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SUMMARY

A workshop style discussion about the King County Metro Transit Access Paratransit program, which provides transportation for individuals with disabilities who are unable to use fixed-route transit services.

BACKGROUND

Federal Requirements

The federal Americans with Disabilities Act (ADA) of 1990 is a civil rights act designed to eliminate discrimination against people with disabilities.  ADA’s public transit provisions are enforced by the Federal Transit Administration (FTA) and address many issues, including standards for agencies’ treatment of people with disabilities, ensuring accessibility to all public transit passenger facilities and services (rail, bus, etc.), and accountability/public involvement.

A primary focus of ADA is to ensure that passenger facilities and fixed route services, such as light and heavy rail systems and bus service, are accessible.  The ADA also recognized that some disabled individuals would be unable to use some or all fixed route services, even after facilities and fixed route services transition to being fully accessible.  ADA therefore requires transit agencies to provide paratransit service comparable to fixed route service for disabled people unable to use these services.  FTA Circular C 4710.1, dated 2015, is the most recent comprehensive description of ADA requirements for public transit agencies.

Paratransit in King County

Two sections of the King County Code, both adopted in 1999, address Metro’s paratransit program and related services, reflecting the ADA minimum requirements as they were understood at that time.

ADA-Compliant Paratransit. KCC 28.94.035 provides for a paratransit program compliant with the ADA.  Specific program elements are described in KCC 28.94.035 B-G:

B. ADA paratransit services shall be provided during the same hours and days as regular, fixed, non-commuter bus service, within corridors that extend three-fourths of a mile on either side of the regular, fixed, non-commuter bus routes, as the routes may be amended from time to time.
C. ADA paratransit services shall be provided on a curb-to-curb basis[footnoteRef:1]. [1:  FTA Circular C 4710.1 states that the purpose of paratransit is to provide origin-to-destination service and an agency that provides curb-to-curb service must ensure that individuals can travel from origin to destination, in some cases requiring service that goes beyond curb-to-curb.  Since Metro provides additional service beyond curb-to-curb, this FTA clarification of rules would not necessarily change Metro practice.] 

D. ADA paratransit services shall be provided on an advance reservations basis, on the day before the occurrence of the ride requested. 
E. ADA paratransit services may include requiring riders to transfer from one paratransit vehicle to another as part of the trip requested by the rider.
F. Subscription service shall not be provided as part of the ADA paratransit services.
G. ADA paratransit services may include feeder service to and from an accessible bus zone for individuals who are able to use the fixed route system.

The King County Department of Transportation (KCDOT) Director is authorized to organize and manage ADA paratransit services, implement procedures for certifying eligibility and suspending individuals with a pattern of missing rides, and entering into agreements with public and private entities to provide service.

Community Transportation Services. KCC 28.94.045 establishes the King County Metro community transportation program to supplement public and private transportation services targeted to people with special transportation needs.  In part, this Code section authorizes services for non-ADA paratransit-eligible individuals, including senior citizens and other people with regional reduced fare permits.

For ADA paratransit-eligible individuals, KCC 28.94.045 states that the KCDOT Director may provide paratransit services that exceed ADA minimum requirements including:

1. Service 1.5 miles east of the easternmost bus route(s) and within areas of the county completely surrounded by ADA corridors;
2. Door-to-door driver assistance using criteria established by the KCDOT Director;
3. Hand-to-hand driver assistance using criteria established by the KCDOT Director, for individuals sponsored by an agency that contracts for this service;
4. An advance reservation service for scheduling trips up to seven days ahead of time, provided that there is no adverse impact on the ADA paratransit program; and 
5. A subscription service, provided that there is no adverse impact on the ADA paratransit program. 

The program established in KCC 28.94.035 reflects a mandatory implementation of the ADA minimum standards. The supplemental services in KCC 28.94.045 are not mandatory but have been integrated with the ADA mandatory program and are provided through the same contracts.  ADA implementing regulations also address many other program elements, including trip pickup windows, the length of paratransit trips in comparison to fixed-route trips, and on-time performance. 

The successful 2006 Transit Now ballot measure (raising the Metro-dedicated sales tax by 0.1 percent) identified expanded Access paratransit service as one of the programs to be funded with the additional tax revenue. In 2007, Metro expanded the Access program to provide service from 9:00 a.m. to 3:00 p.m. on weekdays in four rural areas in the eastern and southeastern parts of the county that were not previously served.

The Access paratransit program exceeds ADA minimum requirements in these ways:

· Service hours and service area – Extended service area between 9:00 a.m. and 6:00 p.m. on weekdays, Expanded Rural Service
· Passenger Service Level – Hand-to-Hand passenger assistance
· Fares – The Access fare is $1.75, whereas regular adult fares are $2.50-$3.25.

Map 1 on the following page shows the Access service area, including the ADA minimum service area and additional urban and rural areas served.

