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Executive Summary

Public transit is increasingly being recognized as an integral aspect of vibrant communities, as it
promotes social inclusion, sustainability, and access to community services. Public transit service
providers have a responsibility to provide an efficient and effective service for their
communities, and this responsibility necessitates that these organizations regularly monitor and
evaluate the service they are providing to ensure it is meeting the needs and expectations of
customers.

The term “public transit” is a general term for many different forms of transportation within
communities. When it comes to bus service, conventional transit serves the general population
and offers scheduled service that operates on fixed routes, while custom transit is provided on a
door-to-door basis to people whose disability prevents them from using the conventional fixed-
route service.

BC Transit provides both conventional and custom transit service in over 130 communities
across BC in collaboration with 59 local government partners. The custom transit service makes
use of BC Transit vehicles, taxis, and Taxi Supplement and Taxi Saver (discounted coupon)
programs (BC Transit, n.d. a, para. 6). BC Transit now refers to the suite of custom transit
services it provides as a “family of services” (2015, RFP 16.01, p. 11) available for those people
who are unable to use the conventional transit system, some or all of the time, due to a
permanent or temporary disability.

While BC Transit has dedicated tremendous resources and efforts to closely monitoring and
evaluating the performance of conventional transit systems, analysis of the efficiency and
effectiveness of custom transit service has been far less comprehensive. Presently, it is widely
accepted that evaluating and analyzing the success of custom transit systems is vital, but it is less
clear how this is best achieved.

As the population of seniors continues to increase and the percentage of the population living
with disabilities rises, the demand for custom transit service will also continue to grow at an
accelerating pace. If and when more resources are put into this specialized service, it is critical
that these resources are used as efficiently and effectively as possible; ultimately, this requires
having an understanding of which service delivery methods are preferred from both a quality and
cost perspective, and also possessing the tools to monitor the success of the service moving
forward.

This report seeks to answer the question: “How should BC Transit evaluate the efficiency and
effectiveness of its custom transit systems?” In addition, it sets out to answer the following
secondary research questions:

e What does an efficient and effective custom transit system look like?



e What are the key characteristics of a custom transit system from a quality (customer)
perspective?

e What is the optimal balance of qualitative and quantitative information, when evaluating
a custom transit system?

e What are optimal service delivery methods for BC Transit’s custom transit service?

e What is the future of this industry, and what does this mean for BC Transit?

Through the use of focus groups and interviews with key custom transit stakeholders, and an
extensive review of existing literature on custom transit service, key findings are presented, and
their implications for BC Transit are discussed.

Ultimately, a framework for monitoring and evaluating the efficiency and effectiveness of
custom transit systems is designed and presented, and the various measures and metrics
presented in the framework are discussed. In addition, this report highlights key industry trends,
which should be monitored and possibly considered for implementation by BC Transit. The
concept of “sharing economies” (Economist, 2013), which has received tremendous attention
over the past five or so years, holds huge potential for custom transit. Multiple custom transit
systems in the United States are trialing Uber or Lyft-type models, wherein Uber or Lyft cars are
used to provide transit service to customers, through a partnership with the transit agency (Lazo,
2016, para. 1). Many transit agencies are also looking at how they can encourage ride-sharing
through taxi or Uber service, as it is clear that ride-sharing is key in efficient service delivery.

Finally, this report sets forth recommendations for increasing the efficiency and effectiveness of
BC Transit’s custom transit systems. Consistently using the framework presented in this report to
monitor and evaluate transit system performance, and working towards a service delivery model
wherein every ride delivered via a dedicated custom transit vehicle is a shared ride, are two key
recommendations.
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Evaluating the Efficiency and Effectiveness of Custom
Transit Systems

1.0 Introduction

1.1 Defining the Problem

Every day, more than 50,000 people in Canada use custom transit services for their daily
transportation needs (Canadian Urban Transit Association, CUTA, 2016, p. 4). This specialized
service is essential for quality of life for those who need it, as it provides eligible customers with
mobility and access within their community, and opens up opportunities for social and economic
inclusion. As with any publicly provided service, it is prudent and necessary on the part of the
organization providing the transit service to ensure it is both efficient and effective.

