT since February
2014.

Hulmes has three schedulers, two with 3-4 years experience scheduling, and a third with less than
one year experience Work is divided among the three geographically: one schedules theruns
assigned tothe area around the City of Springfield; a second schedules the runs assigned tdhe
North Area, and the third person schedulesthe runs assigned tothe area in between. This works
out roughly to a 40%/20%/40% split of runs, with the least experienced scheduler being given the
lighter load in the North area.

Prior to February 2014, the Reservations Supervisor was responsible for scheduling subscription

standing orders, striving to schedule subscription trips that are taken more than once a week

(e.g.,a dialysis trip) onto the same vehicle at the same time on alldays that the trip is taken. After

going to fully -automated scheduling, it was decided not to pre-schedule and anchor these trips

but to fithrowd them into the batch process along witt

[Note: Mid -study, PVTA management instructed Hulmes staff to begin the process of anchoring
certain subscription trips and will be tracking its effect on productivity, on -time performance, and
no-shows.]
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Scheduling Parameters

Before discussing the scheduling process, it is important to first discuss the scheduling
parameters that are loaded into ADEPT.

A The start and end time of each run as well Figure26 Service Zones
as the zone(s) that are assigned to each are
manually determined and entered into
ADEPT.

A The collective number of runs available in
each hour of the day i
run st r The ¢loger the run

structure is to mirroring the demand

profile (i.e., the number of trips requested

in each hour of the service day), the more S0
productive the system is likely to be. An ' 1
analysis of the Run Structure is presented = 4

below. :

A Also contributing to productivity is the 6 " 3
ability to limit the extent to which vehicles 5
crisscross the service areaThis is done in el (N
ADEPT, as noted above, by assigning one

or more zones to each run.There are Source: PVTahd Hulmes Transportation

currently six service zones (sed-igure

2-6). If a zone is not assigned to a run, ADEPT will not schedule a trip with an origin or

destination in that zone to that run. Again, the underlying concept behind this is to
improve service productivity: by limiting
how far a vehicle can go, and not

Figure2-7 Maximum OBoard Travel Time

allowing all vehicles to travel throughout FromTime ‘ ToTime ‘ Adder
the entire service area, service 0 5 20
productivity can be enhanced. It is 5 10 o2
important to note th at ADEPT is setup
so that schedulers can add or remove a 11 15 24
zone frqm a run at any point in the 16 20 26
scheduling process
. . . 21 30 28
The other main user-specified scheduling
parameters in ADEPT include: 31 40 30
A Capacity (number of seats and 41 60 32
wheelchalr position comblnatlons) . 61 90 30
appropri ate to the vehicle type assigned
to a particular run a1 300 25

A Speed, which determines how long it will source: PVIA 2014

take to go between two points.

A Boarding and alighting times for ambulatory and non -ambulatory customers zones, as

described above.
A Maximum on-board travel time (t his is the maximum travel time for a customer on a

vehicle) is setin ADEPT based on the table inFigure 2-7. The first two columns set the

NelsokiNygaard Consulting Associate4nc. |



PARATRANSIT SERVICE ANALYSIS STUINAL REPORTDECEMBER 2014
Pioneer Valley Transit Authority

range of the travel time, as calculated by ADEPT, assuming the trip is served directly from
the origin to the destination. The AAdder d in th
direct travel time to set the maximum on -board travel time for that trip.

- Example 1: a 9 minute dire ct travel time yields a 31 -minute (9+22) maximum travel
time.

- Example 2: a 19 minute direct travel time yields a 45 minute (19+26) maximum
travel time.

A The specific 20-minute pick window changes with the type of request:

- If the trip request is based on an appointment time, the drop -off is usually entered as
5 minutes beforehand, and the pick-up time is determined largely based on the
allowable maximum ride time; once the scheduled pick-up time is determined by
ADEPTG6s schedul i-upwindewig estaldished and pdolekded by 10
minutes before and 10 minutes after the scheduled pick-up time. So, if the
appointment time requested is 8:45 am and ADEPT calculates a scheduled pickup
time of 8:15 am, the pick-up window communicated to the customer woul d be 8:05 to
8:25 am.
- Ifthe trip request is based on arequested picku p t i me, t he-upimhdotvaul t 06 pi c|
is 0 to 20 minutes after the requested pick-up window, regardless of whether there is
a pick-up for a one-way or going trip or for the pick -up of areturn trip. So, for a 5:00
pm requested pick-up, the pick-up window communicated to the customer would be
5:00to 5:20 pm. S o, in effect, fino earlier thano 5:00 pi

- A customer may also specify an alternative request for a trip based ona pick-up that
refl ects a fino $oaforexampte lif abuitding iseckpsing at 6:00 pm,
the customer could specify a no later than 6:00 pm pick-up, in which case the pick-up
window communicated to the customer would be 5:40 to 6:00 pm.

In addition, there are three metrics, one focusing on efficiency and two focusing on service
quality, that contractually can trigger incentives and penalties, and accordingly directly influence
schedulers (and dispatchers) in their duties. These include:

A Productivity 7 Incentive payment for achieving 2.2 passengers per RVH, and penalties for
falling below 1.75 and 1.6 trips per RVH.

A On-Time Performance -- Incentive payment for achieving a 96.5% and a 97% OTP, and
penalties for falling below 95%, 90% and 85% OTP.

A Customer (Maximum) Ride Time -- Incentive payment for when more than 96% of the

trips have a travel time of under 60 minutes, and penalties for falling below the 96% level.

These are further detailed in the nService Standards,

Run $ructure

The collective number of fruns, 6 o r aveilable inleaclshour oftheday,i s referred to as |
run strAgadarmuater@dnsit serviceds run structure forms the
The closer the run structure is to mirroring the demand profile (i.e., the number of trips requested

in each hour of the service day), the more productive the system is likely to be.An analysis of the

run structure is presented below.

The run structure is defined as the collective availability of all runs. A run structure thus is built
based on the start and end time of all runs as manual

NelsokiNygaard Consulting Associate48c. |



PARATRANSIT SERVICE ANALYSIS STUINAL REPORTDECEMBER 2014
Pioneer Valley Transit Authority

entered into ADEPT. Together, the set of runs and their respective availability to serve trips
establishes the run structure, which varies daily because the set of runs vary dalily.

A run structure analysis for the week of Sunday, April 27, 2014, wasundertaken as part of this
review to determine how close the run structures for each day of the week mirror the demand
profile for those days. The closer the run structure is to the demand profile, the more efficient the
service as measured by productivity. Raw trip data from this week was used for this analysis.

The methodology for this run structure analysis employed the following steps:

A The start and end time of each run, as well as the sart and end time of a scheduled break,
was input into a spreadsheet for each day of the week

A The revenue and non-revenue (break) time was organized int0 half-hour segments of the
day between 4AM and 12 AM.

A If the run was operating in revenue service for only a fraction of any half-hour period, the
exact portion of revenue servicewithin that half -hour period was calculated for example,
if the run was operating only 10 minutes in a half hour segment, 0.33 of a runwas
assigned to that half-hour segment. The same methodology also was applied to kreaks.

A The number of runs (including fractions thereof) per half hour segment was then plotted
as a bar charton the spreadsheet, thus creating the run structure for each day of the
week.

A This was compare to the number of customer (and not total) trip s in eachhalf-hour
segment of each day.Trips were assigned to each segment based on the actualick-up
time.

A The scale of the number of runs vs the number of customer trips was based on the target
productivity of 1.95 total passenger trips per hour, which converts to 1.74customer trips
per hour given that 89% of the total passengersin FY 2014 werecustomers. And, because
we are using half hour segnents, that scale was then basedn a productivity of 0.87
customer trips per 30 minutes.

The run structure analysis for each day of that week isfound in Appendix C. The run structure
analysis for Monday, April 28, 2014 is presented belowin Figure 2-8. As shown, the demand from
8:00-8:30 am and from 3:00 to 3:30 pm is significantly outstripping the supply of service, but
those are the only two half hour segnents where that is the case.Otherwise, there appears to be
more service than perhaps is necessary between 9:0@Gm to 2:00 pm, and from 3:30 pm to 6:00
pm. In comparison, there appears to be a good match between supply and demand in early
morning hour s and in the evening hours.
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Figure2-8 Run Structure for Monday, April 28, 2014
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There are slight variations on this theme for some of the other weekdaysin that week. For
example, on Tuesday and Wednesday, the peak periods where demand is outstripping supply
consist of one hour periods in the morning and afternoon. On Thursday afternoon, the supply of
service was better matched with the demand.And, on Saturday and Sunday of that week, there
appeared to be more service than was perhaps needed throughout much of the afternoon.

Daily Scheduling Process

The daily scheduling process (on the day before the trip date) is described as follows:

A

When a trip is booked, ADEPT automatically placesit into a run if it can, given the
various scheduling parameters entered into the system (see below)lf it cannot schedule a
trip onto a particular run, it is left unscheduled in an hourly bucket.

Eachmorning, schedulersr e vi e w i tfor thé following day and also determine
whether one or more new runs need to be opened up, based on the volume of
unscheduled trips and when those trips are. If a new run is opened up, a start and end
time is created; capacity is determined by assigning a certain vehcle type to the run, and
one or more zones are assigned to the run.

Once this has been accomplished by all three schedulers, a batch process is executed. This
typically takes about 5 to 6 minutes. The batch process uses the builtin scheduling
algorithm to schedule all trips asefficiently as possible, whileconsidering all user-

specified factors. Trips that cannot be scheduled as such are left unscheduled in the

hourly buckets.

The schedulers look at the results of this process, makesubsequentchanges tothe zone
assignments (additions and subtractions) in their respective areas, and then re-run the
batch process.This process is usually executed at least three times during the scheduling
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day, and can be executed as many as 6 times, depending on circumsteces, until all i or
almost all i of the trips are scheduled. It is not unusual for some trips to be left
unscheduled. These then become the responsibility of the dispatchers to resolve on the
day of the trip, noting that cancellations 7 and resulting holesi occur between the time
when the scheduling process is completed (the last batch is typically completed before
4:30 pm) and the first vehicle heads out in the morning.

A ltis important to repeat that subscription trips/standing orders are not anchored to the
master schedule, and may be moved around as a result of the batch scheduling
processing.

A ltis also important to note that ADEPT in any batch process will re -schedule trips that
had been previously been assignedncoveaemgddpl aceho
runs. That is, these are runs that are without a driver assignment (because of a vacation, a
lack of extra-board drivers to cover that run, or a dearth of drivers).

CONFIRMATION AND ARYRAL CALLS TO THE ETIOMER

Once thedaily schedule has been completed, automatedconfirmation call-backs are made to the
customers fortomorrowdés tr i ps v i &develdpedby UiRd Gispaich laar) and
linked to ADEPT). A 20-minute pick -up window for each trip based on request type (see &ove) is
communic ated to the customer in the confirmation call. This means that customers need to be
ready at the beginning of the assignedpick-up window; the vehicle may arrive earlier, but
customers are under no obligation to get into a vehicle prior to the pick-up window.

PVTA and Hulmes have also experimented with the use offi a r r i v avith@a subsetlol s

customers to test their effectiveness. Arrival calls are activated manually by the driver when the

vehicle is approximately five minutes away from the pick-up location. The IVR then places a call

to the designated telephone number in the customer profile. The purpose of the arrivals calls is to

give the customer advance notice that the vehicle is almost there; improved customer readiness

tends to improve service productivity and decreases no-shows. Note that the IVR system and

ADEPTO6s customer profile can accommodate two contact
different telephone number for arrival calls, which makes sense as at least 50%of the pick-ups are

not performed at home.

RUN MANIFESTS

Run manifests (or the list of daily trips) for each run are generated from ADEPT. Information
printed on the cover sheet includes the date, route (run) number, shift (run) start and end time,
the driver name and whether or not an accessible vehicle is neededAn example of a run manifest
can be found in Appendix D.

On the cover sheet, there are spaces (to be filled out by the driver) for:

A The driver shift start time

A The garage out time (the time the vehicle leaves the garage) and odometer reading
A The first pick -up time and odometer reading

A The last drop-off time and odometer reading

A The garage in time (the time the vehicle returns to the garage) and odometer reading
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A The driver shift end time

A The total number of rides (completed)
A The total number of rides cancelled

A The number of (fare) tickets collected

A The amount of cash collected.

On the manifest itself, each pick-up and drop-off is listed separately, ordered based on the
scheduled vehicle arrival time (ETA) . Customer names and the pickup or drop off address is
listed, as is the number of passengers (and how many are ambulatory vs. wheelchair trips) and
whether an accessible vehicle is neededln most cases, additional directions/instr uctions are
provided as well. The scheduled ETA for each stop is provided, as is the (promised) pickup
window, the appointment time if any, and what type of request it is (based on pick -up or
appointment). The required fare for each customer trip is also noted. Blank spaces are provided
for the driver to document the arrival or departure time ( although there are not two spaces for
this), the odometer reading and number of tickets or cash collected. Typically a driver will circle
whether the fare was paid in cash orwhether aticket was collected.

In reviewing some random manifests, we determined that all scheduled ETAs for each pick-up

were within the promised pick -up window. Absent were any specific spaces for the trip

disposition of trips not completed, notingthatwe di d see an i nSlhocvwad ilbhenndf ANo
written over the trip details. Rel at ed, there -sbBowsospacBemioeosednbri pso
summary page. However, completion of the driver manifest really serves as a backup for the

electronic capture of data via the MDCs; that is, information from the driver manifests is used to

fildl in Aiholesd in the electronic data collection.

DISPATCHING

Radio dispatching is handled by Hulmes using ADEPT in combination with in -vehicle mobile data
computers (MDCs) and automated vehicle location (AVL) equipment.

Hul mesd three dispatchers divvy up the work much 1| i ke
assigned to the Cirteygioofn 08epdoesisgyvehicied adsigiied to Horth Area

runs, and the third dispatcher dispatches to the runs assigned to the area in between. This results

in an approxi mate 40%/20%/40% split of work.

When the first dispatcher arrives in the morning (typically between 3:30 and 4:30 am), one of the
first things he or shedoes isto schedule the unscheduled trips from the 2300 bucket. During the
course of the day, the 2300 bucket is also used to place reemerging no-shows.

There is also a fourth dispatcher who fills in dispatching and provides window dispatching
functions (see bebw). There is also an evening dispatcher and a weekend dispatcher.

Observations of the dispatch crew found them to be very knowledgeable about the area, and they
displayed an effective and admirable working cohesiveness, often covering for each other.

The peak dispatch times are weekdays from 6:00 to 9:00 am and from 2:00 to 5:00 pm.

Window dispatching functions are performed by one of the dispatching staff. A board of keys is in
the dispatch area. A white board indicating unavailable vehicles is also presat. Prior to each run,
each driver is assigned to a vehicle and is handed a hard copy of the run manifest.
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VEHICLES AND FACIHS

Paratransit is operated using vehicles provided by PVTA. The fleet breakdown and deployment by
base,as of May 2014, is shownin Figure 2-9. The full dataset for May 2014 can be found in
Appendix E. Since only 20% of PVTA riders need wheethair lifts, PVTA purchased eight Ford
Transit Connect vehicles which are lessexpensiveand more fuel efficient. These are listed in
Figure 2-Qashavng fi00 W/ C capacity.

Figure2-9 PVTA Paratransit Fleet (May 2014)

Amb A\Vs|
Base Model Model Yr| Number | Seats wi/C LTD Miles Miles
Chicopee El Dorado 2007 4 10 3 165K-175K 168K
El Dorado 2008 2 8 3 106K-135K 121K
Ford 2009 24 8 3 106K-195K 144K
Ford 2010 4 3 0 66K-88K 72K
Ford 2010 6 8 3 73K-95K 84K
Ford 2011 23 8 3 35K-102K 71K
Ford 2012 4 3 0 25K-28K 27K
Ford 2013 8 8 3 22K-38K 30K
Ford 2013 24 8 2 6K-11K 9K
Subtotal 99 74K
Northampton Cutaway 2009 4 8 3 94K-135K 116K
Tracon 2010 1 8 3 65K 65K
Ford 2010 3 8 3 63K-78K 71K
Ford 2011 4 8 3 56K-71K 64K
Ford 2012 2 8 3 53K-60K 57K
Ford 2013 4 8 3 19K-28K 24K
Ford 2013 2 8 2 8K-11K 9K
Subtotal 20 61K
Belchertown Ecovan 2002 1 5 3 42K 42K
Cutaway 2009 2 8 3 115K-125K 120K
Ford 2011 5 8 3 61K-89K 78K
Ford 2012 2 8 3 65K-67K 66K
Ford 2013 2 8 8 25K-27K 26K
Ford 2013 1 8 2 3K 3K
Subtotal 13 66K
Total 132 72K

Source: PVTA 2014

3 Excludes road supervisor vehicles.
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As shown, all but a few of the 132 paratransit vehicles are accessibleOf these, most have a
capacity of eight ambulatory seats and threewheelchair tie-down positions. This capacity does
not mean that eight ambulatory customers and three non-ambulatory customers can be served at
the same time in the same vehicle.Figure 2-10illustrates the maximum seating capacity of these
vehicles under different scenarios. Basically, with each wheelchair, two ambulatory seats are
removed.

Figure2-10 Maximum Seating Capacity
Number of Ambulatory Number of
Passengers Wheelchairs
8 0
6 1
4 2
2 3
Source: PVTA 2014
Figure2-11s hows t he |l ocations of the operational and mai nt

paratransit vehicles housed in the three facilities as follows:

A 75% of the vehicles are stored athe South area facility, which is provided by Hulmes
Transportation and also includes the call center. This is located at 80 1st Avenue in
Chicopee.

A 20% of vehicles are stored at PVTAG6s North Area f
Northampton

A Hulmes also stores about 5% of the vehicles at its Belchertown headquarters at 15 Bridge
Street.

Figure2-11  Hulmes Operational Facilities and PVTA Maintenance Facility

PVTA Facilities .

. Operating Fadility
@ rvurancerscmy

2

Northampton

Belchertown

Chicopee

® Springfiekd

Source: PVTA 2014
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VEHICLE MAINTENANCE

The Springfield Area Transit Company (SATCO) is responsible for providing vehicle maintenance
for the Chicopee-basedparatransit fleet at the SATCO maintenance facility located at 2840 Main
Street in Springfield. The Northampton -and Belchertown-based fleds are maintained at the
(VATCO) Valley Area Transit Company maintenance facility located at 54 Industrial Drive in
Northampton. SATCO and VATCO are wholly-owned subsidiaries of First Transit, which under
contract to PVTA operates its fixed-route and community shuttle services.

A description of SATCO/ VATCOG6s vehiAppeadixtRaAllnt enance pr
maintenance on the paratransit vehicles is performed in-house, except for radio repairs and
service and repairs requiring special equipment (e.g., frame straightening).

SATCO and VATCO use a vehicle maintenance management information system (VMMIS), in
which is input each vehicle, mileage, fuel and consumables. The system is used to generate
Preventive Maintenance (PM) reports which show upcomin g PMs (by level), and to generate work
orders and maintain a parts inventory. Reports that are often used by the maintenance manager
to determine performance include reports that show fuel and oil consumption, fuel economy, PM
adherence, and distances betveen breakdowns/component failures, and maintenance cost per
mile.

The most frequent PMs are scheduled at 5,000 mile intervals, and include an oil and filter

change, and a 46i item inspection checklist. Other filters are changed every 15,000 miles; special

quarterly, semi-annual and annual inspections are also scheduled. The PM Schedule report is

based on these intervals and the mileage information for each vehicle as entered into the VMMIS.

Data collected and analyzed indicate that Actual PM adherence (at5,500 which includes a 500

mile in Agracedo mileage) is 86% and of the 14% that
1,000 miles.

CONTRACTOR STAFFING

Hulmes Tr ansportati onos sharadpfesented ind-iguge2dl2. z at i on ¢

ot}

Figure2-12 Hulmes Transportation Staffing Organization Chart
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Reporting responsibilities are as follows:
A Hulme s 6 P r averdees ¢hea CFOHuman ResourceDirector and the Operations
Manager.
A The Operations Manager oversees theAssistant Manager.

A The Safety Training Supervisor conducts driver training and also overseesthe Road
Supervisors.

p>

There are two full-time Road Supervisors who stagger their work schedules Monday
through Friday and are assigned to either the North or the South regions, alternating
regions on a weekly basis. There is also one partime Road Supervisor who is assigned to
Saturdays. There is an on-call schedule published monthly for evening s and Sundays.

p>N

There are sixReservations Agents three Schedulers, and sevenDispatchers.

p>N

Hu | me s driveds &r8 allocated to the three bases of operationsn the following
manner: Chicopee has 111 drivers; Northamptonhas 16 drivers; and Belchertown has 11
drivers.

p>N

The Reservations Supervisoroversees theAccounting Clerks who handle trip
documentation and reconciliation of trips.

A The four Accounting Clerks collect the paper manifests and fare envelopes from the
drivers and enter trip information into the A DEPT system. An example of the paper
manifests and fare envelopes carbe found in Appendix G.

DRIVER REQUIREMEMND TRAINING

Hulmes Transportation requires that their paratransit drivers complete a rigorous training
program that provides information about working conditions, key policies, procedures, and
benefits of providing transportation to PVTA clients. Before starting the driver training program,
prospective drivers are required to submit the following doc uments:

A Registry of Motor Vehicles report
A Criminal Record Check (CORI)
A Department of Transportation medical exam

A Drug and alcohol testing results

Driver training is provided by the Safety Training Supervisor at Hulmes Transportation , assisted
by Lead Drivers; all of whom are experienced in providing this type of training. Each driver
receivesapproximately 80 hours of training , both in a classroom setting as well as behindthe-
wheel of a paratransit vehicle. The course istaught over a nine-day period, with four days spent in
the classroom and five daysspent on-the-road, although the hours of training may vary based on
the time each individual needs to cover the required materials. The topics covered in the
classroom training include:

A The role of the paratransit operator, which includes safety and responsibilities

A Operations and equipment training

A Maintaining professionalism, which includes the cell phone policy, sexual harassment
policy

A Defensive driving

A Disability etiquette and the universal declaration o f human rights
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A Medical procedures and emergencies

Drivers also are required to view a passenger awareness/disability sensitivity video as part of this
training. This video was developed by PVTA and includes PVTA paratransit customers in the
video.

There are written quizzes on each portion of the training and a final evaluation which includes a
ride-along with the Safety Training Supervisor prior to being cleared to transport clients on their
own.