Metro’s Access Ride Guide for Access riders includes a description of services that exceed ADA minimum requirements (See Attachment 1).  Among these are:

· “Door-to-Door – help past the curb” and 
· “Hand-to-hand – never left alone”

According to Metro, for 2016, the Access paratransit budget was over $62.6 million, about 9 percent of the $700.7 million operating budget.  Access provided 1.3 million rides, about 1 percent of total Metro trips, at an average cost of about $56.


Map 1. King County Access Paratransit Service Area



Metro Policy Documents and Paratransit

The needs of people with disabilities are addressed in the Strategic Plan for Public Transportation 2011-2021, notably in Human Potential Strategy 2.1.2:  

Provide travel opportunities and supporting amenities for historically disadvantaged populations, such as low-income people, students, youth, seniors, people of color, people with disabilities, and others with limited transportation options.

The METRO CONNECTS Long-Range Plan identifies goals for an expanded Metro system through 2040. Accessibility goals supported include:

· Ensuring that fixed-route services have 100 percent low-floor vehicles and 100 percent accessible stops, redesigned vehicle interiors to better accommodate mobility aids, and improved audio and tactile information throughout the system;
· Striving to improve Access service and to lower per-trip costs;
· Ensuring inclusive planning to ensure that people with disabilities can have input;
· Continuing to partner with community organizations, such as through the Community Access Transportation (CAT) program that provides accessible vehicles to serve seniors and people with disabilities; and
· Providing customer information and support to people with limited English proficiency.

Performance Measures

The Strategic Plan for Public Transportation 2011-2021 identifies 68 performance measures to evaluate Metro operations as they pertain to eight broad thematic categories.  Access-related measures include Human Potential measures 11-15 and Financial Stewardship measure 13.  Attachment 2 contains the relevant pages from the 2015 Strategic Plan Progress Report, released last year.

Access Paratransit Audit

Earlier this year, the King County Auditor’s Office released an audit entitled Access Paratransit: Action Needed to Address Cost, Quality, and Equity.[footnoteRef:2]  The Transportation, Economy, and Environment Committee was briefed on the audit by Auditor’s Office staff at the July 18, 2017 meeting.[footnoteRef:3]  The audit found that Access expenditures have increased, while ridership and on-time performance have declined, and that Transit has done little to promote the program to historically underserved populations.  The audit provided 17 recommendations for improving efficiency, service quality, and equitable access to the program.  The recommendations focused on the following areas: [2:  http://www.kingcounty.gov/depts/auditor/auditor-reports/all-landing-pgs/2017/paratransit-2017.aspx ]  [3:  http://mkcclegisearch.kingcounty.gov/LegislationDetail.aspx?ID=3091550&GUID=2E25A3C0-3958-4359-BD73-619788867E01&Options=&Search=# ] 


· Optimizing the mix of service between paratransit vans and alternatives such as taxis
· Reviewing and effectively using technology purchases
· Executing a contract management plan and monitoring and enforcing contract incentives and disincentives
· Defining and monitoring excessively long trips in reference to fixed-route standards
· Ensuring paratransit riders are not dropped off more than 30 minutes before their appointments
· Providing additional fare payment methods
· Addressing barriers to the Access paratransit program for people with limited English proficiency and providing linguistically appropriate customer service
· Implementing an Equity Impact Review, using the results to engage historically underserved populations, and reporting annually on equitable access to the program
· Providing customer service independent of service providers
· Gathering customer feedback annually, identifying methods to increase survey participation by historically underserved populations, and supplementing customer feedback with direct observation

Transit concurred with all the audit recommendations, and Transit staff state that they have begun work to implement the recommendations with plans to implement all the recommendations by the end of 2018.

Service Provider Request for Proposals 

Metro’s existing contracts with Access Paratransit service providers are expiring, so Metro issued a request for proposals (RFP) for a new contractor in April 2017.  The RFP closed on July 18, 2017.

Prior to Transit issuing the RFP, the King County Auditor provided a memo of preliminary audit findings to help guide development of the RFP.  The memo included nine preliminary recommendations.  Several of the recommendations were incorporated by Transit into the RFP and, according to Audit staff, were therefore considered completed and not carried forward in the final audit recommendations.

Additionally, in 2016, prior to issuing the RFP for paratransit service providers, Transit engaged a consultant to analyze and compare paratransit service model concepts and provide recommendations.  Those recommendations, which are summarized in the following section, were also incorporated by Transit into the RFP.

Transit is currently determining how to move forward with the RFP.

Potential Paratransit Service Delivery Models

Prior to issuing the RFP, Transit contracted with consulting firm Nelson Nygaard, which resulted in memos dated July 19, 2016 and September 15, 2016 evaluating Access Paratransit’s peer agencies, and analyzing service model concepts and providing recommendations (see Attachments 3 and 4).