The term “public transit” is an umbrella term for many different forms of community
transportation. When it comes to bus service, conventional transit serves the general population
and offers scheduled service that operates on fixed routes, while custom transit (known as
paratransit or demand-responsive transit in the United States) is provided on a door-to-door basis
to people whose disability prevents them from using the conventional fixed-route service. Under
the umbrella of custom transit are multiple service delivery methods including on-demand door-
to-door handyDART? service, which utilizes dedicated BC Transit vehicles and is supplemented
with taxicabs, and the Taxi Saver program, under which registered customers have access to
subsidized taxi fares. From the perspective of the rider, regardless of the type of public transit
they are using, “they just want to get from the origin to the destination in the fastest, cheapest
and most comfortable way” (Sarkozi & Horvath, 2016, p. 4).

Monitoring and evaluating a fixed-route conventional transit system is relatively straightforward
and well-practiced. Key performance indicators (KPIs), such as number of passenger rides per
hour, are monitored, feedback may be obtained via public engagement sessions or surveys, and
service experience evaluations, which make use of secret riders from within the transit agency,
may be utilized. Most of these traditional methods, however, do not directly lend themselves
well to custom transit for multiple reasons, including the fact that many custom transit users are
faced with cognitive and/or physical challenges that prevent them from providing qualitative
feedback via paper surveys or open houses; in addition, many of the KPIs used to monitor and

1 BC Transit spells “handyDART” with a lower-case h, while TransLink spells it with an upper-case H.



evaluate a conventional transit system are not relevant to custom transit, as the two services
follow very different service delivery models. In terms of conducting any type of on-board
performance evaluation, it is nearly impossible for employees of the transit organization to
inconspicuously ride on board a custom transit vehicle without being noticed by both operators
and passengers, as is commonly done on conventional transit, so other creative solutions must be
sought. Ultimately, many of the tools and processes that are used to monitor and evaluate
conventional transit systems require modifications in order to work for custom transit.

While BC Transit has traditionally used monitoring methods and measures developed for
conventional transit for custom transit as well, the use of custom transit-specific methods and
measures has been less comprehensive.

Moving forward, as the population of seniors continues to increase, the demand for custom
transit service will also grow. The number of seniors in Canada is forecasted to more than double
from 4 million in 2006 to between 9.9 and 10.9 million in 2036 (see Table 1) (Seider, 2013, p.
5). The Office of the Seniors Advocate (OSA), the independent body responsible for monitoring
and analyzing seniors’ services and issues in BC, states that 73 per cent of handyDART users are
65 years of age or older (OSA, 2016, p. 1). If and when more resources are put into this
specialized service, it is critical that these resources are used as efficiently and effectively as
possible; ultimately, this requires having an understanding of which service delivery methods are
preferred from both a quality and cost perspective, and also possessing the tools to monitor the
success of the service moving forward.

TABLE 1: NATIONAL POPULATION ESTIMATES FOR 2006 AND 2036

POPULATION (IN MILLIONS) 2006 2036
Mumber of people in Canada 309 438
Mumber of people with disabilities* 4.4 TT-87
Mumber of seniors, 65 years and older 4.0 §.9-109
Mumber of seniors with disabilities 13 46-5.1

! Note: These figures represent the entire disabled population, not solely the mobility restricted portion.

Source: Seider, 2013, p. 5

1.2 Project Client

The client for this research project is Brian Anderson, BC Transit’s Vice President of Operations
and Chief Operating Officer. Assuming his role in March 2014, Mr. Anderson is responsible for
strategic oversight of the expansion and deployment of public transit services across the 130
communities served by the organization (BC Transit, n.d.c, para. 5).