HULMES CONTRACT TEARND PAYMENT STRUCTRUR

PVTA has afthre e-plus-twoo contract with Hulmes Transportation, effective April 2013 through
June 2016 as the basethree-year term with two option years through June 2018. As shown in
Figure 2-13, service costs are billed to PVTA per service hour during peak hours, and per trip
during off -peak hours.

Figure2-13  Service Costs for PeakchOffPeak Service Hours, FY26¥2018

OffPeak Service

Monday Saturday

7:00pm to 7:00am
All day Sunday

Peak Service Hours

Payment Period MondaySaturday
7:00 am to 7:00 pm

FY 2012014 $1,486 per service hour $28.00 per trip
FY 2012015 $1,535 peservice hour $28.00 per trip
FY 2012016 $1,585 per service hour $28.00 per trip
FY 2012017 $1,637 per service hour $28.00 per trip
FY 2012018 $1,691 per service hour $28.00 per trip

Source: PVTA 2014

The peak hour service structure is rather unique in the paratransit industry. Basically, this
provides for a lump payment per hour x 12 hours for each operating day that falls on a weekday or
Saturday, regardless of the amount of vehicle service providedor the number of trips completed.
This structure thus provides for the equivalent of a flat fee for all service provided during the peak
hour for the year; the only factor that changes is the number of weekdays and Saturdays in the
calendar year. For this reason, it is quite easy to administer.

Such a structure also makes sense if the overall level of supply and demand is relatively stable.
And this is the casewith PVTA, with number of overall customer trip sremaining relatively level
from FY 2012to FY 2013, and showing only a modest increase inFY 2014. Furthermore, the
match between supply and demand is somewhat controllable because as ADA demand grows,
more senior trips can be denied if the supply of service remains level. And if ADA ridership were
to decrease significantly, the extra capacity would be filled up with senior trips. The result of the
modest increase inoverall ridership then has been a reduction in unit per trip costs for peak hour
service. (See Chapter 3.)

However, if PVTA or Hulmes were to implement any changes that might produce a higher
productivity , this result would have absolutely no impact at all on PVTA costs, at least during the
current contract. Under more typical payment structures found at othe r transit agencies, such
changesmight lead to a cost reduction. Thus, at best, such changesmight lead to a reduction in
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Hulmes cost, which in turn could have a positive impact on the rate proposed during the next
procurement, if the current payment stru cture is continued.

A per trip rate for dedicated service in the off-peak period, as a complement to the flat peak hour

price, isnbét that wuncommon, and does protect Hul mes &
requested during the off-peak, Hulmes gets mae revenue to cover the cost of additional service (if

any) to serve the increased demand. If Hulmes can efficiently serve these trips with the current

supply of service, its profit margin increases. And while an increase in the number of off-peak
tipsdoeshbecwa PVTAO6s unit cost for these trips (a fl at
increase contractor payments and hence raise the total cost.

Bostonés MBTA currently employs a f |l aGprgpesed tri p rate
variable costs, but to control the balance between efficiency and service quality, and specifically to

keep service providers from jamming their run schedules (to maximize revenue while minimizing

cost), the MBTA also employs a significant penalty for each late trip T equivalent to the per trip

rate, and an even more significant penalty for missed trips i at twice the per trip rate.

SERVICE STANDARDSCENTIVES AND PENAES

ServicePerformance Standards and Associated Incentives and
Penalties

Figure 2-14 provides a table of PVTA performance standards and associated incentives and
penalties that are included in the Hulmes Transportation contract.

Maximum In-Vehicle Travel Time

From Hul mesd perspective, there are i nmgeoftripsves and pe
under and over the performance standard of 60 minutes, noting that the travel time allowances

that equate to maximum travel time in ADEPT are defined differently and are based on the direct

travel time plus a specific number of minutes (see Figure 2-7). Over and above these two different

definitions, the FTA policy suggests that an analysis be periodically undertaken to ensure that no

trips have atravel time longer than the shortest fixed -route transit trip time plus 20 minutes . The

RFP that was used to procure Hulmes indicated that this responsibility (to perform such an

analysis) would be the responsibility of the contractor; however, PVTA is planning to conduct

such an analysis with in-house staff.

Late and Missed Trips

A late trip is a completed trip where the vehicle arrives after the 20-minute pick -up window (see
the previous discussion under trip reservations about how this window differs based onthe type
of request). ADEPT software appears not to track late drop-offs.

A missed trip is a trip that was not completed in cases where the vehicle (1) never arrives, or (2)
arrives after the pick-up window and the customer cancels-at-door or cannot be located.

Early pick-ups are acceptable as long as thereisno coercioNot e t hough that the ftol e
early pickups is up to 15% of the total customer trips; beyond 15% of that total, early pickups are

considered not on-time. So, for example, if the number of early customer trips represented 14.6%

of the total customer trips for a given day, all of those trips are considered to be onrtime.
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Figure2-14  Incentives for Service Standards and Performance
Metric Goal Incentives Penalties
$5,000 if between 96.5% an( $2,000 if less than 95% for any mont}
OnTime Between 95% an( 97% for 3 consecutive montl g5 000 if less than 90% for any montt
$500 per month if 2.2 pax/re| $250 per month if lower than 1.75 pay
ipl hour or higher hour
Productivity 2.2 passenger trip g

per revenusour

$2,000 per month if 2.5 pax/
hour or higher

$5® per month if lower than 1.6 pax/r
hour

Denied or Misse
Trips
(ADA trips only)

$500 per month if no ADA
denied or missed trips

$50 per every ADA denied or missed

Customer Ride
Time

96% of trips under
minutes

$500 per month if higher tha|
96%

$100 per every excessively long trip &
the first 4%

Average Hold Tim

2 minutes or less

$500 per month if 2 minute
average or lower on each dg

$500 per day for every day where the
pattern that exceeds 2 minute averag
Pattern = similanine for at least 3 days
same day for more than 3 consecutiv
weeks

Driver and Trainin
Qualifications

$100 per driver per day for use of
ungualified driver up to $5,000

Reports/Invoices

$25 per report per day for late
reports/invoices

Preventable
Accidents

May not exceed 10
per calendgear
quarter

$250 per day per
vehicle and/or passenger accident

Unreported Vehicl
Damage

$500 for failure to report damage with
hours

Source: PVTA 2014
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PVTA ADMINISTRATIORND SUPPORT FUNCTI®N

Policy Development and Planning

PVTA is responsible for developing all policies governing its paratransit service. This includes
such policies as

A Non-ADA customer eligibility

A ADA Eligibility determination process

A Service area, days and hours

A Fare and fare media

A Reservation policies (e.g., advance reservation period, subscription trips, cancellations)

A Scheduling system specifications and scheduling parameters

A Contractor procurement , including the establishment of driver qualifications and
tolerance for driver -specific safety records

A Vehicle and in-vehicle equipment specifications

A IVR specifications (for confirmation and arrival calls, and as of the Spring of 2015, to
allow customers to confirm, cancel and make trip bookings)

A Operational policies (e.g., driver wait times, view-of-vehicle)

A Drug and alcohol abuse policies

A Excessivecustomer no-show/late cancellation policies

A Types of and mechanisms for customer notifications, outreach, and feedbackfollow -up

A Mystery riders and service quality checks

PVTA s also responsible for on-going service planning as evidenced byi but is certainly not
limited to -- this study. Indeed, PVTA staff closely monitors trends in service performance and
cost and how actual service compares with its contractual standards, and based on such ongoing
monitoring analyses, may opt to (1) revise its standards, (2) revise policies that would help the
contractor achieve those standards, and/or (3) modify elements of its service design Examples
include:

A When PVTA reduced the number of service providers from 3to 2 to 1.

A When PVTA piloted a reduction of its advance request period from 14 to 5 days in
advance, reached out to customers and stakeholders to get their feedback, andhased on
that feedback, change the number of days to seven days in advance, the current policy.

p>

When PVTA implemented shuttles in Chicopee, Springfield and East Longmeadow that
now provide a lower fare option for paratransit customers planning to make a me dical or
shopping trip.

Paratransit Service Contraahd Monitoring

PVTA is responsible for procuring a contractor, which is currently Hulmes Transportation. The

c o nt r a thtee-plus-twadcdntract, meaning it has a base term of three years and an opbn
for two more that PVTA may elect to exercise. The base term started in April 2013 and extends
through June 2016. If the option is exercised, Hulmes would be serving as the PVTA paratransit
contractor through June 2018.

NelsoiNygaard Consulting Associate42@. |



PARATRANSIT SERVICE ANALYSIS STUINAL REPORTDECEMBER 2014
Pioneer Valley Transit Authority

To create a level playingfield for other providers that may wish to compete for the next service
contract, PVTA needs toallow 12 months for:

A Revisions to the current RFP

A Incorporating new design components and/or policies into the draft RFP

A RFP review and approval(s)

A Prospective proposers to review the RFP (and send in requests for clarification) before a
pre-bid conference

A Proposers to prepare a credible proposal

A Proposal review, evaluation, requests for clarification, interviews, a request for Best and
Final Offers (BAFOs), selection and Board approval

And, with a 3 to 6 month mobilization needed in case a non-incumbent is selected, the

procurement/mobilization process could take up to 18 months. Thus, if PVTA exercises the twa
year option, the procurement process should beginin early 2017. If outside assistance is needed
with the RFP development, or desired, additional time will be needed for that contracting process.

PVTAG6s Paratransit Manager spends much of her ti me

A extensively monitoring reports and actual service statistics against service performance
and service quality standards, especially focusing on ontime performance, the
disposition of other trips (cancellations by type, no -shows, missed trips), productivity,
and unit cost, and telephone statistics on call length, and average and longest hold times
per day per hour

A performing trend analyses on key performance indicators to ensure contract compliance

A inspecting HR records at the contractor to check on required training

A going into the field to check on driver performance, especially for new drivers or in cases
where there have been a pattern of complaints focusing on a particular driver; this might
include observing drivers as they conduct their pre -trip tasks (e.qg., circle checks)

A reviewing daily dispatch reports to check on late pull-outs or uncovered runs

A at Hul mepedfaci@yhmoaitring the performance of reservation agents and
dispatchers, including listening in on customer phone calls

A entering and following up on customer feedback (see below), induding the review of in-
vehicle videos

A communicating to Hulmes the need for re -fresher training, as warranted

A managing PVTAG6s drug an droutbno oommunitysheitlet i ng (for i x
drivers too)

A vehicle inspections, performed at least once a yearat the three operational sites, noting

that the goal is to perform these twice a year; these include, among other things, an
inspection of the inside of the vehicle to ensure an inventory of all required equipment
(e.g., chock blocks, fire extinguisher, sed belt cutters) is in compliance, and tire tread -
depth inspections.

Maintenance Contracnd Monitoring

As part of its service model, PVTA has opted to contract separately for vehicle maintenance, which
is certainly its prerogative given that PVTA owns the vehicles. PVTAincluded the maintenance of
its paratransit vehicles in with other vehicle maintenance responsibilities when it retained t he
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Springfield Area Transit Company (SATCO) and the Valley Area Transit Company (VATCO), each
a subsidiary of First Transit, to operate and maintain vehicles for its fixed -route and community
shuttle services. TheChicopee-basedparatransit fleet is maintained at the SATCO maintenance
facility in Springfield, while t he paratransit fleets based in Northampton and Belchertown are
maintained at the VATCO maintenance facility in Northampton. The base term for the First
Transit contract term was from September 2011 through August 2014, with two additional three-
year option periods t ha tolediszratiorb &he érst ef these agpiod a't
periods was exercised.

Two key maintenance reports are sent to PVTA with the invoice. The first is miles between road
calls. The second is adherence to preventive maintenance intervals.Both reports are driven by
mileage, and because SATCO/VATCO does not see vehicles every day, mevery month, Hulmes
electronically sends daily odometer readings to SATCO/VATCO for manual entry into its fleet
maintenance system.

Fuel Contract and Monitoring

PVTA has longentered into a contract 7 historically with Wright Express (WEX) but as of May
2014, Gulf Oil -- for the use of fuel cards for its paratransit operations. With such a system, a fuel
card is assigned to each vehicle. A driver may then fuel his/her vehicle in ary station that
participates in this network. When dispensing gasoline, the driver first swipes the fuel card, and
then enters a driver PIN code and odometer reading. Gulf will then send a monthly manifest to

PVTAOGSs

C

the PVTA Finance Department which then givesthemani f est t o PVTA®s Paratransif

review.

The monthly review -- which sometimes takes as much as 2 to 3 hours per week- focuses on
instances of (1) fraud, in cases where a fueling takes placafter hours or at times when ADEPT
records show that the vehicle was not in that fueling location at the time of the fueling; and (2)
fueling with any other grade but regular unleaded gasoline. It should be noted that Hulmes
management also performs audits of paper fuel receipts turned in by the drivers at the end of
their shift.

PVTA staff also monitors fuel consumption per vehicle type, as input to future vehicle purchases
and the optimum vehicle mix.

One of the ongoing challenges has been driver error in entering odometer readings. Also, when a
vehicle is downed for any reason for an extended period, the fuel card that has been assigned to it
is de-activated.

Invoice Processing

PVTAG6s Finance Department recei veslinthe casetofithe i

reconciles the invoices to ensure that (1) the number of operating days is correct (for peak hour
service) and that the number of off-peak trips is correct; and (2) the cash fare collected is
deducted from the invoice. Invoicing errors are rare, according to the PVTA. The next step is to
add or subtract performance-driven bonuses or penalties. These are handwritten on the invoices
themselves and are submitted back to the Finance Department for payment toHulmes
Transportation.
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Vehicle Purchasing

PVTA is responsible for establishing vehicle specifications and the appropriate fleet mix (of
different types of vehicles) and for the purchase and allocation of all vehicles that are used for
paratransit services. As mentioned above, PVTA staff actively monitors how these vehicles are
maintained and cared for, and monitors fuel consumption. PVTA in conjunction with Hulmes
also has put together a staggered vehicle retirement plan to ensure vehicle reliability andto
smooth out the need for capital funding.

Vehicle Insurance and Risk Management

As the owners of the paratransit vehicles, PVTAIs responsible for insurance coverage that
complies with all state minimum requirements.

As part of PVTAG®Gsr orgrsakm,mamValgle meenvti epws and approves Hu
program.

Accidents and incidents are defined by PVTA as follows, noting that the occurrence of an accident
or incident does not mean that PVTA is at-fault.:

9 Accidents are events that happen unexpectedly,unintentionally and without apparent or
deliberate cause, but sometimes result in damage or injury to an individual or property.

1 Incidents include other distinct occurrences or events that may potentially generate a
claim activity at some point in the futu re.

After an accident or incident occurs, Hulmes is responsible for emailing a report of the event to
the PVTA claims office for review, filing, and as needed, adjusting in situations where there is a
pursuit of a claim.

If a driver has three preventable accidents within an 18 month period, the driver is barred from
operating any PVTA owned vehicle.

Software Licensing Contract and Software Support/Maintenance
Cortract

PVTA is responsible for providing the software product that supports the operation of PVTA

paratransit. Currently that softwareis St r at aABEPT éoftware, which was selected as a

result of a competitive procurement. PVTA does not own this software; as with most software

vendors of this il k, PVTA nr exsethatbas tinhegpirasiom flatewar e by acc
and configures the software so that Hulmes has access to it, and that all appropriate PVTA staff

has access to it.

PVTAG6s | nf chnotmy (iT)dDeparfiment serves as the first line of support for the

software (and for Hul mesd use of the software) and t
PVTA also has purchased a support/maintenance contract in conjunction with the software

license, there have been some recent issues where PVTA has identified problems with the

software that StrataGen is willing to Afixd but only
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Computer Server, Hardware, and Network and
SupportMaintenance Contract

PVTAGs I T staff also provides alll hardware, networking
ADEPT, and provides on-site support to Hulmes Transportation as needed.

Telephone System and Supptvaintenance Contract

PVTA also provides a telephone system for itscontractor with full automated call distribution
(ACD) functionality and reporting, enabling PVTA staff to monitor telephone statistics on call
length, and average and longest hold times per day per hour.

Radio System and Hvehicle Equipment and
Support/Maintenance Contract

PVTA also provides the radio infrastructure and the digital dispatch system along with in -vehicle
mobile data computer (MDC) and automated vehicle location (AVL) equipment that enables
dispatchers to communicate with drivers digitally, but also by radio when needed This
equipment enablesnot only the viewing of the real-time and time -specified location of vehicles
but also the time stamping and location stamping of every event (such as the arrival and
departure from every stop as longas the driver hits the perform button on the MDC). This
capability is critical for (1) dispatching; (2) performance reporting; and (3) for feedback follow -
up.

Therehavebeen some | imitations in the radio syseteemds r1 eacf
to the topography of the area. PVTA is solving this problem by adding to the system a radio tower
located on Mt. Lincoln in Pelham.

North Operating Facility

PVTA owns the operating facility in Northampton, which serves as a base of operations for a
portion of the paratransit fleet as well as one of two maintenance sites.

Driver Uniforms

PVTA provides driver uniforms to Hulmes Transportation.

ADA Paratransit Eligibility Determination

As discussed previously, PVTA has an ADA Coordinator who is responsite for determining the
eligibility of ADA paratransit applicants. The current process consists of the following:

A Applicants are directed to call to set-up an in-person appointment. According to the ADA
Coordinator, approximately 75 appointments are scheduled each month (although not all
applicants show up for the appointment). These appointments are scheduled on the
computer using an appointment application.
A lfneeded,freet r ansportation on PVTA paratransit is prov
The ADA Coordinator arranges such trips with Hulmes.

A The ADA Coordinator also makes #Afield tripso to
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- Amherst (1 day per monthi typically 9 scheduled interviews)

- Holyoke (2 days per month i 10-13 scheduled interviews per day)
- Northampton (1 day per monthi 12 to 13 scheduled interviews)

- Wilbraham (1 day per monthi 7 to 10 scheduled interviews).

A At the interview, each applicant is instructed to complete a selfassessment, which is
reviewed by the ADA Coordinator with the applicant present so that pertinent questio ns
can be asked.

A The coordinator then sends theii Pr of essi onal Veri fication Formo (t
application) to a health care provider or providers identified by the applicant.

A Based on the interview and the completed application, the ADA Coordinator determines
an applicant to be ADA eligible (for all trips) , conditionally eligible (see below), or not
eligible.

Once being deemed eligible, PVTA staffsends the new customer a welcome packet anenters the
new customer into the customer profile of ADEPT. Once in the system, a customer may request
ADA paratransit service.

I't is important to note that PVTAGO6s ADA eligibility ¢
customers receiving conditional eligibi lity 7 that is, that they are eligible for only certain trips (for

which they cannot access a bus stop because of their disability) or for service under specific

circumstances (good/bad days, weatherrelated, etc.). Approximately a third of the eligible

customers are determined to be conditionally eligible. And while this information is presented to
reservation agents who by and | arge do a agwaysd |j ob r ec
catch it when booking a trip. Itis for thisreasonthat PVT A 6 s Chbddiator periodically runs a

report that enables her to compare the trips made by conditionally eligible customers with their

conditions. When inconsistencies are found,t hey ar e communi Resetvatidnst o Hul mes 6
Supervisor.

Fare Media Distbution

As discussed previously, fire can be paidwith tickets, sold in books. The books of tickets can be
purchased from PVTA on the web, by mail, and in person at various senior centers and at the
PVTA Information Office in Springfield.

PVTA is responsble for the printing of these ticket books, the selling and mailing of these ticket
booms (and distribution to the senior centers), and fraud control.

Reporting

PVTA is responsible for reporting paratransit usage and service and cost performance on a
monthly basis to its Board, to MassDOT, and to its member communities. PVTA is also
responsible for reporting to the National Transit Database (NTD), a requirement that comes with
FTA funding. This is done for a random sample of days each year.

PublicNotices and Outreach

PVTA disseminates general information and new policies as they occur via its website, letters to
customers, public meetings, and/or seat drops, making the decision as to which communication
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mechanism(s) will be used as the need arisesindeed, one of the reasons for including multiple
communication channels is that, hopefully, at least one of them will be accessible to all customers.

On top of these efforts, PVTA also schedules special outreach meetings with customers and other
stakeholders (e.g., Councils on Aging)and periodically will conduct a customer satisfaction
survey, again if a specific need arise or in conjunction with a study such as this.

PVTA is constantly looking for ways to improve the system and believes that reaching out to
customers and stakeholders provides an effective way to identify and then address any themes
and issues.

Mystery Riders and Service Quality Checks

PVTA employs a fimystery ridero program of volunteer ¢
also rate the reservations process and the driver, the condition of the vehicle, the timeliness of the
van arrival, etc. PVTA runs a mystery rider effort at least once a year.

PVTAG6s Paratransit Manager also periodicaltby makes cz¢
inquire about the level of service quality on a recent trip.

Both of these efforts provide aservice qualityir eal i t y ¢ hec kgegnefatedby he st ati sti c:
ADEPTB and the telephone system.

Feedback Processing

PVTA developed a customer feedback systemvhich has dramatically improved the ability to track
compliments, complaints, suggestions, etc.PVTA receives feedback from passengers, the general
public, and service providers through the PVTA customer service phone line.

When a customer submits a complaint via email or regular mail, the PVTA Customer Service

Manager reviews the complaint and sends the customer a form letter either by email or regular

mail within 24 hours of receiving the complaint. The form letter (see Appendix L) is the same for

each canplaint; it thanks the customerfor br i ngi ng t he matter to PVTAG6s atte
PVTA will be investigating the situation. Although every complaint is investigated, PVTA only

notifies some customers fAoccasi oonandlanyactiomthatt he out c o me
was taken; there is not a set type of instance that triggers follow-up correspondence.

Travel Training

Through travel training programs , paratransit customer s and prospective paratransit customers
are able tolead more independent lives by learning to access and use the fixed route system for
one or more trips, thereby shedding the dependence @ an advancereservation paratransit

system forthoset r i ps. There are sever al dthat ifceideenmeton-fif | avor s o
training (often provided to person with cognitive or physical disabilities); group general

navigation/orientation training (oftenpr ovi ded t o groups of seniors), spec
training for persons with visual impairment; ando ne-on-one bus buddies. PVTAG6s tra

program, which is delivered by two PVTA travel trainers, focuses on intensive one-on-one travel
training.

