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Guiding Principles — An Eye on the Future
A Preferred Approach Designed To:

e Maximize use of

* Preserve the integrity of the Region’s specialized transit existing
services for those with no alternative resources
o . ] * Increase
* Maximize benefits from investments made in accessible  4fficiencies in
fixed route transit & provide flexible mobility options service delivery

* Enhance the
customer
experience

* Compliance with AODA (& universal design)

* Be fiscally responsible and accountable
* Leverage use of

technology

MOVING

FORWARD CONNECTING MORE PEOPLE TO MORE POSSIBILITIES . Niagara 4)V/#f Region



Imagine Possibilities — Opportunities

Multiple Hybrids Single
Providers Provider

Delivery Models

Models — to address core functional areas:
1. Eligibility & Certification

2. Trip Reservation & Scheduling
3. Dispatch/Trip Management

4. Service Delivery
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Recommendations — Eligibility and Certification

DRAFT - for discussion Page l of 5

1- Process be Centralized under a Single NI{GARA SPECIALIZED TRANSIT APPLICATION FORM

Specialized Transit is a pre-booked, shared-ride, origin to destination service for
persons with a permanent or temporary physical disability andor intellectual

entity. I

If you have any questions or need assi please call
<insert contact>
<insert phone number=

HOW TO APPLY FOR THE SPECI4IIZED TRANSIT PROGRAM:

2. Asingle application form be used by all i S

» <imsertagency - TBD> will notify you of your eligibiliry. Ifwe require additional information.

you may be requested 1o come in for an interview and’or an in-person assessment o provide us
‘with more informarion about your disabiliry and the reason(s) you require this service

specialized transit operators. . e e et

« Failure to completelv fill ont the application will delay the appBcation process.

3. Application form - available on-line and . '
ability to complete & submit. e N —

YY MM DD
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Recommendations — Eligibility and Certification (cont.)

4. In-person assessments be introduced as part of this process.
5. Applicant has option of including validation by a health care professional.

Application form has two parts: Part A - completed by all applicants. Then - one of two
options:

1. Send in completed Part A; applicant required to attend an interview and in-person
assessment.

Or

2. Have health care professional complete Part B, submit both Parts A and B for review

and based on the information provided, applicant may be required to attend an
interview and in-person assessment.
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Recommendations — Eligibility and Certification (cont.)

6. Applicant’s certification Unconditional: disability prevents use of
reflect categories of: conventional transit
unconditional, temporary, Temporary: temporary disability
and conditional (trip-by-
trip) Conditional: disability where environmental

or physical barriers limit their ability to
consistently use conventional transit

May be denied requests to persons who have
temporary or conditional eligibility if
conventional transit is accessible and the
person has the ability to use it.

7. Re-certification every 5-
years
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Recommendations — Reservations & Scheduling

1. The reservations/trip request and scheduling functions be centralized
under a single entity.

2. Enable registrants to make reservations/trip requests by telephone, app
and/or web-portal (One-Call/One-Click capability).

3. Scheduling (route optimization, allocation of resources) to use state-of-
the-art, commercially available software with a robust scheduling
algorithm.
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Recommendations — Policies, Procedures, and Performance Metrics

1. Governing entity develop a robust set of policies, procedures and
performance metrics.

Policies and procedures to include but not be restricted to:

e Advance booking requirements e Cancellations and no-shows
e Scheduling windows e Fare policy

Advance discussions focused on community collaboratives (e.g., Niagara Health)

Performance metrics to reflect industry norms regarding key performance

indicators (KPIs) including requirements for service monitoring, contract
compliance and CUTA reporting.
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Recommendations — Service Delivery

1. Core specialized transit services — comparable to level of service as currently
provided by the aggregate of the municipal and regional specialized transit
providers.

2. Use of supplemental taxis and/or transportation network companies (TNCs) -

during times of day, days of week, areas of service, or ‘overflow’ capacity
(when the deployment of hourly service would not meet prescribed performance metrics).

3. Supplemental services, as described above, be used to accommodate future
travel demand/expansion of specialized transit services.

Supplemental services to be contracted on a per trip bases and hence, only pay for services
consumed and may include subsidized same-day service.

MOVING

FORWARD CONNECTING MORE PEOPLE TO MORE POSSIBILITIES . Niagara 4)V/#f Region



Recommendations — Greater Link/Integration with
Fixed-Route Transit Services

1. Apply conditional/trip-by-trip ~ Conditional - where conditions can be
eligibility determined (e.g., seasonal, climate/weather,

topography, accessible paths of travel,
proximity of trip origin/destination to fixed-
route service, transit hubs, etc.).

2. Develop incentives and policies

to address travel/mobility Strategies include: travel/mobility
demand management training, fare policy, trip discovery/
strategies planning capabilities, etc.
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Recommendations — Same-Day Pilot Program

1. Through partnerships with taxi and/or transportation network
companies (TNCs) provide subsided, app-based (including trip request,
tracking, and mobile payment) trips to specialized transit registrants.

* Establish parameters including maximum per trip subsidy/distance and use of fare
policy to influence travel behaviour.

* For those who may not have a Smart device and/or the unbanked, ensure the
provision of a call-centre and ability for trip payment by alternate means.
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Recommendations — Technology

1. Technology enhancement that include:

a. Real-time passenger information including the broadcast (text
message or telephone call) of vehicle arrivals.

b. Self-service capabilities through an app and/or web portal to
address registration, trip planning, reservations, confirmations and

cancellations.

c. Mobile (cashless) payment.
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Growth Strategy / Financial Plan

Two scenarios:
1. Status Quo 2021 2026 2031

2. Interventions % increase —trips: 4.3% 12.3% 20.8%

Interventions:

Year: 2021 2026 2031
% trips — fixed-route: 3% 6% 10%
% trips - supplemental: 20% 25% 30%
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Growth Strategy / Financial Plan

MOVING
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Cost Per Trip
OPERATING COST
SUMMARY
2021 2026 2031
2018
Status Quo | Interventions | Status Quo | Interventions | Status Quo | Interventions

©
=
= N $51.35 $46.08 $55.39 $47.79 $57.53 $47.77
© Municipal/
& ) $49.71
o Regional
c r 4 r
é 3.3% -7.3% 11.4% -3.9% 15.7% -3.9%
=
S o S$51.80 S46.44 S55.89 S48.17 $58.04 $48.13
° Municipal/
(G) . $49.71
= Regional
20 4 -
T
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Implementation Plan

Within context of Transit Governance Study

Near-Term (0 - 2 years)

 Harmonizing application form e Centralized scheduling

* Centralized eligibility & certification
process

Expanded use of supplemental services

 Same-Day Pilot Program
 Development of policies, procedures,

and performance metrics

Mid-Term (2 - 5 years)

« Technology — real-time info., self- * Greater integration with fixed-route
serve capabilities, cashless payment transit
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Key Contacts

Niagara’ / / Region Robert Salewytsch
robert.salewytsch@niagararegion.ca

! ' Steve Wilks — Project Manager
IBI swilks@ibigroup.com
I
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