This project is important and relevant to BC Transit and to the transit industry in general as the
demand for custom transit continues to grow, and as this happens, the costs associated with this



specialized service simultaneously increase. From a cost perspective, custom transit service is a
very expensive service, especially when compared to conventional transit. In 2012, CUTA
reported that the average cost per passenger for custom transit service was $25.75, while the cost
per passenger on conventional transit was $3.31 (Seider, 2013, p. 8). In order to ensure that
taxpayer dollars are being used as prudently and effectively as possible, it is important to ensure
that the performance of custom transit systems is being monitored, from both an efficiency and
effectiveness perspective.

The Operations team, including Transit Planners, Regional Transit Managers and the COOQ, at
BC Transit will benefit from this research.

1.3 Project Objectives and Research Questions

The purpose of this project is to create a framework for monitoring the efficiency and
effectiveness of BC Transit’s custom transit systems. Ultimately, this report will answer the
question: “How should BC Transit evaluate the efficiency and effectiveness of its custom transit
systems?”” In order to answer this question, both “efficient” and “effective” must be defined in
terms of what they mean for custom transit service. For the purpose of this research, “efficient”
will be defined as “the quantity of the output generated as a function of the inputs to the system”
(Fu, Yang & Casello, 2007, p. 115). In other words, efficiency is the number of custom transit
trips provided as a function of the resources (costs) being put into the transit system. Throughout
this report, “effective” will be defined as “the degree to which the outputs produced by the
system meet the requirements of the users” (Fu, Yang & Casello, 2007, p. 115). In simpler terms,
effective means the degree to which custom transit users are satisfied with the service provided.

The most valuable and useful KPIs for monitoring and evaluating the success of a custom transit
system will be discussed, and industry benchmarks will be provided. There are many different
options for delivering custom transit service, some of which BC Transit is currently using, and
some of which they are not. These service delivery options will be explored, and their potential
efficiency and effectiveness will be evaluated.

This report will also seek to answer the following secondary research questions:

e What does an efficient and effective custom transit system look like?

e What are the key characteristics of a custom transit system from a quality (customer)
perspective?

e What is the optimal balance of qualitative and quantitative information, when evaluating
a custom transit system?

e What are optimal service delivery methods for BC Transit’s custom transit service?

e What is the future of this industry, and what does this mean for BC Transit?



To ensure that a holistic, long-term approach is taken in developing this framework, the
framework set forth in this report will utilize a Balanced Scorecard approach. Through using
Robert Kaplan and Peter Norton’s Balanced Scorecard method, the following four perspectives
will be thoroughly analyzed: the financial perspective, customer perspective, the internal
perspective and the learning and growth perspective (Harvard Business Review, 2014). The use
of this framework ensures that both qualitative and quantitative data are used when monitoring
and evaluating a custom transit service, as it is clear that both types of information are critical.

1.4 Organization of Report

The remaining sections of this report will provide:

additional background on BC Transit and custom transit services;

an overview of the existing literature on the topic of evaluating and monitoring custom transit
systems, as well as service delivery models and trends;

a Conceptual Framework, which graphically depicts the goals of the research;

a section outlining the methodology used to conduct the research;

a brief overview of the limitations of the research;

a Findings section, which presents the results of the primary research;

a Discussion section, which provides an overview of what the Findings mean for BC
Transit’s custom transit service; and

recommendations for evaluating the efficiency and effectiveness of BC Transit’s custom
transit systems, along with recommendations surrounding service delivery strategies and the
provision of an efficient and effective service.



2.0 Background

BC Transit is the provincial crown agency responsible for providing public transportation
services throughout the province of BC, outside of Greater Vancouver. The organization
provides both conventional and custom transit service in over 130 communities across BC in
collaboration with 59 local government partners, including the Victoria Regional Transit
Commission and regional hospital districts (BC Transit, n.d.b, para. 5). Over the past 30 years,
BC Transit has made large-scale changes and enhancements to the way custom transit services
are delivered, and to the overall accessibility of its transit systems (2015, RFP 16.01, p. 11). In
addition to most conventional buses now being low-floor and accessible for people using
mobility aids, the custom transit service makes use of vans, minibuses and taxis for dial-a-ride
and door-to-door handyDART service, complemented by contracted Taxi Supplement and Taxi
Saver (discounted coupon) programs (BC Transit, n.d.a, para. 6). BC Transit now refers to the
suite of custom transit services it provides as a “family of services” (2015, RFP 16.01, p. 11)
available for those people who are unable to use the conventional transit system, some or all of
the time, due to a permanent or temporary disability.