Between the two trainers, there are 5 to 7 trainees who are receiving oneon-one training at any
given time. The training itself might include no more than 10 sessions during which round trips
are made for one trip at a time; the span of training is typically up to 6 months for that one trip,
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with a-updheéclknmont hs | ater. Res, hausing authgrities,gemier i n fr om a

centers, and families, as wel |l as from PVTAG6s ADA
candidate as they are applying for ADA paratransit eligibility.

Small group training is periodically provided to families and to scho ols, especially for special
education students 18 years of age and over, who are about to graduate from homeo-school
transportation as provided by the school. One of the concepts here is to preemptively train such
individuals before they become dependert on paratransit, so that they can live more
independently.

If the travel training program were to expand via the hiring of another travel trainer, it might
make sense to offer more group training, targeting seniors and veterans, for example.

While such transit agencies and other organizations do offer train-the-trainer programs (for
travel ambassadors) and bus buddy training or programs, the current travel training staff is
cautious about any indirect travel training that
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3 SRVICE AND COST PEFRNDANCE
AND PEER REVIEW

RIDERSHIP

Figure 3-1presentsthe number of PVTA customer trips served by type (ADA vs. DAR) from FY
2012 through FY 2014. Highlights include the following:

A Total Customer Trips - The number of customer trips, while relatively level from FY 2012
to FY 2013 increased by about 3,000 trips (a 1.1% increase) from FY 2013 to FY 20i4.
With service capacity remaining relatively level, this means that the paratransit system
has had to increase its efficiency to accommodae these additional 3,000 trips.

A ADA Customer Trips - ADA customer trips have increased steadily over the three years:
an increase of 6600 ADA trips (a 3.4% increase) from FY 2012 to FY 2013 and an increase
of 7600 (a 3.8% increase) from FY2013 to FY 2104.

A Senior DAR Customer Tripsi Again, with service capacity remaining relatively level over
this 3-year period, the increase in ADA trips meant that less capacity was available for
senior DAR trips. This bears out in Figure 3-1, as we see a decline in senicridership of
7100 DAR trips from FY 2012 to FY 2013 and 4,600 DAR trips from FY 2013 to FY 2014.

A ADA vs. DAR Ratio- In FY 2014, the ratio of ADA customer trips to DAR customer trips

was approximately 3 to 1.
Figure3-1 Annual PVTA Paratransit Ridership

ADA ADA | Annual DAR Annual Total Annual
Customer| Trip ADA | Customer i DAR Customer Total
Year Trips % | Change| Trips Change Trips Change

FY 192,434 | 71% -- 77,283 | 29% -- 269,717 --
2012
FY 199,068 | 74% | +3.4%| 70,155 | 26% 9.2% 269,223 -0.2%
213
FY 206,696 | 76% | +3.8% | 65,533 | 24% -6.6% 272,228 +1.1%
2014

Source: PVTA D E PTTipBseakdown Report
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Figure 3-2 presents the total number paratransit passengersby type (ADA vs. DAR plus
companions and PCAs)from FY 2012 through FY 2014.

Figure32  AnnualPVTA Pssengers

[\[o]¢3 Total
Customes | Customes | % | Com@ s| PCAs | Customers| % | Passengey

ADA s‘ DAR Total

Year | Customer:

FY 192,434 77,283 269,717 | 85%| 5,037 | 41,456 46,493 | 15%| 316,210
2012

FY 199,068 70,155 269,223 | 86%| 4,572 | 38,220 42,792 | 14%| 312,015
2013

FY 206,696 65,533 272,228 | 89%| 4,356 | 28,412 32,768 | 11%| 304,996
2014

Source: PVFADEPTO6s Trip Summary Report and Trip Breakdown Report

Highlights from Figure 3-2 include:

A Total Passenger Tripsi During this three year period, the total number of passenger
trips (Figure 3-2) declined, but upon inspection, this resulted from a reduction in non-
customer passengers (companions and personal care attendants).PVTA staff has

indicated that some of this reag@wctoifon esnpn alie dtrtimp

that formerly included non -customers but no longer do.

A Non-Customer Passengers The percentage ofnon-customer passengerswas 1% in FY
2014, down considerably from the 15% in FY 2012 Over the three year period, this
ridership averaged 13%, which is fairly substantial but not unusual. For example, the
same percentage for THE RIDE in Bostonhas historically ranged from 13% to 14%.

Figure 3-3 shows ridership broken out by month for the three most recent fiscal years. For the
most part, ridership numbers by year and month are similar, with higher ridership typically
occurring in the fall and spring months . There are three monthsi September, December, and
February i when the FY 2012 ridership numbers are at least 1,000 higher than the other fiscal
years. There is only one monthi Octoberi when the FY 2014 ridership is higher than the
previous two years, with ridership of 28,705 representing the peak month over the 3 -year period.

Figure3-3 PVTA Paratranditonthby-Month Ridership Comparis@tyY 2012 throudhy2014)
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Source: PVTA Paratransit Ridership, Monthly, Annual
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Trip Origins and Destinations

Figure 3-4 shows travel flows between the sixscheduling zones in the PVTA service area during
the week of April 27, 2014.

Over half the trips taken during this time period were intrazone trips, 1170 o f which took place in
Zone 3, which contains Springfield; these Springfield trips r epresent 20% of all trips during the
observed week.Zones 2 and 4also display a large number of intrazone trips, with over 600 and
over 700 intrazone trips taken, respectively. There were few interzone trips taken in Zones 1 and 5

There were a relatively high number of interzone trips taken in the southwestern part of the PVTA
service area, between Zones 3, 4, and 6or the urbanized area surrounding Springfield . Over 330
interzone trips occurred between Zones 3 and 4, while over 200 interzone trips occurred between
Zones 3 and 6 and Zones 4 and 60verall, Zone 3 represents about 33% of all trip origins and
destinations; Zone 1 had the smallest amount of interzone trip activity (4%), followed by Zone 2
(13%).

Figure3-4

Origin and Destination Matrix of Paratransit Trips during the Week of April 27, 2014

Origins

1 86 23 32 60 12 22 235
2 21 614 28 100 10 20 793
3 26 29 1170 334 155 207 1921
4 53 107 333 737 59 207 1496
5 15 10 161 57 135 46 424
6 25 19 197 206 37 447 931

Total 226 802 1921 1494 408 949 5800

Source: PVTA 2014

The trip origin and destination data in Figure 3-4 is shown spatially in Figure 3-5. The thickness
of the arrows showing where a trip originated and ended indicates the number of trips during the

week.
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Figure3-5 Trip Origin and Destination Map for Trips during the Week of April 27, 2014

Trawvel Flows of PVTA Paratransit Trips Week of
April 27,2014

crer
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Source: PVTA 2014
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TRIP DISPOSITIONENIALS, CANCELLATIONO-SHOWS,
AND MISSED TRIPS

Figure 3-6 through Figure 3-9 present additional information on denials, cancellations, no-shows,
and missed trips for ADA passenger trips, senior DAR passenger trips, and btal passengers,
respectively. Note that the tot al passenger trip statistics in Figure 3-1above agreewith the same
statistics in Figure 3-8 (as they should).

The full dataset can be foundin Appendix H .

Figure3-6 PVTA Paratranstassenger StatistiésADA Passengers
Total ADA % % No % No %
Year Passengers | Denied | Denied| Cancel| Cancel| Show | Show | Missed| Missed

FY 202 230,397 8 0.00% | 79,929| 35% | 7,226| 3.1% 50 0.02%
FY 203 234,107 25 0.01% | 70,999| 30% | 6,037 | 2.6% 85 0.04%
FY 204 233,196 86 0.086 | 74,992| 32% | 5,443| 2.3% 124 0.05%

* Include€ompanions and PCAs

Source: PVFADEPTO6s Passenger Statistics Report

Figure3-7 PVTA Paratransassenger StatistiésSenior DAR Passengers
Total DAR % % %
Passengers | Denied| Denied| Cancel| Cancel Missed | Missed
FY 202 85,814 444 0.52% | 32,884| 38% | 3,823 | 4.5% 15 0.02%
FY 203 77,908 3,826 | 4.91% | 26,828 34% | 2,964 | 3.8% 15 0.02%
FY 204 71,801 1,408 | 1.81% | 24,831 35% | 2,401 | 3.3% 32 0.04%
* Include€ompanions and PCAs
Source: PVFADEPTO6s Passenger Statistics Report

Figure3-8 PVTA Paratrangtassenger StatistiésTotal Passengers
Total % % \[o3 %
Year Passengers | Denied| Denied| Cancel| Cancel| Show Missed | Missed

Fy2a12 316,211 452 0.14% | 112,813 36% | 11,049 3.5% 65 0.02%
FY 223 312,015 3,851 | 1.23% | 97,827| 31% | 9,001 | 2.9% 100 0.03%
FY 204 304,997 1,480 | 048% | 99,832| 33% | 7,844 | 2.6% 156 0.05%

* Include€ompanions and PCAs

Source: PVFADEPTO6s Passenger Statistics Report

Figure3-9 Breakdown of Cancellations (Registered Customersd®ivyp)01andFY 2013
Same
Advance | % of Day % of Late % of Total Customer
Year Cancels | Trips | Cancels | Trips | Cancels | Trips | Cancels Trips
FY 202 50,031 | 18.5%| 33,579 | 12.4%| 8,736 | 3.2%| 92,346 | 34.2%| 269,717
FY 223 46,085 | 17.1%| 31,235 | 11.6%| 5,058 | 1.9%| 82,378 | 30.6%| 269,223

Source: PVTIANo Show and Cancel Report
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Observations based on these statistics include the following:

A ADA Denials i Under the ADA, a pattern of trip denials can indicate a capacity constraint
which can lead to non-compliance issues. In FY 2014, there were 86denials for ADA
passengertrip requests. While this was over three times the number of ADA denials the
previous year, this still is a reasonable number. To put this in perspective, if one assumes
that these all occurred on weekdays, and there are 261 operating days that fall on
weekdays per year, this mens there was an average of 0.23 denials per weekday, or only
one denial everythree weekdays. Based on this, there would not appear to a pattern,
although PVTA and Hulmes should strive to get the number down to the levels achieved
in the preceding years.

A Senior DAR Denials -- Senior trip denials are to be expectedwith a relatively level
funding -constrained service capacity and with an increasing number of ADA paratransit
trips. The denial rate for senior trip swas 1.8% for FY 2014, which was significantly better
than the 4.9% denial rate the previous year. Usingthe assumption as above, the number
of senior denials per weekday was 5.4 denials in FY 2014.

A Cancellationsi The number of each type of and total cancellations are trending
downwards, but are still fairly high: t he percentage oftotal cancellations is generally
considered to be high if over 15%. With total cancellations at twice that rate, it is
suspected that customers may stil/ be making
cancelling. While the advance cancellations do not affect bie scheduling process, the
same-day cancellations do. As some of the scheduling processes and practices are
improved, it is hoped that PVTA will see a reduction of the same-day cancellation rate.

A No-Showsi P V T A 6-showrate show rate has steadily declhed over the last three years
and is reasonable; typically, ano show/late cancellation rate under 5% is acceptable.The
full data collected for no shows and cancellations can be found in Appendix .

A Missed Tripsi P V T Ardtesof missed trips is within acceptable range; the industry
standard is to not exceed a rate 0.05%.

ON-TIME PERFORMANCE

On-time performance (OTP), as presented inFigure 3-10 on the following page, was analyzed
from an ADEPT report, generated by Hulmes staff for the week of April 27, 2014.

While the on-time rate in Figure 3-10i s we | | b el o wHulmasbycontracttnmay g et |,
fi ¢ | aearmiips as on-time up to 15% of thetotal, noting that this 15% threshold was only
exceeded once during this weeki on Saturdayi when the number of early trips represented

16.3% of the total. Thus, in this case, 38 of the 41 early tripson that Saturday were considered to
be on-time. With this adjustment, the on -time vs. not-on time figures is presented in Figure 3-11

Based on the adjusted figures fromFigure 3-11L P V T A 6-8me parformance for the week is at
the higher end of the 95% to 96.5% target range. That is, achieving an OTP above 96.5% for a
three-month period generates a bonus for Hulmes, while achieving an OTP below 95% for a 3
month period triggers a penalty. Clearly, this OTP achievement is something to tout . Itis
also important to note that approximately 82% (roughly 4 out of 5) of the late trips are no more
than 15 minutes late.
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Figure3-10 PVTA ParatrangiinTime Performan@Week of April 22014

Number of All Trip‘ Sun | Mon | ‘ i ‘ Sat ‘ Total ‘ %

Early 14 139 139 137 160 134 41 764 13.2%
OnTime 109 841 | 896 | 906 921 934 | 203 4,810 | 83.2%
Late 3 42 32 28 27 66 8 206 3.6%
-1-15 min late 3 36 28 22 23 49 7 168 2.9%
-1630 min late 0 6 4 4 4 14 1 33 0.6%
- 3145 min late 0 0 0 1 0 3 0 4 0.1%
- 46+ min late 0 0 0 1 0 0 0 1 0.0%

Total Completed 126 1022 | 1067 | 1071 | 1108 | 1134 | 252 5,780

FeteuEnls el Sun Mon | Tues Wed Thu Fri Sat Total
Trips
Early 11.1%| 13.6%| 13.0%| 12.8%| 14.4% | 11.8%| 16.3%| 13.2%
OnTime 86.5% | 82.3%| 84.0%| 84.6%| 83.1% | 82.4%| 80.6%| 83.2%
Late 24% | 41% | 3.0% | 26% | 24% | 58% | 3.2% 3.6%

Source: Daily summary for report period report

Figure3-11 PVTA Paratrangin-TimePerformancé Week of April 27, 208 Adjusted per the 15% Policy

Number of All Trip{ Sun ‘ Mon ‘ Tues‘ Wed ‘ Thu ‘ Fri ‘ Sat ‘ Total
OnTime 123 980 | 1035 | 1043 | 1081 | 1068 241 5,571
NotOnTime 3 42 32 28 27 66 11 209

Total Completed 126 1022 | 1067 | 1071 | 1108 | 1134 252 5,780

Percentage of Trip  Sun Mon Tues Wed Thu Fri Sat Total
OnTime 97.86 | 95.9%| 970% | 97.46 | 97.66 | 94.26 | 95.6%| 96.4%
Noton-Time 286 | 41% | 3.0% | 2686 | 24% | 586 | 4.5 3.6%

Source: Nelsdlygaard Consulting Associates

More detailed on time performance data for the week of April 27, 2014 can be found in Appendix
J.

As a reality check,the range of daily OTP figures from Figure 3-10 (80.6%-86.5% on weekdays
and 84.6%-82.3% on weekends) is not that dissimilar from the mystery rider results from the first
quarter of CY 2014 (See Appendix K).Basedon the mystery rider reports, 80% of the trips were
on-time, 11% were late, and 9% were early.

Lastly, the over-supply of service in the mid-day (see below)undoubtedly contributes to the high
on-time performance. However, as discussed below, the lower productivity does not hamper
PVTAGs wunit cost.
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SUPPLY OF SERVICHARRODUCTIVITY

Figure 3-12showsrevenue vehicle hour (RVH) and mile (RVM) data, total hour and mile data,
and productivity (both customer trips per RVH and total passengers per RVH) for the three most
recent fiscal years.

As shown, while customer ridership from FY 2012 to FY 2013 remained fairly level (decreasedby
0.18%), so did the service supply in terms of both RVHs (increased by 0.44%) and RVMs
(decreased by 1.87%

While there was slight increase in customer ridership from FY 2013 t0 FY 20140f 0.93%, there
was a slight 2.02% decrease in RVHs but a concurrent 4.66% increasén RVMs, indicating either
longer trips (which does not seem to be the casé see Figure3-13) or more circuitous routing.

Productivity, measure in terms of customer trips per RVH, increased 3.2% fromFY 2012to FY
2013 and another 2.56% from FY2013 to FY 20147 a positive sign; however, even if one looks at
productivity in terms of total passenger trips per RVH, the 1.57-1.60 range in productivity is well
belowPVTAG6s target of 1.95 passengers per RVH.

The run structure analyses conducted as part of this review (seeFigure 2-8 and Appendix C)
unveiled the major contributor to this lower productivity: an over -supply of service during the
mid -day period. However, the impact of this over-supply of service on the unit cost is negligible
becaus e scontradetial paydnent structure, where PVTA in essencepays aflat fee for all
peak hour (Monday-Saturday 7:00 AM through 7:00 PM) service.

Figure3-12 PVTA ParatransiSupply of Service and Productivity

Percent Percent
Change | Change

Supply of ServiceProductivity Fy20L2- | FY2013
Indicator FY 2012 FY2013 FY 2014 Fy2a13 | Fy2014

Revenue Vehicle Hours (RVH) 197,978 198,850 194,841 0.44% -2.02%
Total Vehicle Hours 245,772 244,088 228,221 -0.69% -6.50%
Revenue Vehicle Miles (RVM) 2,768,036 2,716,346 2,842,796 -1.87% 4.66%
Total Vehicle Miles 3,396,777 3,364,694 3,431,531 -.0.94% 1.99%
% RVH of Total Hours 80.6% 81.5% 85.4% 4.80% 5.98%
% RVM of Total Miles 81.5% 80.7% 82.8% 2.62% 1.66%
Total Passenger Trips 316,210 312,015 304,996 -1.33% -2.25%
Total Customer Trips 269,717 269,223 272,228 -0.18% 0.93%
Passenger Trips / RVH 1.60 1.57 1.57 -0.24% -1.99%
Customer Trips / RVH 1.36 1.35 1.40 3.20% 2.56%

Source: PVTA Monthly Passengers Annual Hours and Miles Report
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TRIP LENGTH

As shown in Figure 3-13, a sampling of dates in December of 2011, 2012 and 2013 shows that the
average trip length has decreased between 2011 and 2013, both in the number of minws a client

is onboard a PVTA vehicle and the average miles a client travels on PVTA vehicles. The average
number of minutes decreased from 21.19 in 2011 to 17.79 in 2013, a decrease of 16%. The average
number of miles decreased from 5.6 in 2011 to 5.3 in2013, which is a reduction of 5%.

Figure3-13 PVTA Paratransif\verage Trip Length in Minutes and Miles

AverageMinutes on | AverageMiles on Board

Clients Boardper Client per Client
12/11/2011) 128 21.19 5.6
12/18/2011) 127 19.79 5.2
12/23/2012] 165 19.58 5.9
12/30/2012] 108 17.72 5.2
12/29/2013) 151 17.79 5.3
Source: PVTA 2014
FEEDBACK

As discussed previously, PVTA developed a customer feedback system which has dramatically
improved the ability to track compliments, complaints, suggestions, etc. PVTA receivesfeedback
from passengers, the general public, and service providers through the PVTA customer service
phone line.

In FY 2012 and FY 2013 there were eight and nine complaints reported per month. In FY 2014,

the monthly number of complaints increased slightly to 10. The industry standard for complaint

ratio is a maximum of 10 complaints per 10,000 customer trips. As shown in Figure 3-14, PV T A6 s
complaint ratio at 3.9, 3.5, and 4.6 complaints per 10,000 customer trips for FY 2012, FY 2013,

and FY 2014, respectively.

Figure3-14 Complaints per Year and Complaint Ratio

Complaint
Complaints| Total Ratio(per
perFiscal | Customer| 10,000
Total Complaints Year Trips trips)
FY 202 107 269,717 39
FY 203 94 269,223 35
FY 204 125 272,228 4.6

Source: PVTA, August 2014.
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Note that PVTA also tracks 25 types of complaints on a monthly basis and follows up with
Hulmes Transportation when there are significantly high numbers of complaints or glaring is
There are five categories of complaints that have been frequently reported ower the last 2.5 y
as shown in Figure 3-15

Figure3-15 Number of complaints for the five highest complaint categories

[\[e]g]
Service Schedulingl Unsafe
Issues Operation
FY 2012 2 13 12 17 40 84
FY2013 1 6 6 14 53 80
FY2014 13 5 21 14 57 110
Total 16 24 39 45 150

Source: PVTA, August 2014.
Observations from Figure 3-15 are discussed below:

Sues.
ears

A The highest number of complaints is related to unsafe operation of the PVTA paratransit

vehicles, which include s when a driver speeds or violates traffic laws and whenthe d
does nottie a wheelchair down properly or secure passengers into their seats prope
About four of these types ofcomplaints are reported to PVTA each month and have

river
rly.

increased from 2012 to 2014.Complaints about unsafe operation have risen from FY 2012
to FY 2014 with a large jump from 40 to 53 between FY 2012and FY 2013 Follow-up

research on this feedback unveiledthat most all of these complaints were received fr
the general public and not customers.

om

A Scheduling issues is the second highest complaint categorynoting that it includes any
errors that may haveoccurred during the booking process. Complaints aboutscheduling

issues have remained relatively constant over the three fiscal years.

A Complaints that Hulmes employees have been rude to a passenger are théhird most

frequent type of complaint. The number of these complaints increased significantly i
2014.

A Non-service related complaints include those complaints that are usually out o f

nFY

PVTAOGSs

control. The most frequent complaint filed in this category is when a p ick-up/drop -off
location is not convenient or accessible for a passengerUsually the pick-up/d rop-off

location is determined by the destination, such as a medical facility, and while PVTA

employees can note these complaints and report them to that facility, it is ultimately not

PVTAG6s deci si on
FY 2013and FY 2014 as there were in FY 2012

A Complaints that the Hulmes service is delayed or late werevery low for FY 2012 and
2013, but increased significantly in FY 2014.
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SAFETY RECORD

As shown in Figure 3-16, for the FY 2012 and FY 2013 the number of accidents and incidents has

remained consistent: approximately 62 accidents and 80 incidents per period; however, in FY

2014, the number of accidentsincreased by 14%, whilethe number of incidents decreasedby

45%. Thi s change can | argely be attributed to a concurr
accident to now include events involving lifts and wheelchair securing. Prior to FY 2014, such

events were recorded as incidents.

The industry standard for preventable accidents is 1.0 preventable accident per 100,000 (total)

mi |l es. PVTAGs preventable accident frequency ratio
three years, and averaged 0.99 over the three years, wtth is within the targetgoal. PV T A6 s

contractual target is 10 preventable accidents per calendar year, which considering the number of

total miles operated equates to 0.29 based on theFY 2014total miles.

