
 
 
 
To:  Operations & Scheduling Committee     Date: 8/30/2023 

From: Rashida Kamara, Director of ADA & Special Services                Reviewed by:     
 
 
SUBJECT: Paratransit Executive Summary Report –June & July 2023 
 
 
Background: 

County Connection provides ADA Paratransit services through the LINK Paratransit program. This is a 
summary report of Paratransit services provided for the months of June and July 2023.  

June and July 2023 Performance Report: 

Ridership:  

The total reported number of ADA passenger trips in June was 7,483; July reported a total of 7,175. This 
reflects an expected decrease because of the summer vacations and closures in certain programs during 
the summer season.  The total reported number of ADA Passengers reported in June and July of 2023 
accounts for approximately 65% of pre-pandemic ridership levels (June & July 2019).  
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Productivity:  

June reported an average of 1.71 passengers per revenue hour (RVHR) and July had a reported 1.39 
passengers per revenue hour. This does not include escorts or attendants. The standard set for the LINK 
service is to maintain a minimum of 1.5 ADA passengers per revenue hour. 

 

On-time Performance:  

June and July reported an increased on- time performance. June had 94.3% of the total trips performed 
on time while July reported a phenomenal 96.2% of trips on time. This significant increase is a step in 
the right direction as on-time performance is an indicator of the quality of the service. County 
Connection holds a standard of 92% and the last two months reflect performance that exceeds the 
standard. As a result, Transdev, for the second time since assuming this contract, will receive an 
incentive. The first incentive of $2,500 was awarded to Transdev in February of 2019 before the 
pandemic. 
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Customer Satisfaction:  

There was a decrease in complaints from June to July. The complaints received in June and July were 
largely attributed to issues with timeliness as reflected by a total of 25 complaints followed by issues 
with the scheduling/staff skill. 

The total number of commendations received for June was 640 while July was 150. The majority of 
commendations are received via the mobile app used by passengers to rate their trip experience. 

 

Safety:  

There were no accidents in the months of June and July.  

Staffing: 

There was a reported total of 52 drivers who operated LINK paratransit routes for the month of June. 
July had a reported 55 drivers. Although this reflects an increase in drivers, it does not reflect that seven 
drivers were on a leave of absence. Ongoing measures have been taken to increase the driver pool to 
meet current and forecasted ridership increases. 
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Financial Implications:  

An audited total of $520,707was spent for June’s ADA paratransit services; July’s unaudited, preliminary 
total is $526,139, an increase from the amount spent in June.  

Fuel costs have slightly decreased by about $5,000 dollars from close to $47,000 in June to approximately 
= $42,000 in July. 

 

 

Recommendation:  

None, for Information only. 

Additional updates:  

52

55

50.5
51

51.5
52

52.5
53

53.5
54

54.5
55

55.5

# 
of

 O
pe

ra
to

rs

LINK Paratransit operators- FY 23/24

$517,000
$518,000
$519,000
$520,000
$521,000
$522,000
$523,000
$524,000
$525,000
$526,000
$527,000

$39,000
$40,000
$41,000
$42,000
$43,000
$44,000
$45,000
$46,000
$47,000
$48,000

To
ta

l C
os

t

Fu
el

 C
os

t

Cost-Paratransit Svc-FY 23/24

Fuel Cost Total Cost



The main area of focus for improvement in the contractor’s performance is to increase productivity as well 
as to continue to provide a reliable service as indicated by the on-time performance. 

Action Requested:  

None, for information only. 

Attachments:  

Attachment 1: June 2023 MOP  

Attachment 2: July 2023 MOP Unaudited Data 
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