In most communities throughout the province, transit is provided through a partnership between
BC Transit, the local government and a contracted operating company. The contracted operating
company is selected through a public Request for Proposal (RFP) process (BC Transit, n.d.e,
para. 11). In collaboration with local government staff, BC Transit evaluates each proposal,
considering factors such as the company’s plan for operations, asset maintenance, facilities, staff
management, environmental protection, and customer service (BC Transit, n.d.e, para 12).

When evaluating proposals, costs are also considered, with the goal of selecting the proposal that
presents the best value for money (BC Transit, n.d.e, para 12).

Under BC Transit’s legislated funding formula, the Province of BC funds 66.69% of custom
transit service, while the local government partner funds the remaining 33.31% (BC Transit,
n.d.e, para. 4). As it is the contracted operating company that is directly providing the service, it
is imperative that BC Transit monitor the efficiency and effectiveness of the service being
provided by the contractor; furthermore, from a contract management perspective, it is critical
that there are documented performance reviews, especially when it comes time for contract
renewals or extensions.

Under the British Columbia Transit Act, BC Transit is designated to provide public transit
services. It states:

The purposes and objects of the authority are:

(a) to plan, acquire, construct or cause to be constructed public passenger transportation systems
and rail transit systems that support regional growth strategies, official community plans and the
economic development of the transit service areas,



(b) to provide for the maintenance and operation of those systems, and

(c) with the approval of the minister, to pursue commercial opportunities and undertake or enter
into commercial ventures in respect of those systems and the authority's assets and resources
(British Columbia Transit Act, 1996, sec. 3).

Section 11 of the British Columbia Transit Regulation sets forth who is eligible for custom
transit, stating:

The following persons are designated as eligible for custom transit service:

(a) persons with disabilities as defined under the Disability Benefit Programs Act;

(b) persons who have a disability, either permanent or temporary, confirmed by a medical
practitioner, that is sufficiently severe that the person is physically unable without assistance to
use conventional transit service (2015).

BC Transit presently provides handyDART service in over 20 communities throughout BC.
Under the handyDART program, customers can book either subscription trips, which are
scheduled once a week or more at the same location and time for an extended period, or
reservation trips which are one time or occasional trips scheduled on a first-to-call basis (BC
Transit, n.d.d, para. 3).

Since the 1970’s, many transit agencies, including BC Transit have been partnering with taxi
companies to supplement their custom transit service with subsidized taxi rides (Transportation
Research Board [TRB], 2012, p. 2). In addition to handyDART, BC Transit makes use of taxis
for custom transit service via two programs: The Taxi Supplement program is used for service
delivery by the custom transit contractor. Under this program, the customer service agent
dispatches a taxi to provide the trip when a custom transit van or bus is not available, and the
customer pays a standard custom transit fare. BC Transit’s Taxi Saver program is also available
to all permanently registered custom transit users, within all communities that offer this program.
The Taxi Saver program makes use of vouchers that provide a 50% subsidy towards the cost of
the taxi ride (BC Transit, n.d., para. 1), and users are responsible for booking their own taxi
rides. From strictly an efficiency/cost standpoint, the use of the Taxi Saver program is preferable
to BC Transit, as the Taxi Saver program offers a 50% cost recovery, while a customer pays a
standard handyDART fare (usually approximately $2) when the transit agency dispatches them a
cab via the Taxi Supplement program. For this reason, users may prefer the Taxi Supplement
program.