Figure3-16 Number of Accident®reventable Accidentmnd Incidents

Accident | Preventable

Ratio Accident
Total | (per Ratio (per
Preventabl Vehicle | 10,000 10,000
Time Period Accidents Accidents | Incidents Miles | trips) trips)
FY 2012 61 33 81 3,396,777 1.8 .96
FY 2013 63 30 80 3,364,694 1.9 .89
FY 2014 72 38 44 3,431,531 21 1.1

Source: PVTA, July 2014

COST PERFORMANCE

Operational Costs

Cost performance data is only available for FY 2012 and 2013 due to theiming of this report and
the annual audit. As shown in Figure 3-17, the costs associated with providing services decreased
between FY 2012 and FY 2013. The overall adited cost of service decreased by 2.65%, the cost
per trip has decreased by 1.32%, the cost per RVH decreased by 3%, and the cost per RVM
decreased by 0.70%.

Hulmes Contract Costs

Figure 3-18 shows the current contractual payment structure. Again, the total payment to Hulmes
for peak hours serviced is based on the payment amount multiplied by the number of peak hours
in a day (12)multiplied by the number of operating days in the year that fall on a weekday and on
Saturday. In contrast, the payment to Hulmes for off -peak service is directly related to the
number of trips provided.
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Figure3-17  Annual Cost dDperating PVTA Paratrargstrvice

Percent

Paratransit Costs Change

‘ FY 2012 ‘ FY 2013 ‘

Paratransit Vendor Payments $5,729,008.00 | $5,858,153.52 2%
Paratransit Fuel $1,319,851.45 | $1,295,269.48 -2%
Allocated Maintenance $359,542.88 $374,329.47 4%
Insurance Premiums $319,163.41 $71,569.86 -17%
Insurance Claim Payments $147,097.56 $61,039.32 -58%
Paratransit Misc $11,170.34 $17,123.84 53%
E&H Williamsburg® $6,842.22 $6,162.32 -10%
Paratransit IT Services $4,352.14 $3,820.19 -12%
Total for Paratransit Services i Audited Cost of Service | $7,897,028.00 | $7,687,468.00 -2.65%
Cost per Trip $24.97 $24.64 -1.32%
Cost per RVH $39.89 $38.66 -3.08%
Cost per RVM $2.85 $2.83 -0.70%
Source: PVTA Monthly Passengers Annual HoursRepodieesMPT A6 s Ch i e f Septembex 9, 20il4a | Oof ficer

Figure3-18 Service Costs for Peak and-Bébk Service Hours, FY26%2018

OffPeak Service

Monday Saturday

7:00pm to 7:00am
All day Sunday

Peak Service Hours
MondaySaturday
7:00 am to 7:00 pm

Payment Period

FY 2013-2014 $1,486 per service hour $28.00 per trip

FY 2014-2015 $1,535 per service hour $28.00 per trip

FY 2015-2016 $1,585 per service hour $28.00 per trip

FY 2016-2017 $1,637 per service hour $28.00 per trip

FY 2017-2018 $1,691 per service hour $28.00 per trip

Source: PVTA 2014

A summary of invoices for FY 2013and FY 2014 documents the cost of the Hulmes contract for
providing ADA Paratransit and senior dial -a-ride services. As shown in Figure 3-19, the number
of peak service hours supplied by Hulmes increased only slightly from FY 2013 to FY 2014
because of thetwo additional operating days that fell on a Monday -Saturday. The number of off-
peak trips increased by more than 8% during this period. The total cost of these trips (less the
fares and penalties, as described below) increased by almost 3%.

4 E&H Williamsburg is a service that is separate from Hulmes. PVTA pays $7 per trip.
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As shown in Figure 3-19, between FY 2013 and FY 2014the number of peak service hours
increased slightly (0.33%) while the number of off -peak trips increased by a larger amount
(8.4%). Both of these increasesresulted in an overall increase in total payment of almost 3%
during this period.

Figure3-19 Summary of FY 2013 and FY2014 Invoices

Percent

FY 202 FY 202 Change
Peak Service Hours 3,648 3,660 0.33%
Off-Peak Trips 19,337 20,962 8.40%
Total Cost $5,533,345 $5,693,535 2.89%

Source: Hulmes Transportation Services, Ltd Invoice$ Julye2R0 24

As shown in Figure 3-20 and Figure 3-21, Hulmes charges $1,486 for eachhour of service during
peak service hours and $28 for eachtrip during off -peak service hours. Fares are then subtracted
from the total amount that PVTA owes to Hulmes for providing service. Various penalties for not
reaching performance standards in on-time performance, denied/missed trips, and ride time over
60 minutes, among others, are subtracted from the amount owed, as well. Performance incentives
are added and fuel charge adjustments are also made before drawing up the total amount owed to
Hulmes.

Figure3-20 HulmesT r a n s p oInvbieetSunonard fer FY 301

Peak , Off Penalties
Month | Service gg;k(g %%Ee Peak ngpéagz Less Fares| Incentives & Total
Hours Trips Adjustments
12-Jul 300 $431,400 1,400 $39,200 ($26,474) $0 $444,126
12-Aug 324 $465,912 1,432 $40,096 ($29,585) ($165) $476,258
12-Sep 288 $414,144 1,695 $47,460 ($26,203) $0 $435,401
12-Oct 312 $448,656 1,850 $51,800 ($27,169) ($94) $473,193
12-Nov 300 $431,400 1,649 $46,172 ($27,075) $0 $450,498
12-Dec 300 $431,400 1,580 $44,240 ($24,413) ($153) $451,074
13-Jan 300 $440,100 1,627 $45,556 ($26,441) $12,900 $472,115
13-Feb 288 $422,496 1,445 $40,460 ($24,593) ($5,462) $432,902
13-Mar 312 $457,704 1,732 $48,496 ($27,707) $0 $478,493
13-Apr 312 $463,632 1,730 $48,440 ($28,984) ($5,350) $473,738
13-May 312 $463,632 1,662 $46,536 ($27,918) ($1,234) $481,016
13-Jun 300 $445,800 1,535 $42,980 ($28,249) $0 $460,532
19,33
Total 3,648 $5,316,276 7 $541,436 ($324,809) $442 $5,533,345

Source: Hulmes Transportation Services, Ltd Invoice$ Julye2R024
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Figure3-21 Hulmednvoice Summary for FY 201
Peak Peak OffPeak Penalties
Service SENIES OfFPeak Incentives &
Hours Cost@ QlES Adjustments
$1486
13-Jul 312 $463,632 1,394 $39,032 | ($26,916) ($350) $475,398
13-Aug 324 $481,464 1,510 $42,280 | ($27,747) $0 $495,998
13-Sep 288 $427,968 1,809 $50,652 | ($27,630) $3,550 $454,540
13-Oct 312 $463,632 2,005 $56,140 | ($29,827) ($1,267) $488,678
13-Nov 300 $445,800 1,757 $49,196 | ($26,622) $0 $468,375
13-Dec 300 $445,800 1,720 $48,160 | ($25,908) $0 $468,052
14-Jan 300 $445,800 1,861 $52,108 | ($27,545) $0 $470,363
14-Feb 288 $427,968 1,562 $43,736 | ($24,142) ($1,300) $446,262
14-Mar 312 $463,632 1,844 $51,632 | ($29,326) ($1,406) $484,632
14-Apr 312 $463,632 1904 $53,312 ($29,767) $4,550 $491,727
14-May 312 $463,632 1898 $53,144 | ($29,637) ($450) $486,689
14-June 300 $445,800 1698 $47,544 | ($27,822) ($2,844) $462,822
Total 3,660 $5,438,760 20,962 | $586,936 | ($332,888) $727 $5,693,291

Source: Hulmes Transportation Services, Ltd Invoice$ Julye220 24

Hu | mdegaifed invoices for services from the period July 2012 to June 2014 can be found in
Appendix M.

Unit Costs

As shown in Figure 3-22, the per trip cost for peak trips is lower than for off -peak service,
attributable to the flat fee paid for peak service vs. the $28 per trip fee paid for off -peak service.

Figure3-22  Unit Costs for Types of Trips, RVH, and RVM

FY 2013 FY 2014

Total Cost Unit Cost  Customer Trips Total Cost  Unit Cost
Peak Trips 249,886 $5,316,276 $21.27 251,266 $5,438,760| $21.65
OffPeak Trips 19,337 $541,436 $28.00 20,962 $586,936 $28.00
Total 269,223 $5,857,712 $21.75 272,228 $6,025,696 $22.13

Type ‘ Number ‘ Total Cost Unit Cost Number Total Cost  Unit Cost

RVH 198,850 $5,533,345 $27.83 194,841 $5,693,535| $29.22
RVM 2,716,346 $5,533,345 $2.04 2,842,796 $5,693,635 $2.00

Source: PVTA 2014

REVENUE SOURCES

The sources of funding for PVTAS gperating costs areshown in Figure 3-23. Overall there was a
1% increase in revenue between FY 2012 an&Y 2013. PVTA allocated less federal funding to
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In addition, the miscellaneous revenue category appears to be much lower in FY 2013, but this
was due to there being a onetime $800,000 grant from UMass for fuel in FY 2012.

Figure3-23 PVTA Operating Revenue

Revenues FY 2012 FY 2013 Change
Farebox Revenues® $670,666 $668,227 -0.4%
Fixed Route Farebox Revenue $6,684,087 | $6,706,255 0.3%
State Contract Assistance $16,216,342 | $19,090,849 18%
Federal Operating Assistance® $6,289,989 | $4,765,980 -24%
Local Assessments $6,725,238 | $6,893,369 3%
Miscellaneous Revenue $1,316,967" | $264,919 -80%
Total Revenue $37,903,289 | $38,389,599 1%

Source: PVTA 2014.

PEERCOMPARISON

To put PVTA service and cost performance in context,the PVTA paratransit service was compared

with five peer paratransit services comparable in size and scope The peer agencies were selected
based on various attributes including geographic area, service population,and ridership

characteristics and data was gathered for each system from theNational Transit Database and
agency websites. The fivepeer agencieschosen were

> >y > >

Toledo Area Regional Transit Authority (Toledo, OH)
Greater Hartford Transit District (Hartford, CT)
Red Rose Transit Authority (Lancaster, PA)

A Metropolitan Suburban Bus Authority (Garden City, NY)
Productivity measures of PVTA and the five peer agencies collected in the review process are

shown below. For each metric, a table is provided that highlights PVTA in blue, while the red bar
shown on each tablerepresents the average of all six systems (isluding PVTA).

Ridership

Transportation District Commission of Hampton Roads (Hampton, VA)

As shown in Figure 3-24, annual ridership of demand response service in five peer agencies
ranges between 293,000 and 340,000 for FY 2012. Of all the systems represented PVTA ranks

5 The reason that the farebagvenue numbers here a different from those on the Hulmes invoices is because Hulmes

Transportationds

drivers

collected fare tickets are recorded as fares.
6 Federal operating assistance is provided for preventative maintenance, ADA Paratransit assistance, and Section 5311

Rural Transportation funding.

coll ect

about

hal f

t he

7In FY 2012 PVTreceivedand $300,000 from UMass to subsidigervices; this subsidy is included in the

0 Micell aneous

Revenue. 6
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fourth, with a paratransit service ridership of 316,000. Services in Garden City, NY, Lancaster,
PA, and Hartford, CT, have above average ridership compared to the other systems.

Figure3-24 Demand Response Annual Ridership

Annual Ridership

@ 350 340 336 396 e
o
IS 318,580
$ 300 SUY 293
o
=
'_
250
200
150
100
50
0 T T T T T
Metropolitan Red Rose Transit Greater Hartford ~ Pioneer Valley Toledo Area Transportation
Suburban Bus Authority Transit District ~ Transit Authority Regional Transit District Commission
Authority, dba: MTA Authority of Hampton Roads,
Long Island Bus* dba: Hampton
Roads Transit

Source: FY2012 National Transit Database (*FY2011 National Transit Database used for MTA Long Island Bus)

Revenue Vehicle Hours

The average annual revenue vehicle hourdor all the peer systemsis approximately 180,000 (see
Figure 3-25). MTA Long Island Bus, which has the highest annual ridership, also has the longest
revenue vehicle hours. PVTA is second on tle list with about 198,000 revenue vehicle hours.
Similar to the ridership figures, demand response service in Hartford and Lancaster have revenue
vehicle hours higher than the average.
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Figure3-25 DemandResponse Annual Revenue Vehicle Hours

Annual Revenue Vehicle Hour:
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Metropolitan Pioneer Valley Greater Hartford Red Rose Transit Transportation Toledo Area
Suburban Bus  Transit Authority ~ Transit District Authority District CommissionRegional Transit
Authority, dba: MTA of Hampton Roads,  Authority
Long Island Bus* dba: Hampton
Roads Transit

Source: FY2012 National Transit Database (*FY2011 National Transit Database used for MTA Long Island Bus)

Average Trip Length

178,077

Of the six systems represented PVTA has the shortest average trip length of 7.86 miles, whch is

about 1.3 miles less than the aerageof all the systems (seeFigure 3-26). Only the demand

response trips at Red Rose Transit Authority have longer than average trip length.

Figure3-26 Demand Response Average Trip Length

Average Trip Length

14
12 11.75
10 9.14 9.12 07 o1a
8.25 7.86 ’

8

6

4

2

0

Red Rose Transi Metropolitan Greater Hartford  Transportation Distridbledo Area Region&ioneer Valley Transit
Authority SuburbanBus Transit District Commission of Transit Authority Authority
Authority, dba: MTA Hampton Roads, dba:
Long Island Bus* Hampton Roads
Transit

Source: FY2012 National Transit Database (*FY2011 National Transit Database used for MTA Long Island Bus)
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Operating Cost Per Trip and Per Rewe Vehicle Hour

Operating cost per trip ranges between $22 and $38, and cost per hour ranges between $40 and
$62. As shown in Figure 3-27 and Figure 3-28, the costs to operate demand response service at
PVTA are $27.64 per trip or $44.16 per hour, which are both less than the average costs othe
group. Cost per trip and cost perhour at MTA Long Island Bus, Greater Hartford Transit District,
and Hampton Roads Transit are higher than the average. Red Rose Transit Authority has the
lowest cost per trip and cost per hour.

Figure3-27 Demand Respons®perating Cost per Trip

$40

$35

$30

$25

$20

$15

$10

$5

$0

Operating Cost per Trig

$38.35

$23.39

$22.03

$34.40
$30.08

Metropolitan Greater Hartford ~ Transportation  Pioneer Valley

Suburban Bus Transit District District CommissionTransit Authority Regional Transit

Authority, dba: MTA of Hampton Roads,
Long Island Bus* dba: Hampton
Roads Transit

Toledo Area

Authority

Red Rose Transit
Authority

Source: FY2012 National Transit Database (*FY2011 National Transit Database used for MTA Long Island Bus)
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Figure3-28 Demand RespongdOperating Cost per Hour

Operating Cost per Houl

$70
$62.16
$60 $58.68 $58.39
55158 $52.59
$50 $44.16
$40.57
$40
$30
$20
$10
$0 T T T T :
Metropolitan Transportation  Greater Hartford Toledo Area Pioneer Valley Red Rose Transi
Suburban Bus District Commission Transit District ~ Regional Transit Transit Authority Authority
Authority, dba: MTAf Hampton Roads, Authority
Long Island Bus* dba: Hampton

Roads Transit

Souce: FY2012 National Transit Database (*FY2011 National Transit Database used for MTA Long Island Bus)

Service Productivity

As shown in Figure 3-29, PVTA is the leastproductive with 1.6 passengersper revenue vehicle
hour. Toledo Area Transit is most productive with 2.21 trips per hour, followed by Hampton
Roads Transit with 1.95 passengersper hour.

Figure329 Demand Bsponse&) Passengerper Revenue Vehicle Hour

Passengers per Revenue Vehicle Hour

2.5
2.21
1.85
2.0 1.64
Tz
5 — 1.82
1.5
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0.5
0.0 T T T T T
Toledo Area Transportation Red Rose Transit  Greater Hartford Metropolitan Pioneer Valley
Regional Transit  District Commission Authority Transit District Suburban Bus Transit Authority
Authority of Hampton Roads, Authority, dba: MTA
dba: Hampton Long Island Bus*

Roads Transit

Source: FY2012 National Transit Database (*FY2011 National Transit Database used for MTA Long Island Bus)
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Summary Conclusions

Despite having the shortest average trip length among the peers, which typicallytranslates into a

higher productivity, PVTAGs paratransit system was | e
typically translates into high unit costis, PVTA®&s uni
largely as a result of its relatively unique contractor payment structure for peak service.
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4 CUSTOMER SURVEY

Methodology

During the months of June and July 2014, the consulting team worked with PVTA, Hulmes
Transportation and the Pioneer Vdley Planning Commission (PVPC)t o survey PVTAOGS
paratransit van riders. The goal of this survey was to evaluate customer satisfaction with PVTA 6 s
paratransit van service and identify potential areas for improvement.

The survey instrument itself was designed in part based on a similar customer survey that was
undertaken by PVPC in 2011 and based on the feedback heard from stakeholder meetings and
interviews. The draft of the survey instrument was reviewed by PVTA and PVPC staff with
suggested revisions incorporated into the final produ ct.

In June, survey forms were distributed by drivers to PVTA van riders, and by PVTA staffat senior
centersand at two Van Rider Forums. The same survey was alsonade available online.

The surveywas first distributed on June 12 and results were collected up to July 3rd, when the
survey was closed A total of 478 surveys were completed. The majority of surveys (92%) were
completed on paper. A copy of the blank survey form can be found inAppendix N.

Key Findings

As shown below in the key findings, the overall perception of PVTA paratransit system was largely
positive.

A Customer satisfaction with PVTA van drivers and ride quality exceeded 85% combined
AExcell entd and AGoodd for all categories, and ex

A Satisfaction with PVTA van reliability and service characteristics exceeded 70% combined
AExcell entd and AGoododo f or alallbutdwotcaegariesi es, and ex

A 97% of respondents rated their overall satisfaction with the Safety of serviceas
AExcell entd or AGood. o

A 89% of respondents rated their overall satisfaction with the quality and value of the van
service as fAExcellentd or fAGoodo.

A Among ADA-eligible users, the top trip purposes are non-dialysis medical appointments
(48%) and work tri ps (44%). Shopping (32%) and social visits/recreation (11%) are also
common trip purposes.
A Non-dialysis medical appointments (62%) are the primary trips taken by users over 60
years of age. Shopping 89%), social visits/recreation (22%), and senior center visits
(20%) are also popular trip purposes.
A Although 71% rated satisfaction with fAHelpfulness
AExcell entd or @ Go o dhighestnbgative ratirgs (280) moyngthae c ei v e d
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arrival calls are currently only provi ded to a subset of customers.i Ease of Reservat.i

had the second highest negative rating at 4%, despite more than 85% rating this as
AExcell entd or AGood. o

A 12% of respondents commented that the trip times they receive are often too early, too
late, or otherwise inconvenient for their travel needs.

12% of respondents commented on the automated confirmation phone calls, indicating

A
that they are difficult to understand and asking that messages be shorter and include trip
reservation times more promptly.

A 10% of respondents would be interested in training on how to use the PVTA fixedroute

buses. 82% of these respondents are ADA eligible, while 32% are age 60 and over.

Respondents by Community

The survey asked respondents to identify the city or town wherethey live. As shown in Figure 4-1,
nearly one-third of respondents (139, or 30%) indicated that they live in Springfield. 56
respondents (12%) live in Chicopee, and 35espondents (8%) live in Westfield.

Figured-1 Number of Respondents by Community
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Florencem 8
Easthamptorm 7
Longmeadonwm 7
Indian Orchard m 6
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Age and ADA Certification

As shown in Figure 4-2, 54% of respondents identified as over the age of 60, indicating that they
are eligible to use PVTA van service as a senior citizen without requiring ADA eligibility. 71% of
respondents answered that they had been certifiedas ADA paratransit eligible, while 18%
responded that they were not ADA certified and 11% did not indicate whether they were certified.
30% of all respondents indicated that they were both over the age of 60 and ADA eligible.
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Figure4-2 Respondents over age 60 and Algible respondents

Are you over age 607 Have you been certified as

No ADA paratransit eligible?
response

3%

Trip Purpose

Respondents identified the top purposes for the trips they make using PVTA van service. As
shown in Figure 4-3, among all respondents, the top reason for using PVTA vans is to reach
medical appointments that are not dialysis (50%), work (36%), and shopping (32%).

Figure4-3 Top Reasons Why Respondents Ride PVTA Paratransit (All Respondents)

e O - o7
(not dialysis) 0%

Work
Shopping
Social Visit/Recreatiol
Other

0% 10% 20% 30% 40% 50% 60%

As shown in Figure 4-4, among respondents who identified as ADA eligible (which includes
respondents who identified as over 60 and those that did not), the primary reasons for traveling

on PVTA vans are to reach medical appointments that are not dialysis (48%), work (44%), and
shopping (32%).

NelsoliNygaard Consulting AssociatesHac. |



PARATRANSIT SERVICE ANALYSIS STWINAL REPORTDECEMBER 2014
Pioneer Valley Transit Authority

Figure4-4 Top Reasons Why Respondents Ride PVTA Paratransit (ADA eligible)
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Respondents who identified as over the age of 60 (includes those that are ADAeligible and those
that are not) had slightly different set of trip purposes. As shownin

Figure 4-5, the primary reason for traveling on PVTA vans by far is medical appointments that are
not dialysis (62%). Additional reasons that respondents use PVTA vans are shopping trips (39%),
social/recreational visits (22%), and visits to a senior center (20%).

Figure4-5 Top Reasons Why Respondents Ride PVTA Paratransit (Over age 60)
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Amongallrespondents, AOthero trip purposes included:
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Customer Satisfaction

Customer satisfaction with PVTA van drivers and ride quality exceeded 85% combined

AExcel | ent oforallrcategdti€scanddexceeded 90% in three categories: Driver courtesy
and helpfulness (95%), driverds ability to control di
assistance boarding and exiting vehicle (91%), as shown irFigure 4-6. In addition, every category
received over 50% AExcellento ratings from respondent

customer satisfaction when it comes to driver courtesy and performance, and the overall quality
of van rides.

