
 
 
To:  Operations & Scheduling Committee    Date: 3/22/2023  
 
From: Rosa Noya, Manager of Accessible Services   Reviewed by:         
                                                                                                                                                              

SUBJECT: Paratransit Executive Summary Report –February 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 February 2023.  

February 2023 Performance Report: 

Ridership:  

The total reported number of ADA passenger trips in February was 7,617; 432 more trips than in January.  
The total reported number of ADA Passengers reported in February of 2023 is approximately 63% of pre-
pandemic ridership levels (February 2019). 
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Productivity:  

February reported productivity of 1.49 ADA passengers per revenue hour which was slightly higher than 
January’s 1.44. This is below the performance standard of 1.50.  

 

On-time Performance:  

Our on-time performance has increased to 80.1% in February, which is a significant form 81.3% in 
January. This positive trend suggests that we are moving closer to achieving our standard of 92% om-
time performance. To maintain this momentum, Transdev has been conducting monthly job fairs to hire 
more drivers, and we have added five sedans to our fleet. However, we must be mindful that adding 
sedans to the fleet means a different license requirement for the drivers. Drivers with a C license can 
complete the certification process more quickly, but we must ensure that we continue to maintain an 
accessible fleet for our drivers. 
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Customer Satisfaction:  

There was a slight decrease in complaints from January to February. The 44 complaints received in 
February were largely attributed to issues with timeliness as reflected by a total of 21 complaints. The 
remaining complaints were associated with issues with scheduling/staff skill (14total), and driver 
complaints (9 total). 

The total number of commendations received for February was 470 - a slight decrease from the 498 
reported in January of 2023. 

 

Safety:  

There were no accidents in the month of February.  

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

Additional updates: 

Transdev, our ADA Paratransit contractor, is in the process of rolling out the latest self-scheduling feature 
on the MyTransit Manager mobile app. Approximately 31% of our LINK paratransit passengers have 
downloaded the app and have used the app to set up alerts for upcoming trips, to cancel trips or to 
confirm location of an approaching vehicle. Now users of the mobile app will be able to schedule trips 
to already visited destinations in one’s travel history. LINK staff is in the process of disseminating the 
information to current passengers through various forms of communication mediums including over the 
phone communication, development of how-to videos, and updating the accompanying written user 
guides. Since the testing started in December 2022, at least 14 riders have booked over 300 trips using 
this new feature. 
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Financial Implications:  

An unaudited, preliminary total of $503,717.48 was spent for February’s ADA paratransit services, a 
decrease from the $530,161.25 spent in January.  

Fuel costs have slightly increased as demonstrated from the $34,759.20 spent for the month of January 
to a reported $38,974.76 spent in February.  

 

Recommendation:  

None, for Information only. 

Action Requested:  

None, for information only. 

Attachments:  

Attachment 1: February 2023 MOP *pre-audited 
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