
 
 
To:  Operations & Scheduling Committee     Date: 4/26/2023 
  
From: Rosa Noya, Manager of Accessible Services    Reviewed by:  
 
SUBJECT: Paratransit Executive Summary Report –March 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 March 2023.  

March 2023 Performance Report: 

Ridership:  

The total reported number of ADA passenger trips in March was 9,004; 1,387 more trips than in 
February.  The total reported number of ADA Passengers reported in March of 2023 is approximately 
75% of pre-pandemic ridership levels (March 2019). This increase in ridership may be attributed to a 
sudden change in weather conditions making it more amenable for passengers to venture out. 
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Productivity:  

March reported productivity of 1.60 ADA passengers per revenue hour which was an increase from the 
reported 1.49 ADA Passengers/Rev Hr. in February. This exceeds the performance standard of 1.50.  

 

On-time Performance:  

In March, our on-time performance decreased to 82.4% from 84.1% in February. This is due to increased 
ridership and the need to hire more drivers while maximizing all available resources. However, our goal 
remains to achieve a standard of 92% on-time performance. To meet this objective, our LINK paratransit 
contractor, Transdev, has implemented several measures. They conduct monthly on-site job fairs, 
provide extensive training to newly hired drivers without a commercial license to obtain one, and have 
added sedans to their sub-contractor’s fleet to increase both fleet and driver pool demands. Additionally, 
new technology features and reports will be rolled out to improve efficiency.  
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Customer Satisfaction:  

There was a slight decrease in complaints from February to March. The 37 complaints received in March 
were largely attributed to issues with timeliness as reflected by a total of 27 complaints. The remaining 
complaints were associated with issues with scheduling/staff skill (4 total), equipment (3 total) and driver 
complaints (3 total). 

The unaudited total number of commendations received for March was 65. This is a tentative number 
that does not include the total number of commendations received via the MyTransit mobile app ratings 
feature. 

 

 

Safety:  

There were no accidents in the month of March.  

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:  

An unaudited, preliminary total of $538,977.70 was spent for March’s ADA paratransit services, an 
increase from the $503,717.48 spent in February.  

Fuel costs have slightly increased, as demonstrated from the $38,974.76 spent for the month of February 
to a reported $,45,922.11 spent in March.  
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Recommendation:  

None, for Information only. 

Action Requested:  

None, for information only. 

Attachments:  

Attachment 1: March 2023 MOP *pre-audited 
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