The categories that received the highest negative rat
were driverod6s assistance getting to and fhagem the fror
other problems (2.7%). However, it is important to note that out of all the driver satisfaction

indicators, these two received the fewest total responses. Out of 475 respondents, 55% (260)

provided a rating for the omihedoordvbile45%eithest ance gett i ng
selected ANo Opiniond or provided no response. Simile
provided a rating for driverds ability to manage ot he
Opiniond or provideustono response to the q

Figure4-6 Customer Satisfaction with Drivers and Ride Quality

Excellent Unacceptable

Driver courtesy and helpfulne

Driver's assistance 7%

boarding and exiting vehicle

Drivers assistance gettin ST N7 5% ||

to and from front door

Drivers abilty to contro| N N =7 S 6

disruptive passengers

Drivers abilty to manage SN W -7 12% |

other problems
0% 20% 40% 60% 80% 100%

m Excellent = Good Fair Poor mUnacceptable
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Satisfaction with PVTA van reliability and service characteristics exceededB0% combined

AExcel |l ent 0 a rbdttwd Gegodes, arfd exceeadetrd% for categories, as shown in

Figure4-7. Saf ety received the highest ratingandwith 64% o
97% rating it either AExcellentodo or fiGoodo. With rege
value of van service, 89% of respondents rated AExcel

The categories with the highest negathilveed )r anteirneg st h(ec or
helpfulness of automated arrival calls (12%) and 7-day advanced reservation requirement (9%)8,
both of which implemented by PVTA to improve service efficiency.

Figured-7 Customer Satisfactiamith Service and Reliability

Excellent Unacceptable

e 64% |  33% |

Van condition/cleanlines 40% | 7%

Ease of reservation 1% [

T e ey 1o O N TR 12%
(see footnote) . : . . . = el
Helpfulness/courtesy of reservation st |GG DTN 11% (|
Helpfulness of automated arrival ca NN 7N 7% [7% B2
Van arrives within 20 minute windc | NS Y 7 4%

Van arrives at destination on tin 1% |
Reliability of the wheelchair Ii! | GGG -7 7 S 5%

Process to become ADA eligibl | NEIC N DY 7 1% [

Overall satisfaction with quality and valt | N T 10% |

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
m Excellent = Good Fair Poor = Unacceptable
* Not e: Results presented for AProcess to become ADA eligibled in

8 Responses related to tlieday advancel reservation requirememntay not be valid due to confusing wording. PVTA
does NOT currently have aday advanced reservation requirement, but DOES allow reservations to be made up to 7
daysin advance. Many respondents put a question mark next to this line on the survey form, and it is possible others
may haverated it poorlybecause thewre not in favor osuch a requiremeant they might desire the ability to be able

to make reservatiomaore tharv daysin advance Despite these concerns, the results are included in this summary.
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Respondents provided high ratings for their overall satisfaction with the quality and val ue of

P V T A 6nsserwice, with 89% of respondentsratingt he ser vi cer i BxGoheddisént o

slight variation between the ratings provided by ADA eligible respondents and respondents who

are over 60 years of age, as shown ifFigure 4-8, but overall both user groups rated the service

highly. ADA eligible respondents were |l ess |ikely to
respondents who are over 60 (54%),andweremorel i kel y to rate the service fF:
7% among respondents over 60).

Figure4-8 Customer Satisfaction, oO0Overall satisfaction wi

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
m Excellent = Good Fair Poor m Unacceptable

Use of Regular PVTA Buses

The majority of PVTA paratransit users indicated that they do not use PVT A 6 s -routexrandit
buses, as shown inFigure 4-10. However, 21% of the respondents who are ADA paratransit-
customers’i and are likely conditionally -eligible -- and 22% of the respondents who are seniors
indicated that they do use these buses sometime8. When asked why, the top reasons mentioned
by the respondentswere as shown inFigure 4-9.

Figure4-9 Reasons for using the fixed route service

| ADA Customers | Senior DAR Customers ‘
No reservation needed 55% 54%
Easy accesgo/from bus stops 51% 43%
Lower bus fare 49% 43%
Low-floor buses easy to use 45% 59%
When paratransit is not available 32% 39%

9 It is likely that this number is higher than the actual number of people who use the fixed route PVTA bus because many
paratransit customers are accustomed ! | i ng the PVTA paratransit vans o0the bus
responded that they use the regular PVTA bus may have been referring to the PVTA paratransit van.
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Figure410 ADA Par atransit Cus-RoutmBusesUse of PVTAGds Fi xed

Do you sometimes ride the
regular PVTA bus? (ADA)
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40%
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reservation stop at both ends made it easier to service is not
of my trip board the bus available
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Figure410 Seni or DAR Paratransi t-Ro@eBuse® mer Use of PVTAGs F

Do you sometimes ride the
regular PVTA bus? (Seniors)

70%
60% 59%
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50%
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reservation stop at both ends made it easier to service is not
of my trip board the bus  available
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As shown in Figure 4-11, 10% of respondents indicated that they would be interested in free
training on how to ride PVTA fixed -route transit buses. The majority of these respondents (82%)
are ADA eligible, while only 32% identified as age 60 and over. Nineteen respondents indicated
that they would be interested in one-on-one training, while 14 indicated that they would be
interested in a group class setting for training. A total of 23 people provided contact information
to arrange such training.

Figure4-11 Interest in training to use PVTA fixewte transit buses (All Respondents)
Would you be interested in free If Yes, er‘(ifh type (]’cf tgaining
training on how to ride the would you preter:
regular PVTA public transit bus? 19
20
15
10
5
0

Oneonone training Attending a group
class

Written Comments

Respondents were asked for any additional feedback they had about PVTA van service, and 197
provided written comm ents. All comments collected through the survey are available in Appendix
O, where they have been sorted by functional area.
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COMPARISON TO PVTA 20 VAN RIDER SURVIRESULTS

Many questions asked in the 2014 PVTA Van Rider Survey were similar to those askd in a 2011
survey. Overall, satisfaction with the service continues to be high in almost every category. The
2014 survey reflects a slightly higher rate of dissatisfaction with reservations and scheduling,
which can be attributed to the transition to a n ew scheduling system which occurred several
months prior to the survey. A brief comparison of results is provided in Figure 4-12.

Figure4-12 Customer Satisfaction 2011 results vs. 2014 results

Category 2011 | 2014
Customer satisfaction with overall quality and value of service { 95% 89%
Satisfaction with the safety of service increased 94% 97%
Satisfaction with ADA eligibility process increased 64% 86%
Satisfaction with driver courtesy increased 94% 95%
Satisfaction with van cleanliness increased 91% 92%

Satisfaction with van arriving within 20 minute window decreas| 89% 83%

Satisfactiowith helpfulness of reservationlstaéfased 91% 87%

Trip Purpose

In 2011, the top trip purpose for all van trips was medical appointments (44%), followed by
shopping (21%) and social/recreational (16%). In 2014, the top trip purpose was medical
appointments (50%), followed by work (36%), shopping (32%), and social/recreational trips
(24%). It should be noted that there was a significant increase in riders using the PVTA vans to
get to work between 2011 and 2014. Only 8% of 2011 respondents indicated thy used the van to
get to work, but in 2014 that number grew to 36%.

PVTA Fixed Route Ridership

The number of respondents who also ride PVTA fixed route buses increased fom 19% in 2011 to
22% in 2014.1n 2011, 14.3% of those who did not ride the busindicated it was hard to climb the
stairs. In 2014, 45% of those who also use fixed route service indicated it was because the new
low-floor buses have made it easier to board the bus.

The number of respondents expressing an interest in travel training inc reased from 6% to 10%,
with the preference continuing to be slightly in favor of one -on-one training over group training
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5 THEMES AND ISSUES

Several themes arose fromthe rider forums and stakeholder interviews, the interviews with
Hulmes Transportation staff , the driver focus groups, and from the analysis of service data and
observations of Hulmes staff. These issues are presented below and sorted by functional area.

Itis important first to put these themes and issuesin the proper context. The summary of

performance indicators are all either very good or exceptional , With two exceptions 1

the cancellation rate and productivity T whi ch i n PVTA®&s case do mitot signifi
cost. Of all of these performance indicators, the three that are generally regarded as most

important are ADA compliance, service quality (especially OTP), and service efficiency especially

unit cost per trip). PVTA paratransit gets high marks for all three indicators

Thus, in this context, while there are several themes and issues discussed below which YTA and
Hulmes Transportation need to address, they are relatively minor given the very good
performance indicator ratings.

The first set of themes and issuesdiscussed belowf al | under PVTAOGs responsibili:
set pertains to Hulmes Transportation.

Themes and Issues Pertaining to PVTA

Customer Notices / Information and Feedback Follow -Up

PVTAG6s di sseminati on ofewgdices visdditerd tocistomemapgublio n and n
meetings, seat drops, and its website is comprehensive. Indeed, one of the reasons for including

multiple communication channels is that, hopefully, at least one of them will be accessible to all

customers.

Still, some stakeholders remain confused about @rtain policies and have complained that they
were not informed, while others have complained that the new information is not updated in a
timely fashion.

Specific points of confusion that were voiced included:
1 Changes to service days and hours in certain areas;
1 Changes to standing order policies or practices;

1 7-day reservation policy for advance reservation trips , i.e., believing customers must
book trips 7 days out vs. fAup too 7 days;

1 Pick-up windows - it is not enough to just refer to the 20 minute window; PVTA needs to
spell out how the 20 minute window changes based on the type of request;

1 The shopping bag policy PVTA hasrecently changed the website to clarify this)

T AiSpecial or der oto-doorpendce and assistance chioyimg bags between
the vehicle and the door threshold; and
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1 Who to call (PVTA or Hulmes) under certain circumstances; and
1 Who to call to place a commendation or a complaint.

While PVTA does send a letter to customers ackowledging any feedback received, someiders
felt that additional subsequent correspondence was warranted, especially in cases where there
was a definitive action that was prompted by the feedback.

Automated Confirmation Calls

Inherently, trip confirmation calls are animperfect system that becomes necessary if the
scheduling process is based on batchas opposed to reattime scheduling. Feedback from a variety
of sourcesregarding confirmation calls includes the following :

A The confirmation calls are received too late or not at all.

A The confirmation calls can be very long because they include details abousll the trips the
customers are taking on the following day and redundant information; some customers
noted that the length of these calls can be problemaic because theyare too long to fit on
their answering machines. PVTA has addressed the call length issue by providing a
shorter script ; however, if a customer is taking several trips in one day, information is
transmitted for each call, and the call will be long.

A Itis suspected that some customersmay not fully understand the pick-up window
Afiground rules; 06 during the meetings with customer
about the pick-up window specific to the type of requests

According to PVTA, customers will be able to use the IVR system to check on trip information
24/7 ; this capability is scheduled to become operational in the Spring of 2015. Thus, if some of
the shortcomings as identified above continue for a particular customer, he/she will be able to
confirm the pick -up windows for the next-day or same-day trips.

Automated Arrival Calls

Some customers noted that the automatic arrival calls that are placed to riders five minutes prior
to the paratransit van arriving at their door are only helpful for trip s originating at their homes,
especially if they do not have a cell phone. Thus, if the home (landline) phone number is used for
the automated arrival (and confirmation) calls, the arrival calls will only be effective for trips with
home origins.

Limitations on Service Area, Days, and Hours

Senior transportation is provided by PVTA paratransit but only during weekdays from 8:00 am to
4:30 pm and only where there is availability. It is speculated that the more limited span of DAR
service hasresulted in more seniors applying for ADA paratransit eligibility so that they can travel

on weekday evenings and weekends, and be less affected by general capacity constraints, and that
this may explain the increase in ADA paratransit ridership.

Contract or Payment Structure and Service Model Design

PVTA asked the consulting team to responds to the following three questions related to the
contractor payment structure and general several model design:

A Is the current payment structure for peak service vs. off-peak service cost effective and is
there any reason to switch to a new payment structure in the next procurement cycle?
Our analysis of the invoices and payment to Hulmes shows evidence that the PVTA paid
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Hulmes the equivalent of $21.65 per trip for pe ak hour service and $28.00 per trip for

off-peak service inFY 2014, whi l e PVTAG6s total cost Rrer trip fo
2013 was $24.65. These unit costs are quite reasonable for a service that coningles ADA

and senior trips but is predominantl y ADA by a ratio of over three t
operational unit cost of $27.64 for FY 2012, as reported to the NTD, compares quite well

with its peersd in terms of cost per triop.

A s the potential reduction in cost sufficient reason to scale down ADA paratransit service
to the ADA minimum requirements ? Our analysis of the ADA origins and destinations
(see Appendix P, combined with the payment structure, yields minimal opportunities for
cost reduction under the current contract.

A Is the volume of work large enough to suggest the possibility of a multi-carrier service
model, and if so, how would the work be split between/among the contractors. PVTA has
had multiple (2 -3) contractors providing paratransit service in the past, but has since
consolidated services into one contract as a costreduction / efficiency strategy, and based
on the evidence, it can be said that it has worked. The volume of work at over 000 trips
per weekday and a peak pullout of over 70 peak runs is potentially splittable; however, it
will likely be costly because of the need of having more than one call center. PVTA could
centralize the call center functions with another contractor as well if it migrates to a
multi -carrier environment; however, this could also drive up costs.

The downside with a single contractor is that PVTAG6s |
dependent on how well -- or how poorly T service is provided. With the exceptions identified in

this report, it can be said that Hulmes Transportation has been a good partner, and that

customers by and large think highly of the service and especially their drivers. PVTA

management will also remember past contractors that did not provide such a good service under a

single-contractor model. So, the lesson learned is: ifyou stick with a single-contractor model,

make sure you get a good contractor for a partner.

A multiple contractor model, if supportable, has the
that is, if one contractor goes out of business or provides substandard service or there is a work

stoppage, another contractor (or contractors) would be in place to fill the gap. This concept is

aided by the fact that PVTA supplies the vehicles, and could transfer vehicles from one contractor

to another as needed.

Another aspect of this service Ainsuranceo is a redund:
emergency condition, arising from a natural disaster for example, forced a closure of one call

center, there would always be the possibility of shifting calls to the other call center until the other

is up and running.

Under a multiple contractor model and with those contractors also performing the call center
functions (reservations, scheduling, dispatching and same-day functions), assigning each
contractor to a zone would make the most sense from a customer perspective, similar to the
current way THE RIDE is organized, so that if one lives in a certain zone,one would call the
contractor assigned to that zone for all his/her trips. For PVTA, there is a natural North an d
South Area split that is conducive to this design.

Centralizing the call center functions (with a another non -operating contractor managing the call
center) enables a zoneless system where PVTA could initially establish run packages (% of the
work) and shift runs among the contractors over time and based on performance. This is how the
service was organized in the Merrimack Valley years ago (except with a broker), with 50%, 30%
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and 20% run packages initially awarded. The MBTA is currently considering migrating to a
centralized call center for THE RIDE. And Palm Beach County is currently migrating from a one

operator system to a three operator system with recent award of three run packages of 40%, 40%,

and 20% under a centralized call center model.

While a centralized model would give PVTA more flexibility in service delivery, including the
ability to introduce non -dedicated service, we do not see any reasons at the moment to move to
this kind of design, as it would be a radical change for the area. Thiscould however be a longer
term goal, if a need (such as spiraling costs) presents itself.

Themes and Issues Pertaining to Hulmes Transportation

Reservations

Some customers indicated cases ofmis-bookings of multi -leg trips. This results from a
reservationistmi st akenly checking the Aroumrd ptor ibpXx bvhxe ni nst e
booking the trip. As a result of this mistake, two round trips are bookedbetween A and B and

between B and C respectively, instead of the requestedmulti-legAi A t o B tHu |l @@ stor i

Reservations Supervisor has been aware of this issue and hasstepped up the training to correct

this.

Duringthe recent upgr ader odu iAEd@daton was ihadverfehtly dnthecked
in customer profiles, resulting in the software scheduling customers onto vehicles that are not
accessible.To correct this problem, customer profiles are being revisedaccordingly on a
customer-by-customer bass as the error is encountered.

Several survey respordents said that they would prefer to confirm or make reservations when the
call center is not open. This capability is coming in the Spring of 2015.

Scheduling

Scheduling issues included the following:

A

Hulmes schedulers have suggested that the zones to Wich runs are assignedin ADEPT
are so |l arge that it def ea t0andshbud bgredugedis e
size to increase their effectiveness.

The dAlidst sitn ivias of passermgarswho use wheelchairs on certain vehicles
necessittes alternative routings vs. how the scheduling system envisions the route to be
run; this not only negatively impacts productivity, but also can increase the travel time for
the customers using wheelchairs who board the vehicle first.

Hul mes 0 s dispatcherd amd dsivers agreed that ADEPT accurately factors into
the time it takes to get from Point A to Point B 7 in a perfect setting . However, the speed
setting in ADEPT would appear to be set too high givenreal-world conditions that have
the effect of lowering average speed, such abridge bottlenecks, traffic congestion, road
construction, school bus delays, etc.Hulmes management has recognized this and has
been interested in reducing this speed for this reason; however, Hulmes management

10 Waypoints (for paratransit scheduling systems) seredio runs in the sameirity as much as possible in order to

maximize service productivity.

NelsoiNygaard Consulting Associatesic. |

of

p .

t hese



PARATRANSIT SERVICE ANALYSIS STUINAL REPORTDECEMBER 2014
Pioneer Valley Transit Authority

also reported that when the speed was reduced in a test database, it had little impact on
scheduled travel times.

A Upon moving to batch scheduling, schedulers were under the understanding that they
were not to manually re-schedule trips, even if they could identify a better solution; we
speculate that this impression may have contributed to suboptimal routing. PVTA in
response to hearing about this misperception during the course of the project made it
clear to Hulmes management that this is not the case. PVTA staff has since addressed
this practice.

A Schedulers were also directed by Hulmes management to not anchor subscription trips,
and instead to let the batch scheduling capabilities assign these trips on a day to day
bass. Bef ore ADEPTG6s automated scheduling capabiliti
orders were pre-scheduled manually one by one. The schedulers, dispatchers, and drivers
along with stakeholders, rider groups, and survey respondents all commented that they
preferred the way standing orders were formerly scheduled. PVTA staff has since
directed Hulmes to allow for the manually scheduling of certain subscription trips .

Dispatching

With improved scheduling resulting fconomand®WnEA fAi nter ve
related to scheduling followed, the dispatchers should start their day in a better position. That

said, as long as runs are uncoveredand there were several uncovered runs during our site visit),

schedules will be tight, and that makes a digpatchers job tougher, as they have to reassign trips to

keep runs on-time. Other issues related to dispatching are as follows:

A Dispatchers are finding it difficult to be pro-active when also responding to drivers and to
customers with same day issues.

A Dispatchers are often processingnes hows and fiwherebdés my ride?0 requ
knowing the exact location of the vehicle in question because each dispatcher only has
one monitor and pulling up a map of real -time locations takes a very long time.

A Dispatchersend up manuallyre-assi gning trips vs. using ADEPTO®s ¢
because the speed setting yields i mpractical solu
productivity.

A At the end of eachday, ADEPT automatically records unscheduledt r i ps as fAdeni al so ¢
though they were served. This is partly the fault of the dispatchers whocreate new trips

to handle same-day return requests (e.g., for medical holds or for early returns) but fail to

mark the original return trips as cancelled. As a result, PVTA staff has to do this to get an

accurate count of denials.

A There are some limitations to the radio system, with dispatchers having difficulty
reaching drivers in Agawam, Ware, and Westfield. It is the topography of the valley that
createsthis communication challenge. PVTA is in the process of addressing this
limitation .

Driver Shortage and Staff Communication

At the time of our site visit, Hulmes management, schedulers, dispatchers and drivers all

acknowledged that there are currently not enough drivers to cover all the runs. With uncovered

runs, the resulting undersupply of service, especially at peak times translates into over-full

schedulesthat are challenging to operate on time. Also, several drivers stated that they are often

Afoedd to serve trips that extend well into their sch
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Several drivers indicated that there have been no formal opportunities to meet with reservations,
scheduling and dispatching staff in the last two years, and that such meetings would enhance
communication of and addressing policy misperceptions and serviceissues. For example, such
meetings might provide a forum for communicating characteristics of subscription trips such as
the inclusion of a PCA or companion who no longer makes this trip, an instance which sometimes
does not make it back to the Reservatons department. Severaldrivers stated they did not fully
understand the door-to-door policy, a few indicating that they were reprimanded for assisting a
customer from the door when it is not indicated on the manifest. One of the drivers mentioned a
recurring problem where he had to keep a customer on board for anextended period of time
because the salon(the destination) was not yet open. Many of the drivers mentioned cases of
circuitous routing because of wheelchair-related LIFO realities on certain vehicles, which they
also stated appeared to beaggravating for customers. In general, drivers are longing for a way to
communicate problems encountered and believe that such a regular meeting will go a long way
toward helping address service issues. Drivers further point out that without such meetings and
formal communications, service problems fester.

In addition, some of the reservation agents, schedulers, dispatchers and drivers all mentioned
that policy changes are not always communicated to them (by Hulmes management) in a timely
fashion.
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6 RECOMMENDATIONS

RECOMMENDATIONS

Recommendations to address issued raised in Chapter 5 are grouped based first on theivision of
responsibilities (PVTA and then Hulmes Transportation), and then based on immediacy 1 sorted

by:
A Immediate -- current fiscal and contract year

p>N

Mid -term 1 beginning next fiscal/contract year up until the next procurement cycle
A Long-term -- reflected in the next service provider RFP).

Recommendations for PVTA fall into these three categories. All of the recommendations for
Hul mes fall into the Al mmedi ated category.

Recommendations for PVTA

Immediate

A Customer Notices i PVTA should adopt a written plan that details (a) what general
information about the program should be made available and via what media; (b)
examples of policy changes that would trigger public meetings, customer letters, seat
drops, website changes, announcements when customers a on hold, and other
accessiblecommunication mechanisms; (c) the dates on which a specific policy change
becomes effective; (d) time periods by which the above actions must be accomplished.
PVTA should also provide some information in large print as well as in a format that can
be used by speech recognition software.In the preparation of this plan, PVTA should
seek suggestions from customers via customer focus groups, e.g., persons with visual
impairments including those who are computer -literate and use screen-readers as well as
those who are not computer-literate. PVTA should also consider announcing refresher
messages or policy changes on the telephone system (when customers are on hold) as well
as the use of social media.

A Customer FeedbackFollow-Up i When a customer provides feedback that results in a
disciplinary action, re -training, training curricula addition or adjustment , etc., PVTA
should send the customer an explanation of the issue and the response by PVTA.

A Schedulingi Speed Settings-- PVTA/Hulmes should experiment with decreased speed
settings within a test database, comparing the results with actual travel times that are
identified by dispatchers and drivers as realistic. Once a speed setting appears to mirror

actual travel times, drivers and di spat chefrfso shhmutl e ichgmge.

