
 
 
To:  Operations & Scheduling Committee    Date: 2/20/23  

From: Rosa Noya, Manager of Accessible Services   Reviewed by:  
 
SUBJECT: Paratransit Executive Summary Report –January 2023 
 
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 January 2022.  

January 2023 Performance Report: 

Ridership:  

The total reported number of ADA passenger trips in January was 7,185; 100 more trips than in 
December.  The total reported number of ADA Passengers reported in January of 2023 is approximately 
59% of pre-pandemic ridership levels (January 2020). 

 

 

Productivity:  

Productivity decreased in January compared to December. January reported productivity of 1.44 ADA 
passengers per revenue hour which was lower than December’s 1.59 ADA passengers per revenue hour. 
January reported productivity below the performance standard of 1.50 ADA Passengers per revenue 
hour.  
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On-time Performance:  

On-time performance has increased to 81.3% in the month of January-a 2% jump from 79.4% in 
December. This also means we are trending upwards towards the standard of 92% on time performance. 

 

 

Customer Satisfaction:  

There was an increase in complaints from December to January. The 46 complaints received in January 
were largely attributed to issues with timeliness 30 out of 46 complaints). The remaining complaints 
were associated with issues with scheduling/staff skill (8 total), and driver complaints (7 total). 

The total number of commendations received for January was 498- a slight decrease from the 524 
reported in December of 2022. 
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Safety:  

There were no accidents in the month of January.  

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

Additional updates: 

As more COVID-19 related restrictions are being lifted including the most recent that had affected Brown 
Act meetings and the temporary allowance to meet via teleconference, the need to find suitable space 
to conduct varied operational processes including Paratransit driver training and in person interview 
assessments for ADA Paratransit eligibility- both of which pre-pandemic took place in the County 
Connection Boardroom. As the need to hire more drivers for the LINK paratransit service is present, the 
need to have an available space to conduct more frequent driver training is also needed. Staff is looking 
for a location that includes indoor space for up to 10-12 people at a time and a space for drivers to 
perform driver skills training involving a wheelchair accessible vehicle. In seeking to collaborate with 
community agencies in the area, staff is looking at locations that both Choice in Aging and the City of 
Pleasant Hill may be able to provide. The City of San Ramon has offered some office space at the San 
Ramon Senior Center to allow prospective applicants for LINK Paratransit residing in the area of San 
Ramon and neighboring cities to complete an in-person interview if needed without having to travel to 
County Connection’s offices in Concord. This will allow for an improved experience for applicants who 
will not have to take the journey down the 680 corridor and conversely allow our driver and vehicle 
resources to be concentrated in a specific area. 

 

Financial Implications:  

An unaudited, preliminary total of $530,161.25 was spent for January’s ADA paratransit services, an 
increase from the $513,965.87 spent in December.  
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Fuel costs have continued to decrease as demonstrated from the $36,784.91 spent for the month of 
December to a reported $34,759.20 spent in January.  

 

 

Recommendation:  

None, for Information only. 

Action Requested:  

None, for information only. 

Attachments:  

Attachment 1: January 2023 MOP *pre-audited 
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