
 
 
To:  Operations & Scheduling Committee    Date: 12/30/2022 
 
From: Rosa Noya, Manager of Accessible Services   Reviewed by:  
 
SUBJECT: Paratransit Executive Summary Report –November 2022 
 
Background:  

County Connection provides ADA Paratransit services through the LINK Paratransit program. This is a 
summary report of Paratransit services provided for the month of November 2022.  

November 2022 Performance Report: 

Ridership:  

The total reported number of ADA passenger trips in November was 7,142; 1,248 less trips than in 
October.  The total reported number of ADA Passengers reported in November of 2022 is approximately 
70% of pre-pandemic ridership levels (November 2019). 

 

Productivity:  

Productivity decreased in November compared to October. November reported productivity of 1.70 ADA 
passengers per revenue hour which was lower than October’s 1.81 ADA passengers per revenue hour. 
Despite the slight decrease, November still reported productivity above the performance standard of 
1.50 ADA Passengers per revenue hour.  
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On-time Performance:  

On-time performance in the month of November reflects a slight decrease from the prior month from 
73.4% on time performance in October to the current 72.8% for November. Driver shortages and 
increased ridership plays a major role in decreased on-time performance. Staff has been working with 
the contractor to run job fairs, and to certify sedans as an easier option for Big Star to recruit drivers.  

This metric will need to trend up to obtain the standard of 92% on time performance. 
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Customer Satisfaction:  

There was a noted increase in complaints from October to November. The 35 complaints received in 
November were largely attributed to issues with timeliness (23 out of 35 complaints). The remaining 
complaints were associated with issues with scheduling/staff skill (6 total), driver complaints (4 total) 
and issues with equipment/vehicle(2 total). 

 Commendations continue to remain high; we received an estimated total of 350 in November- a 
decrease from October’s reported 558 commendations. 

 

Safety:  

There were no accidents in the month of November.  

The main area of focus for improvement in the contractor’s performance continues to be the on-time 
performance criteria.  

Additional updates: 

None. 

Financial Implications:  

A total of $427,011.39 was spent for November’s ADA paratransit services, a decrease from the 
$548.385.60 spent in October. Fuel cost has decreased from $58,439.44 for the month of October to a 
reported $41,592.18 in November.  

13 22 11 18 35

347

412 415

558

350

0

100

200

300

400

500

600

0

5

10

15

20

25

30

35

40

CO
M

M
EN

DA
TI

O
N

 C
O

U
N

T

CO
M

PL
AI

N
T 

 C
O

U
N

T

Customer Satisfaction-FY 22/23

Complaints Commendations



 

 

Recommendation:  

None, for Information only. 

Action Requested:  

None, for information only. 

Attachments:  

Attachment 1: November 2022 MOP *pre-audited 
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