A Schedulingi Zone Reduction -- PVTA/Hulmes should also experiment with changing the

sizeofthezones per those suggest ewithhtest ditadase¢odirdt sc hedul

see whether that change has gositive impact.
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A Schedulingi Wheelchair PassengerLIFO Analysis -- PVTA/Hulmes should perform an
analysis on circuitous routing that results from Last -In/First Out (LIFO) limitations, and
if a pattern emerges, to explore whether the assignment of a diffeent vehicle type would
alleviate these limitations.

A Automated Confirmation Calls i PVTA should reduce the length of confirmation calls by
eliminating redundant information. PVTA has already completed this task.

A Arrival Calls i PVTA has been testing tre use of arrival calls with a subset of customers to
test their effectiveness. Arrival calls are activated by the driver when the van is
approximately five minutes from the house. The use of arrival calls should be made
available to the entire customer base PVTA6s I VR system and ADEPTOs
can accommodate a secondary contact, if a customewishes to use two different
telephone numbers for confirmation calls and arrival calls, respectively. Prior to
activating arrivals calls for all customers, a information blast should go out to all
customers informing of this new offering and suggesting that a cell phone number be
used for the arrival calls (if the customer does have a cell phone) as at least 50% of the
arrival calls will be away from the house. (Related driver training on activating arrival
calls should also be performed by Hulmes.)

A Expand Dispatching Staff - PVTA and Hulmes need to collectively determine whether a
differ ent approach to dispatching is affordable under the current contract, or perhaps
warrants an amendment. The di spatchers need to be Afreedo fr .
mundane parts of their current job, thereby enabling them to spend more time
proactively identifying and addressing problems in the future. To do this, they each need
one or more dispatching assistants who can take over the jobs of communicating with the
drivers by voice (for example, in response to a nashow call) and communicating with
customers (e.g., Wherebs my ride? calls).

A Travel Time Analysisi PVTA should periodically undertake an analysis to ensure that
actual travel times for ADA paratransit trips comply with the FTA definition for excessive
travel times.

Mid -Term

A Arrival Calls i Currently, arrival calls are activated manually by drivers. PVTA should
explore opportunities to automate this function based on the real -time location of the
vehicles.

A Reducing SameDay and Late Cancellationsi A number of other recommendations
documented here in (including reducing the length of confirmation calls and
improv ements to the scheduling process) should also have a direct or indirect effect on
reducing cancellations. PVTA should continue to monitor cancellations by type to
determine whether these actions had that desired effect.

A Expand Service Monitoring and Eligibility Determination Staffi Currently, one
administrative person is dedicated to each of these functions. Both managers would
benefit from a shared analyst to assist with their respective responsibilities, and for
department coverage when these managersre in the field. The Paratransit Manager
would also greatly benefit from a second computer monitor. Among other things, this
could be used to display the location of vehiclesi in real time, or at times associated with
certain events being reviewedi aswell as to display reports in ADEPT while the manager
enters data from these reports into spreadsheets for trend analyses on the other monitor.
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A Expand Travel Training Staffi Cur rently, PVTAG&6s two travel traine
intensive one-on-traini ng, and are providing such training to 5 to 7 customers at any
given time. It is recommended that PVTA expand its travel training program, with the
hiring of new staff, to expand the types of travel training offered. In particular, it is
recommended that PVTA expand its travel training program to include more group
training, targeting seniors and veterans, for example, as well as the possibility of training
agency |liaisons so that they - -rauteeervitesandtraveh mi | i ar wi
training program. It is also possible that agency partners could possibly share the cost of
this staff expansion.

Long -Term

A Contractual Target for Preventable Accidents. In its next RFP, PVTA should consider
revising its contractual standard of 10 preventable accidents per year to an accident
frequency ratio of 1 preventable accident per 100,000 (total) miles, an industry standard,
as the number of accidents is more a function of miles travelled.

A ADA Minimum Service Area - In the next procurement cycle, PVTA may wish to consider
scaling back to the ADA minimum service area.

A Service Model - The specific recommendation is to design the next RFP to include North
and South zones, and to allow proposers to bid on the North zone only, the South zone
only, or both the North and the South Zone as one (for example, with one call center and
multiple operational facilities, much like Hulmes does at present). In this way, PVTA will
be able to determine from the technical and cost proposals whether or not there are any
inherent advantages in moving to a two carrier, zoned system. If PVTA elects to pursue
the multi -carrier design, it can subsequently explore whether there are any inherent
advantages to centralizing reservations, scheduling, and dispatching in the following
procurement cycle.

Recommendations for Hulmes Transportation

Immediate

A Driver Re-training -- Hulmes should formalize its re -training program, and indicate the
actions or events which trigger re-training, including a pattern of complaints about a
specific driver or a specific shortcoming among many drivers. There may also be a need,
from similart ditrewgigee stgoieg divertraining |Oneaarealof o n
training or re -training that may be needed, based on rider comments, is providing
assigance to customers with visual impairments, noting that PVTA has produced a
training video that addresses the appropriate way for drivers to relate to passengers with
visual impairments.

A Run Structure Adjustments -- By using more part-time and split shift s, Hulmes can create
a run structure that better mirrors the demand profile, and in particular, reduce sthe
oversupply of service during the mid-day.

A Scheduling Practices- Effectively immediately, schedulers should (1) manually schedule

together i and anchor -- standing order trips that have the same O-D and are at the same

time; and (2) re-schedule theobvious casesvnh er e schedul ers identify fAt we
schedule after the last batch has been completed. From there, it would make sense to

strategically schedule and anchor group (many-to-one) trips, dialysis trips, and perhaps
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employment trips leaving other standing order trips to the batch scheduling process, and
noting that employment trips need be anchored only at the workplace drop -off location
(and return trip pick -up location.) This recommendation was given to PVTA as a mid
study finding, and PVTA has since implemented it via meetings with Hulmes
management.

A Dedicated Di sgndotsc@On & AL OHMI mesé di spatchers demon
long it tak es to pull up a map with real-time information on vehicle locations, clearly
demonstrating why these maps are not used in practice. Separate monitors for each
dispatch pod need to be provided and dedicated to this map, so that the dispatch
assistants cancheck on the reaktime location in response to the driver no -show requests
andsameday customer Awherebs my ride?0 requests.

A Driver Feedback - Hulmes should institute regular opportunities for driver feedback to
reservations and scheduling staffs.

A Driver Retention - One area where management appears to fall short is driver retention
efforts. More can be done in the way of driver appreciation, especially given that most
drivers appear to be revered by customers. Driver appreciation starts with improving
communication T praising in public, disciplining in private, and more formal and
frequent communications with drivers. And it continues with not reneging on promises.
If breaks are scheduled, they should be honored (driver should not routinely lose their
break or have their break greatly reduced) because they are also doing trips meant for
another (uncovered) run.) Paratransit driving is a challenging profession, and those who
have found this vocation usually have done so because they feel they are making
difference.

A Driver Shortage - The dearth of drivers and the inability to cover runs 1 in the off-season
T is of major concern. A significant i f i n d e shoudd bdé offeredl to drivers and other
staff who find applicants that are hired and remain employees in good standing for a
certain period. Hulmes may also need to revisit its wages and fringe for drivers if it is
unable to fully coverits runs.

A Utility Cleaners -Hulmesshoul d hire Autility cleanerso to cl earl
the vehicles.
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/ FUTURE DEMAND ESTIMAN

EXISTING POPULATION

The PVTA service areaincludes communities from
three different Massachusetts counties, Hampden,
Hampshire and Franklin, and has an estimated
population of 575,575. About 25% of this population
falls within the City of
largest city; about 75% of the pgpulation falls within
Hamden County which covers the southern half of
the service area, including Springfield.

As shown in Figure 7-1, over 79,000 individuals
living within the PVTA area are age 65 years or
older, qualifying for Dial -a-Ride services. These
older adults make up 13.8% of the service area
population, which is consistent with the statewide
population. However, certain towns such as
Agawam, East Longmeadow Hadley, Hampden,
Leverett, Longmeadow, and Wilbraham have more
than 18% of their local population as over the age of
65.

Over 88,500 individuals within the PVTA area are
reported to have one or more disabilities. These
include difficulties with hearing, vision, cognitive
and ambulatory abilities, as well as sef-care and
independent living. It is important to note that
these individuals may or may not qualify for ADA
paratransit services as provided by PVTAHowever,
the number of individuals with disabil ities
represents 15.4% of the PVTA service area
population, a fairly large segment of the population
that could potentially be eligible for such services,
as shown in Figure 7-2. This is somewhat higher
than the overall statewide demographic, showing
11.1% of Massachusetts residents with a disability.
Four communities, Easthampton, Holyoke, Palmer
and Springfield, show more than 18% of the
population as having at least one disability.

Figure7-1 Persons over the age of 65 in th
PVTA service area

Springfield, the regionés

13.8%

86.2%

m Total Population

B Population Age
65+

Figure7-2 Person with a disability in the
PVTA service area

Source: 2010 U.S. Census
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Approximately 5.3% of the PVTA service area population is both over the age of 65 and has at
least one disability. Figure 7-3 shows the figures for age and disability for each of the PVTA
communities.

Figure7-3  Age and Disability Characteristics of PVTA Communities

Persons Age 65+

TOTAL Persons % Age with % With and with

Community Population age 65+ 65+ Disability Disability Disability
Agawam 28,438 5,151 18.1% 3,650 12.8% 1,555
Ambherst 37,819 2,795 7.4% 858 2.3% 257
Belchertown 14,649 1,501 10.2% 1,586 10.8% 602
Chicopee 55,298 8,838 16.0% 9,350 16.9% 3,416
East Longmeadow 15,720 3,164 20.1% 1,629 10.4% 939
Easthampton 16,053 2,312 14.4% 3,354 20.9% 1,031
Granby 6,240 841 13.5% 568 9.1% 292
Hadley 5,250 1,041 19.8% 491 9.4% 235
Hampden 5,139 947 18.4% 551 10.7% 232
Holyoke 39,880 5,660 14.2% 7,957 20.0% 1,880
Leverett 1876 337 18.0% 225 12.0% 62
Longmeadow 15,784 2,991 18.9% 1,351 8.6% 858
Ludlow 21,103 3,495 16.6% 2,851 13.5% 1,546
Northampton 28,549 3,863 13.5% 3,039 10.6% 1,104
Palmer 12,140 1,748 14.4% 2,268 18.7% 843
Pelham 1,321 219 16.6% 134 10.1% 44
South Hadley 17,514 3,021 17.2% 1,781 10.2% 933
Springfield 153,060 16,760 10.9% 28,784 18.8% 7,273
Sunderland 3684 353 9.6% 245 6.7% 121
Ware 9,872 1,458 14.8% 996 10.1% 401
West Springfield 28,391 4,284 15.1% 4,713 16.6% 1,422
Westfield 41,094 5,609 13.6% 4,915 12.0% 1,997
Wilbraham 14,219 2,677 18.8% 1,599 11.2% 919
Williamsburg 2,482 372 15.0% 415 16.7% 150
PVTA Area 575,575 79,437 13.8% 88,541 15.4% 30,439
Massachusetts 6,547,629 902,724 13.8% 729,266 11.1% 299,338

2010 Population from US Census 2010.
Disabilit€haracteristics from American Community Survey, 3 Year Es@®blesr ZDd8r Estimates 2€2I8L2.
Leverett, Sunderland and W. Springfield disability characteristics not available, but have been estimated by interpolation.
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DEMOGRAPHIC TRENDS

The Pioneer Valley Planning Commission (PVPC) prepared population projections by age cohort
for communities within the PVTA service area. As noted above, an estimated 13.8% of the PVTA
service area population is over the age of 65 years today. By 2030PVPC pmjects that 21.8% of
the PVTA service area population will be over the age of 65 yearsThis represents a growth rate of
nearly 50% for this segment of the population.

Figure 7-4 shows the projected growth by community for persons age 65 years or olderlt shows
Springfield, and the surrounding urban communities of Chicopee, Holyoke and Westfield as
having the greatest concentrations of senior residents.

Figure7-4 Projected Growth in Population, Age 65 Years or Older by PVTA Commu2@d$32010
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Figure 7-5 shows the projected increase in the older population by PVTAcommunity. Sixteen
communities will have more than one-quarter (25%) of their population made up of individuals
age 65 years or ofler by 2030, including Hampden and Williamsburg where more than one -third
the population is expected to be in this older age cohort. Belchertown is anticipated to see the
faster rate of growth for this cohort, with the number of residents age 65 or older anticipated to

more than double by 2030.
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Figure7-5 Projected Growth in Population, Age 65 Years or Older by PVTA CommuBa¢ 32010

2010 Population 2030 PROJECTED POPULATION | Growth

Rate
% Age % Age 2010-

Community Total Age 65+ 65+ Total Age 65+ 65+ 2030

Agawam 28,438 5,151 18.1% 26,156 7,965 30.5% 54.6%
Ambherst 37,819 2,795 7.4% 41,741 4,354 10.4% 55.8%
Belchertown 14,649 1,501 10.2% 16,358 4,600 28.1% 206.5%
Chicopee 55,298 8,838 16.0% 53,768 11,838 22.0% 33.9%
East Longmeadow 15,720 3,164 20.1% 17,523 5,205 29.7% 64.5%
Easthampton 16,053 2,312 14.4% 15,005 4,432 29.5% 91.7%
Granby 6,240 841 13.5% 5,650 1,504 26.6% 78.8%
Hadley 5,250 1,041 19.8% 5,613 1,657 29.5% 59.2%
Hampden 5,139 947 18.4% 4,103 1,522 37.1% 60.7%
Holyoke 39,880 5,660 14.2% 36,819 7,361 20.0% 30.1%
Leverett 1,876 337 18.0% n/a n/a n/a n/a
Longmeadow 15,784 2,991 18.9% 13,742 3,820 27.8% 27.7%
Ludlow 21,103 3,495 16.6% 18,313 4,960 27.1% 41.9%
Northampton 28,549 3,863 13.5% 25,468 6,684 26.2% 73.0%
Palmer 12,140 1,748 14.4% 10,624 2,709 25.5% 55.0%
Pelham 1,321 219 16.6% 1,065 389 36.5% 77.6%
South Hadley 17,514 3,021 17.2% 16,058 4,128 25.7% 36.6%
Springfield 153,060 16,760 10.9% 145,745 22,784 15.6% 35.9%
Sunderland 3,684 353 9.6% n/a n/a n/a n/a
Ware 9,872 1,458 14.8% 8,880 2,465 27.8% 69.1%
West Springfield 28,391 4,284 15.1% 27,218 5,942 21.8% 38.7%
Westfield 41,094 5,609 13.6% 37,511 8,984 24.0% 60.2%
Wilbraham 14,219 2,677 18.8% 13,978 4,160 29.8% 55.4%
Williamsburg 2,482 372 15.0% 2,163 777 35.9% 108.9%
PVTA Area 575,575 79,437 13.8% 543,501 118,240 21.8% 49.7%

Population projections by Pioneer Valley Planning Commission.
Projections for Franklin County communities (Leverett and Sunderland) not available.

NelsoiNygaard Consulting Associates7#c. |



PARATRANSIT SERVICE ANALYSIS STUINAL REPORTDECEMBER 2014
Pioneer Valley Transit Authority

EFFECT ON PARATRAN&IDERSHIP DEMAND

While the demand for paratransit ridership is a product of a myriad factors, including the service
quality, the service convenience (in terms of accommodating when and where the customer wants
to travel), fare pricing, etc., the size of the eligible populations within the service area has the most
significant effect.

Today, 13.8% of individuals living in the PVTA service area are eligible for paratransit service due
to being 65 years of age, and 15.4% are eligible due to a disability. Since only about 5%f the
population is reported to be both 65 years of age and have a disability, it can be assumed that
between 20-25% of the PVTA area population is eligible for paratransit.

Future growth of the senior (65+) population for 2010 to 2030, as provided by th e Pioneer Valley
Planning Commission and discussed above, is projected to be about 2% annually. Since PVPC did
not perform a similar projection of seniors 60 year of age and over (as allowed by PVTA
paratransit) nor persons with disabilities, the estimate d senior growth rate may be used as
surrogate for ridership growth . In other words, it is conservatively assumed that the demand for
overall paratransit service will grow at 2% annually .

In order for PVTA to accommodate a 2% annual increase in demand for service, its budget for
paratransit service should also increase by a minimum of 2% annually, not including an
additional rate for inflation. These budget increases could be directed toward increasing the
supply of service capacity in order to keep up with demand and accommodate the anticipated 2%
increase in ridership .

Such an increase in capacity should enable PVTA to accommodate anincreases in the ADA
ridership (noting the 3.4% and 3.8% annual increases in ADA paratransit ridership over the last
three years) while expanding the service to accommodate some of the senior trips that might
otherwise be displacedby the increase in ADA trips if the amount of service remained level, and
while also noting we suspect that some of the increase in ADA ridership reflects former senior
ridership.

This estimate is a placeholder of sortsonly and must further be refined based on the results of the
other recommendations. For example, PVTAmay need toinvest additional funding now to
implement some of the recommendations that are associated with new additional reservations
and dispatch staff and the possibility of new part -time drivers. Additional runs and drivers may
also be needed depending on the sysem speed analysis. At the same time, recommendations
focusing on efficiency may result in cost reductions.

Thus, PVTA should first decide what recommendations it wishes to implement and then, once
they have been implemented, conduct a beforeand-after analysis for each to identify the actual
costs and benefits. After these analyses have been conducted, PVTA will better understand the
effect of these implemented recommendations on its budget. At that time, PVTA can then revisit
and fine-tune the need for additional funding increases to keep up with future growth.

In the future, if budget increases only keep up with inflation and the supply of service continues at
a level pace, increases in ADA customer demand will take up more and more of the capacity,

leaving | ess emmaaitteyd of sreniwomr DAR trips. Conversely,

additional 2% each year, we believe that this will accommodate the increases in ADA demand

without severely impacting the sensrttripsnds capacity
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THE CASINO FACTOR

Issues

The MGM casino, planned for Springfield, and awaiting a go-ahead from the Commonwealth

probably has the best chance of any being considered for the western part of Massachusetts

indeed, MGM has submitted to the Commonweal t h an EI R that includes
paratransit system with estimated new demand broken out by ADA paratransit customers and

senior DAR customers

PVTA is concernedi with good reasoni that such a destination that has proven to be quite

popular among seniors in other states would put a strain on its paratransit service that is

currently available to all seniors in all 24 member communities. MGMds esti mates ar e
casion would generate between

Of course, PVTA would probably be in favor o a scenario where MGM would fully subsidize the
expansion of service that is suggested by the eventual increase in demand. While that would be a
great outcome, we are dubious about its likelihood. Thus, other strategies or limitations would

need to be put in place to pre-empt an outcome where the increase in demand for paratransit
services outstrips PVTAOGs financial resources

Recommendations

One strategy for PVTA to consider isto adopt a cashless fare policy for DAR,with the selling of
ticket books continuing. But tickets would be the only fare media. Each senior would be allocated
three types of color-coded tickets: red, blue and green.

A Red tickets would be used for general purpose trips, and could be limited to a certain
number of books per month for every senior, as budget permits.

A Blue tickets would be used for temporary or on-going specified medical conditions such
as chemo treatments or dialysis treatments, and would be provided based on a twepart
application process much like that which is currently undertaken for ADA paratransit

applicants. Based on the health provider blseticksts ess ment ,

books would be provided to the customer per month.

A Books of green tickets, partially or fully covered by MGM, would be made available to
each senior but only in limited supply, and with the caveat that no trip will be served to
the casino entrance without a green ticket.

Under this system, could a senior use a red ticket to go to a medical appointment or a destination
within walking distance of the casino, and then walk to the casino? Yes but because the red
tickets are limited, each customer would need to be judicial in how (for what trips) they are used.