The consultants analyzed the pros and cons and issues associated with four service models, including 1) a turnkey contract, 2) a turnkey contract with subcontractors, 3) separate call center and provider contracts, and 4) in-house reservations, scheduling, and dispatching.  The consultants provided 10 recommendations to Transit regarding structuring the paratransit contracts.  The recommendations included the following highlights:

· Metro should work towards a turnkey contract with subcontractors
· Service should be paid on a vehicle-hour basis, and control center costs should be paid based on actual costs
· Contract separately for customer service
· Transit agency oversight and involvement, rather than contract incentives and/or penalties, are the most effective tools for promoting productivity and high-quality performance
· The contract should include incentives and/or disincentives scaled to the size of the contract for productivity, on-time performance, missed trips, and telephone availability
· Metro can ensure ride times on Access are similar to fixed-route times by establishing a performance standard and assigning penalties or incentives
· Metro can establish penalties for high complaint levels as long as the complaints are received and investigated by an entity other than the service contractor

Utah Transit Authority: In-house Service Model

One service concept not analyzed in the consultant’s memo was in-house provision of paratransit service. To obtain information on this model, Council staff reached out to the Director of Special Services and Paratransit of Utah Transit Authority (UTA) for a peer comparison of in-house service delivery. 

Services Provided

UTA’s service area encompasses 1400 square miles and six counties including Salt Lake.  UTA Paratransit provides origin-to-destination service, also called curb-to-curb, as well as reasonable service modifications and beyond-the-curb service, also called door-to-door, when safe and possible.  UTA’s Paratransit services are provided within the same hours and service area as UTA fixed route service.  The vehicles used are accessible buses and vans, although UTA has used some accessible taxi providers in the past and the Director of Special Services and Paratransit stated that UTA is looking at doing so again.


In-house and Contracted Services

UTA Paratransit provides the following services in-house: eligibility screening, scheduling, customer service, and operation of over 60 percent of the service.  UTA Paratransit contracts for service delivery for approximately 35 percent of the service through two contracts divided by geographic areas not covered by UTAs in-house providers.

Contract Incentives and Disincentives

UTA Paratransit does not use incentives in their contracts but rather includes disincentives in the form of liquidated damages for the following issues: failure to staff appropriately, failure to provide on-time service, failure to train operators to proficiency, excessive ride time, missed trips (including those that are excessively late), failure to respond to customer complaints within the specified timeline, failure to perform vehicle maintenance, failure to perform required background check on drivers, and inaccurate data.

On-time performance

UTA defines on-time as service that arrives within a 30 minute “ready window” provided to the customer, with service arriving up to 15 minutes after the ready window considered late, and service arriving 16 minutes after the ready window considered excessively late and penalized as a missed trip.  UTA reports that the Paratransit service had a 97.46 percent on time performance in April 2017[footnoteRef:4].  UTA does not measure on-time performance according to whether a passenger is dropped off on-time as opposed to early or late. [4:  http://www.rideuta.com/About-UTA/Performance-Dashboard] 


Trip Length and Customer Satisfaction

UTA Paratransit’s standards for trip length adhere to the Federal Transit Administration guideline that the trip should be equal to the length of time it would take on fixed route service (including walking, waiting, and transfer time).  UTA Paratransit sets parameters within the scheduling software to ensure trips meet this standard for trip length and penalizes service providers if a trip is found to exceed the scheduled length.

According to a 2016 customer survey conducted by the UTA on Paratransit scheduling services, 94 percent of the survey respondents indicated they were satisfied or very satisfied with the service (with a large majority indicating “very satisfied”), four percent were neutral about the service, and three percent were very dissatisfied with the service. 


Peer Comparisons

The following table summarizes peer comparison information provided in the audit, the consultants’ memo, and the UTA.

Table 1: Peer Comparisons[footnoteRef:5] [5:  Information derived from King County Auditor’s Office Access Paratransit Audit, June 2017; Nelson Nygaard Peer Summary Memo, July 2016; www.rideuta.com; Council staff conversation with UTA official] 


	
	King County Access (prior to changes)
	Portland TriMet Lift
	Orange County (OCTA) Access
	Dallas Paratransit
	UTA Paratransit

	Service Area
	888 sq. mi.
	533 sq. mi.
	N/A
	700 sq. mi.
	1400 sq. mi.

	Annual ADA Ridership
	976,648
	758,614
	1,446,000
	707,961
	~410,000

	Cost per trip
	$60
	[bookmark: _GoBack]$32
	$40
	$40
	$70

	Use of non-dedicated vehicles
	10%
	11%
	23%
	62%
	0%

	Service Model
	Separate call center and provider contracts
	Separate call center and provider contracts
	Turnkey contract with subcontractor
	Turnkey contract with subcontractors
	In-house with subcontractors for 35% of service



ATTACHMENTS

1. Excerpt, Access Ride Guide “Additional Services – Beyond ADA” (pages 16-18)
2. Excerpt, most recent Strategic Plan Progress Report
3. Nelson Nygaard Peer Summary, July 2016
4. Nelson Nygaard Service Model Concepts, September 2016

LINKS

· FTA Circular C 4710.1: https://www.transit.dot.gov/regulations-and-guidance/fta-circulars/americans-disabilities-act-guidance-pdf

INVITED

· Stacy Gillett, Executive Director, The Arc of King County
· Robert Angrisano, Access Community Advisory Group
· Hadi Rangin, Access Community Advisory Group
· Rob Gannon, General Manager, Metro Transit
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