The three primary advantages of this model are:

A PVTA could limit senior travel to its budget

A Senior medical trips would be based on need

A ltis possible that PVTA could get some financial relief from MGM for the increase in
demand that results from the casino, but limit the green tickets per person based on
MG M6 s ingnéesk to contribute i and the amount provided. It is suggested to PVTA
that it pursue a fully -allocated cost per ticket, but limit the green ticket books per person
based on what MGM can afford.
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Yet an entirely different strategy would be to divert senior casino trips away from the DAR service
and for PVTA to contract with Hulmes (or another carrier) to operate group trip field trips from

various COAs to the casino on specific days. Here too, PVTA could seek financial assistance from
MGM to fund these group trips.
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PARATRANSIT SERVICE ANABYSTUD)Y APPENDIX
Pioneer Valley Transit Authority (PVTA)

Appendix A Fare Schedule

©

= 2 c & = o

Community Service = & S § 2 a 2 ) ) = =

Agawam ADA/DAR 250 | 3.50 | 3.50 3.00 3.00 | 350 | 250 | 3.50 | 3.50 | 3.00 | 3.00 | 3,50 | 3.00 | 3.00 | 3.50 | 3.00 | 3.50 3.50 350 | 250 | 350 | 3.50 | 250 | 250 | 3.00 | 3.50
Amherst ADA/DAR 3.50 | 250 | 2.50 3.50 3.50 | 3.00 | 350 | 3.00 | 250 | 350 | 3.50 | 250 | 3.50 | 3.50 | 250 | 3.50 | 2.50 3.00 3.00 | 350 | 250 | 3.00 | 3.50 | 3.50 | 3.50 | 3.00
Belchertown ADA/DAR 3.50 | 250 | 2.50 3.50 3.50 | 3.00 | 350 | 250 | 3.00 | 350 | 3.50 | 3.00 | 3.50 | 2.50 | 3.00 | 3.50 | 2.50 3.00 3.00 | 350 | 3.00 | 250 | 3.50 | 3.50 | 3.50 | 3.00
Chicopee ADA/DAR 3.00 | 3.50 | 3.50 2.50 3.00 | 350 | 3.00 | 250 | 3.50 | 3.00 | 250 | 3,50 | 3.00 | 250 | 3.50 | 3.00 | 3.50 3.50 250 | 250 | 3.50 | 3.50 | 3.00 | 3.00 | 3.00 | 3.50
East Longmeadow ADA/DAR 3.00 | 3.50 | 3.50 3.00 250 | 350 | 250 | 350 | 350 | 250 | 3.00 | 3.50 | 250 | 3.00 | 3.50 | 3.00 | 3.50 3.50 3.50 | 3.00 | 3.50 | 3.50 | 3.00 | 3.00 | 2.50 | 3.50
Easthampton ADA/DAR 3.50 | 3.00 | 3.00 3.50 350 | 250 | 350 | 3.00 | 3.00 | 350 | 250 | 3.00 | 3.50 | 3.50 | 250 | 3.50 | 3.50 3.00 3.00 | 3.50 | 3.00 | 3.00 | 3.50 | 3.50 | 3.50 | 3.00
*Enfield ADA/DAR 250 | 3.50 | 3.50 3.00 250 | 350 | 250 | 350 | 3.50 | 3.00 | 3.00 | 3.50 | 250 | 3.00 | 3.50 | 3.50 | 3.50 3.50 350 | 250 | 350 | 3.50 | 3.00 | 3.00 | 3.00 | 3.50
Granby ADA/DAR 3.50 | 3.00 | 3.00 2.50 3.00 | 3.00 | 3.50 | 250 | 3.00 | 3.50 | 250 | 3.00 | 3.50 | 2.50 | 3.00 | 3.00 | 3.50 3.00 250 | 350 | 3.00 | 3.00 | 3.50 | 3.50 | 3.50 | 3.00
Hadley ADA/DAR 3.50 | 2.50 | 3.00 3.50 3.50 | 3.00 | 3.50 | 3.00 | 250 | 3.50 | 3.50 | 3.00 | 3.50 | 3.50 | 2.50 | 3.50 | 3.00 3.00 250 | 350 | 3.00 | 3.00 | 3.50 | 3.50 | 3.50 | 3.00
Hampden DAR Only 3.00 | 3.50 | 3.50 3.00 250 | 350 | 3.00 | 350 | 350 | 250 | 3.00 | 3.50 | 250 | 3.00 | 3.50 | 3.50 | 3.50 3.50 3.50 | 3.00 | 3.50 | 3.50 | 3.00 | 3.00 | 2.50 | 3.50
Holyoke ADA/DAR 3.00 | 3.50 | 3.50 2.50 3.00 | 250 | 3.00 | 250 | 3.50 | 3.00 | 250 | 350 | 3.00 | 3.00 | 250 | 3.00 | 3.50 3.50 250 | 250 | 350 | 350 | 250 | 2,50 | 3.00 | 3.50
Leverett DAR Only 3.50 | 250 | 3.00 3.50 3.50 3.00 | 350 | 3.00 | 3.00 | 350 | 3.50 | 250 | 3.50 | 3.50 | 3.00 | 3.50 | 3.00 2.50 3.00| 350 | 250 | 3.00 | 3.50 | 3.50 | 3.50 | 3.00
Longmeadow ADA/DAR 250 | 3.50 | 3.50 3.00 2.50 350 | 250 | 3.50 | 350 | 250 | 3.00 | 3.50 | 250 | 3.00 | 3.50 | 3.00 | 3.50 3.50 350 | 250 | 3.50 | 3.50 | 3.00 | 3.00 | 3.00 | 3.50
Ludlow ADA/DAR 3.00 | 3.50 | 2.50 2.50 3.00 | 350 | 3.00 | 250 | 3.50 | 3.00 | 3.00 | 3.50 | 3.00 | 250 | 3.50 | 2.50 | 3.50 3.50 350 | 250 | 350 | 3.50 | 3.00 | 3.00 | 250 | 3.50
Northampton ADA/DAR 3.50 | 250 | 3.00 3.00 3.00 | 250 | 350 | 3.00 | 250 | 350 | 250 | 3.00 | 3.50 | 3.50 | 250 | 3.50 | 3.00 3.00 3.00 | 3.50 | 3.00 | 3.00 | 3.50 | 3.50 | 3.50 | 2.50
Palmer ADA/DAR 3.00 | 3.50 | 2.50 3.00 3.00 350 | 350 | 3.50 | 350 | 3.50 | 3.00 | 3.50 | 3.00 | 3.00 | 3.50 | 2.50 | 3.50 3.50 350 | 3.00 | 3.50 | 250 | 3.00 | 3.00 | 2.50 | 3.50
Pelham DAR Only 3.50 | 250 | 2.50 3.50 3.50 3.00 | 350 | 3.00 | 3.00 | 350 | 3.50 | 3.00 | 3.50 | 3.50 | 3.00 | 3.50 | 2.50 3.00 3.00 | 3.50 | 3.00 | 3.00 | 3.50 | 3.50 | 3.50 | 3.00
**South Deerfield ADA/DAR 3.50 | 3.00 | 3.00 3.50 3.50 | 3.00 | 350 | 3.00 | 3.00 | 350 | 3.50 | 250 | 3.50 | 3.50 | 3.00 | 3.50 | 3.00 2.50 3.00 | 350 | 250 | 3.00 | 3.50 | 3.50 | 3.50 | 3.00
South Hadley ADA/DAR 3.50 | 3.00 | 3.00 3.50 350 | 3.00 | 350 | 3.00 | 250 | 350 | 250 | 3.00 | 3.50 | 3.50 | 3.00 | 3.50 | 3.00 3.00 250 | 350 | 3.00 | 3.00 | 3.50 | 3.50 | 3.50 | 3.00
Springdfield ADA/DAR 3.00 | 3.50 | 3.50 2.50 3.00 350 | 250 | 3.50 | 350 | 3.00 | 250 | 3.50 | 250 | 250 | 3.50 | 3.00 | 3.50 3.50 350 | 250 | 3.50 | 3.50 | 250 | 3.00 | 2.50 | 3.50
Sunderland ADA/DAR 3.50 | 250 | 3.00 3.50 3.50 3.00 | 350 | 3.00 | 3.00 | 350 | 3.50 | 250 | 3.50 | 3.50 | 3.00 | 3.50 | 3.00 2.50 3.00| 350 | 250 | 3.00 | 3.50 | 3.50 | 3.50 | 3.00
Ware ADA/DAR 3.50 | 3.00 | 2.50 3.50 3.50 | 3.00 | 3.50 | 3.00 | 3.00 | 350 | 3.50 | 3.00 | 3.50 | 3.50 | 3.00 | 2.50 | 3.00 3.00 3.50 | 350 | 3.00 | 250 | 3.50 | 3.50 | 3.50 | 3.00
West Springfield ADA/DAR 250 | 3.50 | 3.50 3.00 3.00 | 350 | 3.00 | 350 | 3.50 | 3.00 | 250 | 3,50 | 3.00 | 3.00 | 3.50 | 3.00 | 3.50 3.50 350 | 250 | 350 | 3.50 | 250 | 250 | 3.00 | 3.50
Westfield ADA/DAR 250 | 3.50 | 3.50 3.00 3.00 3.50 | 3.00 | 3.50 | 3.50 | 3.00 | 3.00 | 3.50 | 3.00 | 3.00 | 3.50 | 3.00 | 3.50 3.50 350 | 3.00 | 3.50 | 3.50 | 250 | 2,50 | 3.00 | 3.50
Wilbraham ADA/DAR 3.00 | 3.50 | 3.50 3.00 2.50 3.50 | 3.00 | 3.50 | 3.50 | 3.00 | 3.00 | 3.50 | 3.00 | 2,50 | 3.50 | 2.50 | 3.50 3.50 350 | 250 | 3.50 | 3.50 | 3.00 | 3.00 | 2.50 | 3.50
Williamsburg ADA/DAR 3.50 | 3.00 | 3.00 3.50 3.50 | 3.00 | 3.50 | 3.00 | 3.00 | 350 | 3.50 | 3.00 | 3.50 | 3.50 | 2.50 | 3.50 | 3.00 3.00 3.00 | 3.50 | 3.00 | 3.00 | 3.50 | 3.50 | 3.50 | 2.50

*EnfieldPVTA only provides service to the Mass Mutual Center (stosi&e daom MA /Enfield state line to Mass Mutual Ctr)
**South DeerfieldVTA only provides service in South Deerfield within 3/4 of a mile of the fixed r@avicessentipeovided outside the 3/4 mile corridor.
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PARATRANSIT SERVICE ANABYSTUD)Y APPENDIX
Pioneer Valley Transit Authority (PVTA)

Appendix B Telephone Statistics

Call Summary By Queue (Hourly}

10 AM 11 AM

14230| 12125 11143|

Calls Offered 14281
| Calls Answered|  13718] 13860 13344 11796 10848
| Calls Abandoned| 533 342 343| 299 269|
| Avag Call Lenglh: 01:56 02:00 01:59 01:57| 01:55)
' Avg Wait T‘Ime__ 00:34]' 00:21 00:18) 00:17] 00:16) 00!2{]_' | 0:43|
| Longest Wait| 01:11:46! 17:20 20:10 15:23 16:26| 11:54| 12:27 14:03'_ 01:48:13
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PARATRANSIT SERVICE ANABYSTUD)Y APPENDIX
Pioneer Valley Transit Authority (PVTA)

Call Summary By Queue (Hourly)
7/1/2011 - 6/30/2012

10 AM

Calls Offered 16372
Calls Answer\_c_'d . 14807 17101 16420 14598 12402 13914 15825 16987 7796
Calls Abandoned 604 478 402_ B 289 274 338 52§ - 589 328
Avg Call Length| ~ 01:53 02:00 02:02 0201 0159 02:03 01:58 01:58]  02:00
Avg Wait Tirme| 00:41 00:25 00:22| 00:17| 00:17| 00:22 00:27 00:32 00:39
Longest Waité 13:25 127 lﬁﬁr 12:34 l4:03| 13:52 18:45 15:44| 47:59
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~ Calls Offered
Calls Answered

| Calls Abandoned
Avg Call Length

Avg Wait Time

Longest Wait|

PARATRANSIT SERVICE ANABYSTUD)Y APPENDIX
Pioneer Valley Transit Authority (PVTA)

Call Summary By Queue (Hourly)
7/1/2012 - 6/30/2013

14160
5509 . 13883
694 439 308 225| 213 261 262, 359
01:50 01:57 0200 o157 ous4] 0159 o1:56|  owse
00:48| 00:24 00:15 00:13 00:13 00:15 00:17 00:20| 00:39|
35:23| 10:47| 12:37| 11:04) 1355 2305 10_:27_*] 1251 01:48:13
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PARATRANSIT SERVICE ANABYSTUD)Y APPENDIX

Pioneer Valley Transit Authority (PVTA)
Appendix C Run Structure Analysis

Sunday, April 27 2014
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PARATRANSIT SERVICE ANABYSTUD)Y APPENDIX
Pioneer Valley Transit Authority (PVTA)

Monday, April 28 2014

—Total Trips

= Driver Run:
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PARATRANSIT SERVICE ANABYSTUD)Y APPENDIX

Pioneer Valley Transit Authority (PVTA)

Tuesday, April 29 2014
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PARATRANSIT SERVICE ANABYSTUD)Y APPENDIX

Pioneer Valley Transit Authority (PVTA)

Wednesday, April 30 2014
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PARATRANSIT SERVICE ANABYSTUD)Y APPENDIX

Pioneer Valley Transit Authority (PVTA)

Thursday, May 12014
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PARATRANSIT SERVICE ANABYSTUD)Y APPENDIX

Pioneer Valley Transit Authority (PVTA)

Friday, May 2 2014
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PARATRANSIT SERVICE ANABYSTUD)Y APPENDIX

Pioneer Valley Transit Authority (PVTA)

Saturday, May 3 2014
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PARATRANSIT SERVICE ANABYSTUD)Y APPENDIX
Pioneer Valley Transit Authority (PVTA)

Appendix D Run Manifess$

Manifest By Stop * Printed: 7/7/2014  4:54:38PM PVTA Page 10f 5
Tuesday, July 8, 2014 Run Manifest
Route # 4007 Vehicle: 5605

Shift: 04:30 To 13:30
Driver: WILLIAMS, PATRICK
Wheelchair Lift Needed

Driver Start Time: ¢ Y ol

Leave Garage Time: 2 <{ Z o Begin Odometer: “'( / [ 2

1st P/U Time: € é C 7 1st P/U Odometer: ‘< Gl o
Last Drop Time Last Drop Odometer:
Return Garage Time End Odometer

Driver End Time

# of Rides:

Cancelled:

# Tickets:

Cash Collected:

NelsoiNygaard Consulting AssociateAHh2. |



PARATRANSIT SERVICE ANABYSTUD)Y APPENDIX
Pioneer Valley Transit Authority (PVTA)

Manifest By Stop Printed” 7/7/2014  4:54:38PM PVTA Page 2 of 5
Tuesday, July 8, 2014 Run Manifest
Route # 4007 Vehicle: 5605

Shift: 04:30 To 13:30
Driver: WILLIAMS, PATRICK
Wheelchair Lift Needed
ETA

Trip # Name Address P/U Window Req/ Type Fare

5139373 GAJ, JUDY 400 BRITTON ST 04:47 05:50 Appoint. $2.50

PU Tot. Pass: 1 APT 315 04:47 - 05:07 Arr/Dep Time: & £°£
Amb: 1, WC: 0 CHICOPEE, 01020 Odometer: &¢ & C/$f
Equip: LIFT REQUIRED, Tickets

SHOPP ', 7S <
Directions FAIR HAVEN APTS PICK UP IN THE BACK LEFT 4 MESSAGES ALREADY TODAY-09/04/2013-HER PHONE GOES TO VOICEMAIL
09/04/2013-TRIED HER AGAIN BUT NOW HER MAILBOX IS FULL, AND IT DOES NOT RING

5139373 GAJ, JUDY 317 MEADOW ST 05:25 05:50 Appoint.

Tot. Pass: 1 DIALYSIS/ Arr/Dep Time OS 29’
DO Amb: 1, WC: 0 CHICOPEE, 01013 i

Equip: LIFT REQUIRED, & 6 7 Ro

SHOPP

Directions NEEDS LIFT/BOOKED TRIP
*** Later ride today with pick up between 11:37 and 11:57 at 317 MEADOW ST on Route # 9001

5140935 HOSKEY, DOROTHY 41 CHESTNUT ST 05:33 06:00 Appoint. $2.50
PU Tot. Pass: 1 APT 411 05:20 - 05:40 Arr/Dep Tim&o ’6/
Amb: 1, WC: 0 HOLYOKE, 01040 Odometer: &¢ : / z
Tickets:
, Li) Pepys. - L
5140935 HOSKEY, DOROTHY 317 MEADOW ST 05:43 06:00 Appoint.

DO Tot. Pass: 1 Arr/Dep Time 0 /?
Amb: 1, WC: 0 CHICOPEE, 01013 Odometer - ;‘ !

Description:  BMA/CHICOPEE DIALYSIS
Directions MEDICAL
*** Later ride today with pick up between 11.00 and 11:20 at 317 MEADOW ST (BMA/CHICOPEE DIALYSIS) on Route # 3010

5123734 CZERWIECKI, ROSA 117 Grape St 05:51  06:45 Appoint. 2.50
Tot. Pass: 1 2ND FLR LEFT 05:43-06:03 , o Tmpjc{
PU Amb: 1, WC: 0 CHICOPEE, 01013 S C

/ T
cash. SO
5123734 CZERWIECKI, ROSA 141 BOULAY CIR

06:20 06:45 Appoint.
Tot. Pass: 1 DAUGHTER'S HOUSE Art/Dep Tume:c‘ é d,";

DO Amb: 1, WC: 0 CHICOPEE, 01020 e 2 :

*** Later ride today with pick up between 17:30 and 17:50 at 141 BOULAY CIR on Route # 3012

5139508 LANDRY, SUSAN 40 ELMWOOD AVE 06:34 07:30 Appoint. $2.50
PU Tot. Pass: 1 06:30 - 06:50 Art/Dep Tim
Am§ .1, WC: 0 HOLYOKE, 01040 Odometer-
‘E\guslrs‘?HOPPlNG BAG Tickets
Notes NO CHARGE FOR THE MAY 10TH TRIP

Directions 2 FAMILY/ FIRST FLOOR---WHITE/GREEN
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PARATRANSIT SERVICE ANABYSTUD)Y APPENDIX
Pioneer Valley Transit Authority (PVTA)

Manifest By Stop  Printed: 7/7/2014  4:54:38PM ' PVTA Page 3 of 5
Tuesday, July 8, 2014 Run Manifest
Route # 4007 Vehicle: 5605

Shift: 04:30 To 13:30
Driver: WILLIAMS, PATRICK
Wheelchair Lift Needed

ETA

Trip # Name Address P/U Window Req / Type Fare
5139508 LANDRY, SUSAN 575 BEECH ST 07:09 07:30 Appoint,

Tot. Pass: 1 HOLYOKE HOSPITAL/MAIN ENTRANCE ArriDep Time: 62 3 2
DO Amb: 1, WC: 0 HOLYOKE, 01040 s it

Equip: SHOPPING BAG ‘(—é_f_sf

ASSIST
Notes NO CHARGE FOR THE MAY 10TH TRIP
Directions:  ULTRASOUND DEPT/NO PHONE NUMBER
*** Later ride today with pick up between 09:30 and 09:50 at 575 BEECH ST on Route # 2008
5140690 MONETTE, JOSEPH 44 HOLY CROSS CIR 08:01 09:00 Appoint. $3.00

Tot. Pass: 1 08:01 - 08:21 O o,

Arr/Dep Time: !

PU  amb1wco EAST LONGMEADOW, 01028 "0: s

Equip: DOOR TO DOOR C/

Oirections:  PLEASE SPEAK TO MOTHER OR FATHER WHEN CALUNG’F}:WEPHS 4/ (/ é!/

5140627 BOLICHARD, ADAM 15 BELMONT PL 0842 09:00 Appolnt. ' $3.00
Tot. Pass: 1 08:12 - 08:32 )
ArriDep T
PU Amb: 1, WC: 0 SPRINGFIELD, 01108 "o::m:::
Equip: DOOR TO DOOR 2 ok
- Cash :.
Notes YELLOW HOUSE
5141059 COUTURE, RACHEL 1549 WESTOVER RD 08:32  09:00 Appoint. $2.50
Tot. Pass: 1 08:17 - 08:37 ) ;
ArriDep Time'
PU Amb: 1, WC: 0 CHICOPEE, 01020 T oo
Equip: DOOR TO DOOR ’ '

A
Cash A9
Directions:  UP WESTOVER RD/RIGHT ON DONAHUE RD-FOLLOW ALL THE WAY AROUND

5141058 COUTURE, RACHEL 63 JACKSON ST 08:43 09:00 Appoint.
Tot. Pass: 1 SEASONAL DECOR-BACK ENTRANCE ArriDep T|m('7

DO Amb: 1, WC: 0 HOLYOKE, 01040 Odometer
Equip: DOOR TO DOOR L(_@Z-‘;"

Directions. TAKE DRIVEWAY AFTER BLDG TO BACK ENTRANCE W/RAMP
Laler ride taday with p|ck up between 13:30 and 13:50 at 63 JACKSON ST on Route # 2006

5140690 MONETTE, JOSEPH 63 JACKSON ST 08:45 09:00 Appoint.

DO Tot. Pass: 1 SEASONAL DECOR-BACK ENTRANCE ArriDep Time: J
Amb: 1, WC: 0 HOLYOKE, 01040 * Bdamatar

Equip: DOOR TO DOOR

Directions:  TAKE DRIVEWAY AFTER BLDG TO BACK ENTRANCE W/RAMP
*** Later ride today with pick up between 13:30 and 13:50 at 63 JACKSON ST on Route # 2006
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PARATRANSIT SERVICE ANABYSTUD)Y APPENDIX
Pioneer Valley Transit Authority (PVTA)

Manifest By Stop  Printed: 7/7/2014  4:54:38PM PVTA Page 4 of 5
Tuesday, July 8, 2014 Run Manifest
Route # 4007 Vehicle: 5605
Shift: 04:30 To 13:30
Driver: WILLIAMS, PATRICK
Wheelchair Lift Needed
ETA
Trip # Name Address P/U Window Req / Type Fare
5140627 BOUCHARD, ADAM 63 Jackson St 08:46 09:00 Appoint.
Tot. Pass: 1 SEASONAL DECOR AniDep Time:
DO Amb: 1, WC: 0 HOLYOKE, 01040 i
Equip: DOOR TO DOOR E
Notes YELLOW HOUSE
*** Later ride today with pick up between 13:30 and 13:50 at 63 Jackson St on Route # 2006
5139396 GRIFFITH, CAROL 469 OLD FIELD RD 08:53 09:15 Appoint. $2.50
Tot. Pass: 1 08:35 - 08:55 ’ 0
Arr/Dep Ti
PU Amb: 0, WC: 1 CHICOPEE, 01013 g cshssins %
giu’;;é DOOR TO DOOR, Tickets: f f Z ZZ
Directions: LEFT OFF "CHICOPEE ST", 2ND HOUSE ON THE LEFT/GRAY HOUSE STONE-BOTTOM // CELL: 413-455-7689
5138396 GRIFFITH, CAROL 591 MEMORIAL DR 09:08 09:15 Appoint.
Tot. Pass: 1 WAL MART CHICOPEE/3 BAG LIMIT ’ a/
Arr/Dep T
DO Amb: 0, WC: 1 ONICOWEE, 01020 "oa: m:::
Equip: DOOR TO DOOR,
CANE,
Directions PICK UP AND DROP OFF AT FOOD CENTER DOOR 1ST DOOR
*** Later ride today with pick up between 10:15 and 10:35 at 591 MEMORIAL DR on Route # 9001
5140825 CHAMBERLAIN, BRIAN 501 Memorial Dr 09:09 09:00 Pick-up .50
Tot. Pass: 1 CHICK-A-FILET RESTRAUNT 09:00 - 09:20 Art/Dep Timed' 9/
PU Amb: 1, WC: 0 CHICOPEE, 01020 B rcter
Equip: DOOR TO DOOR, LEG >
BR Cash: 2 § ;
Directions.  NO #//WORKS HERE
5138231 FITZGERALD, JAMES 470 Memorial Dr 09:12 09:30 Appoint. .50
PU Tot. Pass: 1 APT 305, 2ND FLOOR 09:00 - 09:20 Arr/Dep Tlmeé
Amb: 1, WC: 0 CHICOPEE, 01020 Odbimstar
Tncks
Directions BEHIND "DAYS INN", "WINDSOR COURT APTS"
5138231 FITZGERALD, JAMES 591 MEMORIAL DR 09:16 09:30 Appoint.
Tot. Pass: 1 WAL MART CHICOPEE 4 ;2 Z
) Arr/Dep Time:
DO Amb: 1, WC: 0 CHICOPEE, 01020 g e 5
Directions:  PICK UP AND DROP OFF AT FOOD CENTER DOOR 2ND DOOR

*** Later ride today with pick up between 10.30 and 10:50 at 581 MEMORIAL DR on Route # 3010
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PARATRANSIT SERVICE ANALYSIS STABRENDIX
Pioneer Valley Transit Authority (PVTA)

Appendix E Fleet Detalils

-
PVTA VEHICLE
Vehicle
BELCHERTOWN
Number Driver Year Model Plate Notes VIN Received Capacity Odometer
5435 |Pat 4x4 2002 | ECOVAN | PVT509 | no camera 1FTNE24L63HA42797 2002 5amb/3wec 42392
5509 |Gualter Pereira 2009 | CUTAWAY | PVT539 | CAMERA IFDEE35L19DA76114 2009 8amb/3wc | 125200
5537 2009 | CUTAWAY | PVT663 | no camera | 1FDWE35L39DA73459 12/1/2009 | 8amb/3 wc 115187
5563  |Justin Bellinger 2011 FORD PVT432 | CAMERA 1FDEE3FL6BDAS83449 | 7/22/2011 | 8 amb/3 wc 89060
5568 |Lewis Smith / Robert Rose | 2011 FORD PVT462 | CAMERA 1FDEE3FL6BDB05692 8 amb /3 wc 87705
5569 |Jennifer Payne 2011 FORD PVT79 CAMERA 1FDEE3FL8BDB05693 8amb /3 wc 71153
5570 |Stanley Jarosz 2011 FORD PVT464 | CAMERA 1FDEE3FL2BDB05690 8amb /3 wc 61498
5571 |down in chicopee 2011 FORD PVT31 CAMERA 1FDEE3FL2BDB05687 1/24/2012 | 8 amb/3wc 79087
5579  |Darlene Bellinger 2012 FORD PVTSS CAMERA 1FDEE3FLACDA29049 4/26/2012 | 8 amb /3 wc 67239
5587 |Tim Shay 2012 FORD PVT549 | CAMERA 1FDEE3FL6BDB 14635 4/11/2012 | 8 amb /3 wc 65037
5597 |Carol Rasmussen 2013 FORD PVT486 | CAMERA 1FDEE3FL9DDA69936 6/7/2013 8amb/3wc 25108
5598  |Sue Mazzaferro 2013 FORD PVT521 | CAMERA 1FDEE3FLODDA69937 6/7/2013 | 8amb /3 wc 27407
5612  |Luis Diaz 2013 FORD PVT850 | CAMERA 1FDEE3FL5DDA93005 | 12/10/2013 | 8 amb/2 wc 2085
NORTHAMPTON

5390 road supervisor 4x4 2002 | ECOVAN | PVT633| nocamera 1FTNE241.32HA30587 2002 S5amb /3 wc 85398 <
5389 road supervisor 4x4 2002 | ECOVAN | PVT634 | nocamera IFTNE241L72HA30589 | MAR 2002 5amb/3wc | garage | %
5510 |Ann Sloan 2009 | CUTAWAY | PVT566 | CAMERA IFDEE35L39DA76115 12/1/2009 | 8amb/3wec | 102725 | «
5517 2009 | CUTAWAY | PVT426 | CAMERA IFDEE35L69DAT2284 12/1/2009 | 8amb /3 wc 93934 | -
5543 |Geralyn Smith 2010 | TRACON | PVT605| nocamera | NMOKS9BNXAT021340 | 7/1/2010 | 8amb /3 wc 64878
5536 |Bill Burnham 2009 | CUTAWAY | PVT679 | no camera 1IFDWE35L19DA73458 | 12/1/2009 | 8amb/3wc | 134394 | =
5538 Dan Hamel 2009 | CUTAWAY | PVT664 | no camera 1FDWE35LX9DA73460 2009 8 amb /3 wc 134578 | =
5551 2010 FORD PVT84 | CAMERA 1FDEE3FLSADA72368 6/9/2011 | 8 amb /3 wc 71082
5552 |Dick Suchocki 2010 FORD PVT91 | CAMERA IFDEE3FLXADA72369 | 6/9/2011 | 8 amb/3 wc 78008
5553 2010 FORD PVT558 | CAMERA 1FDEE3FLXADA72370 | 6/9/2011 | 8 amb/3 wc 62956
5560 |being used in belchertown sg 2011 FORD PVT482 | CAMERA 1FDEE3FL2BDARg3447 7/22/2011 | 8 amb /3 wc 60584
5561 |George Toliver 2011 FORD PVT653 | CAMERA IFDEE3FL9BDAS83445 | 7/22/2011 | 8 amb/3 wc 68746
5562 2011 FORD PVT670 | CAMERA IFDEE3FL1BDAS80488 | 7/22/2011 | 8 amb/3 wc 70980
5580 |being used in chicopee spare| 2012 FORD PVT94 | CAMERA IFDEE3FL2CDA29048 | 4/11/2012 | 8 amb/ 3 wc 59924
5581  |Juan Matos 2012 FORD PVT160| CAMERA 1FDEE3FLOCDA29050 6/1/2012 | 8amb/3wc 53323

Page 1 PVTA_vehicle_list
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PARATRANSIT SERVICE ANABYSTUD)Y APPENDIX
Pioneer Valley Transit Authority (PVTA)

5583  |Lizandro Abreu 2011 FORD PVT533 | CAMERA IFDEE3FL7BDB36479 | 4/26/2012 | 8amb /3 wc 55724
5599  |Valerie Jenkins 2013 FORD PVT518 | CAMERA IFDEE3FL2DDA69938 6/7/2013 | 8amb/3wc 26564
5600 |Herbie Randall 2013 FORD PVT498 | CAMERA 1FDEE3FL4ADDA69939 6/7/2013 8 amb /3 wc 18562
5601 |Torran Harris 2013 FORD PVT506 | CAMERA IFDEE3FL6DDA72623 6/7/2013 8amb /3 wc 27674
5602 |leanie Rattelle 2013 FORD PVT650 | CAMERA 1FDEE3FL8DDA72634 | 6/10/2013 | 8 amb/3 wc 23934
5613  |Alex Grinshteyn 2013 FORD PVT674 | CAMERA 1IFDEE3FL7DDA93006 | 12/19/2013 | 8 amb /2 we 7707
5614  |Hector Fernandez 2013 FORD PVT675 | CAMERA 1FDEE3FLIDDA92997 | 12/19/2013 | 8 amb/2 wc 10518
CHICOPEE

Ford Explorer 1998 FORD PVT477 1FMZU34E8WUB84412 154608 l'

Ford Explorer FORD PVT642 148340 | | .,
5388 | Brenda Soto Road Sup 4x4 | 2002 | ECOVAN | PVT631 | no camera 1IFTNE24L32HA30590 | APR2002 | 5amb/3wc 82849 I
5493 [Tracie Colbath 2007 | CUTAWAY | PVT380 | not operating| 1FDWE35LX7DA20349 | 05/07/2007 | 8 amb/3wc | 247508 i
5500 2007 | EL DORADO| PVT192 famera missing 1FDWE35L57DA78739 | 2/18/2008 | 10 amb/3 wc | 167354
5501 2007 | EL DORADO| PVT203 Camera 1IFDWE35L37DA78738 | 2/18/2008 [ 10 amb /3 wc | 175030
5503  |Jose Ortiz 2007 [ EL DORADO| PVT385 Camera 1IFDWE35LX7DA78736 | 2/18/2008 | 10 amb /3 wc | 164929
5504  [Dana Butler 2007 | EL DORADO| PVTS82 Camera 1FDWE35L37DA78741 2/18/2008 | 10 amb /3 wc | 164808
5506  |spare 2008 | EL DORADO| PVT114 ||l W/C ONLY| 1FD3E35S08DA15852 6/10/2008 | 8amb/3wc | 105860
5507  |spare 2008 | EL DORADO| PVT461 | W/C ONLY| 1FD3E35LX8DA15883 | 6/10/2008 | 8amb/3wc | 135364
5511 2009 FORD PVT487 Camera 1FDEE35L59DA76116 | 12/15/2009| 8 amb/3wc | 126337
5512 |Sabrina Corales 2009 FORD PVT535 | no camera IFDEE35L99DA76085 | 12/15/2009 | 8amb/3wc | 180120
5513 |Patricia Francisco 2009 FORD PVT234 Camera 1FDEE35L09DAT76086 | 12/15/2009 | 8 amb/3wc | 157538
5514  |Jesus Pagan 2009 FORD PVT529 | no camera 1FDEE35L09DA72281 12/15/2009 | 8amb/3wc | 143147
5515 2009 FORD PVT681 | no camera IFDEE351.29DA72282 | 12/15/2009| 8amb/3wc | 150400
5516  |Arthur Lind 2009 FORD PVT682 |not operating| 1FDEE35L49DA72283 | 12/15/2009 | 8amb/3wc | 151976
5518  |John Stafford 2009 FORD PVT101 | no camera 1FDEE35L89DA72285 | 12/15/2009| 8 amb/3wc | 131830
5519 |Migdalia Sanchez 2009 FORD PVT540 | no camera IFDWE35L69DA73441 | 12/15/2009| 8 amb/3wc | 165235
5520 [Michelle Lipka 2009 FORD PVT585 | no camera IFDWE35L89DA73442 | 12/15/2009 | 8 amb/3wc | 131856
5521 |Heather Willard 2009 FORD PVT602 | no camera IFDWE35LX9DA73443 | 12/15/2009| 8amb/3wc | 151772
5522 2009 FORD PVT626 | no camera IFDWE35L19DA73444 | 12/15/2009| 8 amb/3wc | 150751
5523 |Luis Arroyo 2009 FORD PVT606 | no camera IFDWE35L39DA73445 | 12/15/2009 | 8amb/3wc | 139518
5524 |Juan Montalvo 2009 FORD PVT699 | no camera IFDWE35L59DA73446 | 12/15/2009 | 8amb/3wc | 195339
5525 2009 FORD PVT673 | no camera IFDWE35L79DA73447 | 12/15/2009| 8 amb/3wc | 156438
5526 |Theodore Hamel 2009 FORD PVT661 | no camera IFDWE35L99DA73448 | 12/15/2009 | 8amb /3 wc | 154958
5527  |Christopher Roberson 2009 FORD PVT700| no camera 1IFDWE35L09DA73449 | 12/15/2009 | 8 amb/3wc | 140092
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5528 |Melissa Hunter 2009 FORD PVT698 | no camera 1FDWE35L79DA73450 | 12/15/2009 | 8amb/3wc | 131943
5529 |Ashley Bernal 2009 FORD PVT697 | no camera 1FDWE35L99DA73451 | 12/15/2009 | 8amb/3wc | 154165
5530 |Lonzo Gamble 2009 FORD PVT696 | no camera 1FDWE35L09DA73452 | 12/15/2009 | 8amb/3wc | 130305
5531 |Johnny Wilson 2009 FORD PVT672 Camera 1IFDWE35L29DA73453 | 12/15/2009| 8amb/3wc | 128793
5532 2009 FORD PVT671 Camera 1FDWE351L49DA73454 | 12/15/2009| 8 amb/3wc | 135276
5533 2009 FORD PVT678 Camera 1IFDWE35L69DA73455 | 12/15/2009| 8amb/3wc | 128787
5534 2009 FORD PVT5 Camera 1FDWE35L89DA73456 | 12/15/2009| 8amb/3wc | 123870
5535 |Edward Leblanc 2009 FORD PVT677 Camera IFDWE35LX9DA73457 | 12/15/2009 | 8 amb/3wc | 105875
5539 2010 FORD PVT623 | TRACON NMOKS9BN2AT031649 7/1/2010 3 amb 66087
5540 2010 FORD PVT628 | TRACON NMOKS9BN3AT021342 7/1/2010 3 amb 68247
5541 [Paul Kim 2010 FORD PVT610| TRACON NMOKS9BNSAT021312 7/1/2010 3 amb 67129
5542 |Steve Jessup 2010 FORD PVT530 | TRACON | NMOKS9BNSAT013887 | 7/1/2010 3amb 88351
5544 2010 FORD PVT89 Camera 1FDEE3FLOADA72364 5/19/2011 8amb/3wc 94084
5545  |Lareece Berthiaume 2010 FORD PVT21 Camera 1FDEE3FL3ADA68681 | 5/19/2011 | 8amb/3wc 95180
5546  |Alejandro Morales 2010 FORD PVT28 Camera 1FDEE3FLSADAG6G8682 5/19/2011 | 8 amb/3 wc 86223
5547 2010 FORD PVTI109 Camera 1FDEE3FL2ADA72365 5/19/2011 | 8 amb/3 wc 78796
5548 2010 FORD PVT141 Camera LFDEE3FL4AADA72366 5/19/2011 | 8amb /3 wc 74166
5549 2010 FORD PVT32 Camera IFDEE3FL7ADA75956 5/19/2011 | 8amb/3 wc 73484
5550 |William Lowe 2011 FORD PVT69 Camera IFDEE3FL6ADA72367 5/19/2011 | 8amb/3 wc 78516
5554 2011 FORD PVT615 Camera 1FDEE3FL3BDAg3442 7/12/2011 | 8amb/3 wc 77790
5555 |Jose Lopez 2011 FORD PVT621 Camera IFDEE3FL7BDAg3444 7/13/2011 | 8amb/3 wc 84261
5556 2011 FORD PVT534 Camera IFDEE3FL5BDAg3443 7/13/2011 | 8amb/3 wc 79680
5557 |Craig Pikul 2011 FORD PVT669 Camera 1FDEE3FLXBDAS0487 | 7/22/2011 | 8amb/3wc | 101873
5558 2011 FORD PVT617 Camera 1FDEE3FLOBDA3446 7/22/2011 8amb/3wc 68923
5559 |Arturo Vega 2011 FORD PVT514 | Camera IFDEE3FL4BDAR3448 | 7/22/2011 | 8amb/3wc | 86608
5564 |[LaTonya Jerry 2011 FORD PVT73 Camera 1FDEE3FL6BD05689 1/24/2012 | 8 amb /3 wc 58465
5565 |Jesus Pagan 2011 FORD PVT56 Camera 1FDEE3FLODB05686 1/24/2012 | 8 amb /3 wc 66203
5566 |Samuel Canini Jr 2011 FORD PVT446 Camera IFDEE3FLABDB05691 2/3/2012 8amb/3wc 68505
5567 |Jerome Spruell 2011 FORD PVT249 Camera 1FDEE3FL4ABDB05688 1/31/2012 | 8 amb /3 wc 69089
5576 |Elaine Cowan 2011 FORD PVTS504 Camera IFDEE3FL3BDB36477 4/4/2012 8amb/3wc 75792
5577 |Al Register 2011 FORD PVT247 Camera 1FDEE3FL3BDB36480 4/23/2012 | 8 amb/ 3 wc 85412
5578 2011 FORD PVT297 Camera 1FDEE3FL4BDB36486 4/27/2012 | 8 amb/ 3 wc 54385
5582 |Shayna Reid 2011 FORD PVT451 Camera 1FDEE3FLBDB36478 5/23/2012 | 8amb /3 wc 79382
5584  |Evander Parrish 2011 FORD PVT542 Camera 1FDEE3FL5BDB36481 5/8/2012 8 amb /3 wc 65039
5585 |Reinaldo Rivera 2011 FORD PVT543 Camera 1FDEE3FL7BDB36482 5/25/2012 | 8amb/3 wc 74357
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4

" [ 5586 |Teresa Bernal [2011] FORD |PVT275| Camera | 1FDEE3FL2BDB36485 | 5/10/2012 [ 8amb/3wc | 72209 |
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5588  |Joy Winters-Snowden 2011 FORD PVT270 Camera 1FDEE3FLOBDB36484 5/16/2012 | 8 amb /3 wec 72975
5589  |Luis Pabon 2011 FORD PVTS75 Camera 1FDEE3FL9BDB36483 5/17/2012 | 8 amb/3 wc 73859
5590 2011 FORD PVT667 Camera IFDEE3FL1BDB36476 | 4/25/2012 | 8 amb /3 wc 65960
5591 |Carol Liquori 2012 FORD PVTI30| TRACON | NMOKS9BNSCT114351 1/9/2013 3 amb 25435
5592  |Benito Rivera 2012 FORD PVT548 | TRACON | NMOKS9BN6CT114228 1/9/2013 3 amb 26406
5593 |Norma Cordova 2012 FORD PVT625 | TRACON | NMOKS9BN6CT114388 1/9/2013 3 amb 28152
5594 |Joan Muse 2012 FORD PVTI43 | TRACON | NMOKS9BN6CT]14455 1/8/2013 3amb 27404
5595  |Pedro Mercado 2011 FORD PVT545 | no camera 1FDEE3FL3BDB12177 4/30/2013 | 8amb /3 wc 39355 | == w ".“ hES
5596  |Anellyse Gonzalez 2011 FORD PVT638 | no camera IFDEE3FL1BDB09603 4/26/2013 | 8amb /3 wc 35439 | . v
5603  |Miguel Rlvera 2013 FORD PVT659 Camera IFDEE3FLIDDA72636 6/11/2013 | 8amb /3 wc 34499
5604  |Wayne Luckey 2013 FORD PVT243 | Camera 1FDEE3FL3DDA72640 | 6/12/2013 | 8 amb/3 wc 25236
5605 |Patrick Williams 2013 FORD PVT512 Camera 1FDEE3FL5DDA72638 6/11/2013 | 8amb /3 wc 38205
5606 |William King 2013 FORD PVT532 Camera 1FDEE3FL3DDA72637 6/11/2013 | 8amb/3 wc 30314 S
5607  |Fred Mitchell 2013 FORD PVT 29 Camera 1FDEE3FL7TDDAT72639 6/12/2013 | 8amb /3 wc 35529 .
5608 |Michael Johnston 2013 FORD PVT463 Camera 1FDEE3FLXDDA72635 7/5/2013 8amb/3wc 27607 i
5610 2013 FORD PVTS803 Camera TFDEE3FLODDA89069 8/14/2013 | 8amb /3 wc 26951 }
5611 |Marino Henriquez 2013 FORD PVTE04 Camera IFDEE3FL9DDASS068 8/29/2013 | 8amb/3wc 21901
5615 |Keith Chambers 2013 FORD PVT848 Camera IFDEE3FL3DDA93004 | 12/31/2013 | 8 amb/2 wc 9967 |
5616 |Norma Santos 2013 FORD PVT849 Camera 1FDEE3FLXDDA93002 | 12/11/2013 | 8 amb /2 wc 10879 b
5617 |Davante Kinlaw 2013 FORD PVT829 Camera 1FDEE3FLXDDB03284 | 12/11/2013 | 8 amb /2 wc 9669
5618 |Tuan Dao 2013 FORD PVTE830 Camera IFDEE3FL1DDB03285 | 12/11/2013 | 8 amb /2 wc 9302
5619 |James Patnode 2013 FORD PVT828 Camera IFDEE3FL3DDB03286 | 12/11/2013 | 8 amb /2 wc 10965
5620 |Jeremy Galas 2013 FORD PVT838 Camera IFDEE3FL6DDB03282 | 12/11/2013 | 8 amb /2 wc 9651
5621 |Erika Diaz 2013 FORD PVT652 Camera 1FDEE3FL1DDA93003 | 12/11/2013| 8amb/2wc 10048
5622 |Adrian Robinson 2013 FORD PVT847 Camera 1FDEE3FL6DDA93000 | 12/11/2013 | 8 amb/2 wc 9903
5623 |Francisco Rosa 2013 FORD PVT835 Camera 1FDEE3FLODDA93007 | 12/11/2013 | 8 amb /2 wc 8462
5624  |Marisol Del Valle 2013 FORD PVT834 Camera TFDEE3FLODDA93008 | 12/11/2013| 8amb/2 wc 7264
5625 |J R Feliciano 2013 FORD PVT832 Camera IFDEE3FL2DDA93009 | 12/11/2013| 8 amb /2 wc 8719
5626  |Elbert Scott 2013 FORD PVT827 Camera IFDEE3FLEDDB03283 | 12/11/2013 | 8amb /2 wc 10797
5627 |Ricky Santiago 2013 FORD PVT839 Camera 1FDEE3FLXDDB19291 | 12/11/2013| 8 amb /2 wc 7933
5628 |Mack Rankins 2013 FORD PVT812 Camera 1FDEE3FL5DDB19294 | 12/11/2013 | 8 amb /2 wc 8521
5629  |Luz Quintana 2013 FORD PVT845 Camera IFDEE3FLO9DDB16060 | 12/16/2013 | 8 amb /2 wc 9017
5630  |Charles Griffin 2013 FORD PVT844 Camera 1FDEE3FLIDDB19292 | 12/11/2013 | 8 amb /2 wc 7939
5631 |Angel G Morales 2013 FORD PVT843 Camera 1IFDEE3FL3DDB19293 | 12/16/2013 | 8 amb /2 wc 6523
5632 |Israel Colon 2013 FORD PVT846 Camera 1FDEE3FL8DDB19290 | 12/16/2013 | 8 amb /2 wc 7638
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5633  |Edward Price 2013 FORD PVTS831 Camera 1FDEE3FL7DDB19295 12/132013 | 8 amb /2 wc 8572
5634  |Pat Thomas 2013 FORD PVT800 Camera 1FDEE3FL2DDB16059 | 12/18/2013 | 8 amb /2 wc 6835
5635 |Sue Abbondanza 2013 FORD PVT837 Camera IFDEE3FL9DDB19296 | 12/18/2013 | 8 amb /2 wc 8581
5636 |Bob Blakeslee 2013 FORD PVT801 Camera 1FDEE3FL4ADDB19299 | 12/18/2013 | 8 amb /2 wc 9947
5637 |Hayden Fyfe 2013 FORD PVT802 Camera 1FDEE3FL2DDB19298 | 12/18/2013 | 8 amb/2 wc 10209
5638 |Linda Grasso 2013 FORD PVT836 Camera 1FDEE3FLODDB19297 | 12/18/2013 [ 8 amb /2 wc 6185
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Appendix F Maintenance Plan

MAINTENANCE PLAN

Springfield Area Transit Company
Valley Area Transit Company

QOctober 17, 2011
Updated: July 2012

_APPROVED / /

[ ey ‘,"‘4 /<I/E /U;,Lﬂ,«uy_\_\_‘ 7’51"’ /_&_’"
f Gelierhl Manager” Date
Springfield Area Transit Company, Inc,

Valley Area Transit Company, Inc.
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