3.0 Literature Review

3.1 Introduction

Richard Race recommends that a “number of reviews of different aspects of literature have to
take place before a coherent research project can begin” (2008, p. 488). There are few scholarly
sources that focus specifically on monitoring and evaluating the efficiency and effectiveness of
custom transit systems; however, when a broad scan is conducted, as Race recommends, many
different sources of information emerge. In addition to some literature on innovative service
delivery methods being used in Europe, there is a significant amount of literature on American
paratransit service, although much of it is outdated (a lot coming from the 1970’s, 1980’s and
1990s). Since 1989, much of the literature has surrounded the evolution of paratransit since the
introduction of the Americans with Disabilities Act (ADA), officially introduced in 1990. A few
Canadian transit organizations, namely CUTA, provide Canadian perspectives and research on
custom transit; however, there is a gap in the literature when it comes to providing any kind of
framework for monitoring and evaluating the efficiency and effectiveness of these systems,
using both qualitative and quantitative data. The literature included in the following sections was
chosen as it all supports answering the primary and secondary research questions.

3.2 Custom Transit and Disability Legislation

The ADA is the Act that most Canadian transit service providers turn to for standards and
“promising practices” (Leseure, Joachim, Birdi, Neely & Denyer, 2004, p. 170). The public
transit divisions of this Act “call for mandatory accessible fixed-route systems and comparable
complementary [custom transit] services for individuals with disabilities who cannot use
accessible fixed-route services” (TRB, 1998, p. 3). While the ADA has been overwhelmingly
successful in ensuring people with disabilities have equitable access to public transit services, it
has also been problematic for the public transit industry in the USA, and anywhere else that turns
to it for guidance, as implementation of ADA paratransit provisions have increased
administrative and operational expenses (TRB, 1998, p. 3), while the ADA did not provide
funding for these increases. Simultaneously, the demand for custom transit service continues to
grow (TRB, 1998, p. 3). Numerous reports highlight the fact that ADA compliance has increased
pressures to control costs while meeting the increasing service demand, and that many transit
agencies are evaluating and reconsidering their service delivery methods, given their constrained
abilities to raise revenues (TRB, 1998, p. 8; Min, 2009, p. 1; Lave & Mathias, p. 1). These
articles are valuable to the research as they present ways in which transit agencies are attempting
to find efficiencies to slow cost growth, while still maintaining effectiveness.

3.3 Custom Transit in Canada

Similar to the ADA, the Access for Ontarians with a Disability Act (AODA) is Ontario’s
provincial disability legislation, and it is a Canadian source of custom transit promising practices



(AODA, 2014). Currently, a non-partisan organization called “Barrier-Free BC” is advocating
for the enactment of a British Columbians with Disabilities Act, which would set forth
regulations surrounding people with disabilities and public transportation in BC (Barrier-Free
BC, 2016, para. 1). This movement is critical for the future of custom transit in BC, as
provincial disability legislation would alter the way in which transit agencies deliver and
evaluate their service. Some KPIs would likely alter from being “monitoring tools” to “legal
requirements.”

Individual transit organizations and CUTA provide a large number of reports annually. CUTA
refers to custom transit as “specialized transit” (Seider, 2013, glossary), and it is most often
discussed under the wider umbrella of “accessible transit” (Seider, 2013, Glossary). In
recognition of the rapidly growing seniors’ population in Canada, CUTA published an in-depth
report in 2013 highlighting the range of economic and social benefits of making transit
accessible (2013). This CUTA report is fundamental to the research as it highlights the
increasing focus on providing efficient and effective custom transit services, and the most
common service delivery methods in Canada. While it is a rapidly growing service, with rapidly
increasing demand, the literature on evaluating the efficiency and effectiveness of custom transit
systems in Canada has not kept up. In April 2013, CUTA also released an Issue Paper which
outlines the current fundamental challenges to accessibility, and the opportunities to improve
transit service for people with disabilities (CUTA, 2013, pp. 1-2). While this CUTA paper
emphasizes the “effectiveness” elements of custom transit service, this must also be balanced
with efficiency, as emphasized throughout this report.

In February 2017, the OSA released a report entitled “Moving in the Right Direction” that
summarizes the results of a province-wide survey that was sent to all handyDART registrants in
BC (which captures both BC Transit and TransLink handyDART customers) (OSA, 2017). This
survey looked at handyDART service aspects such as the booking process, ride availability, cost,
rider familiarity with services and ride experience (OSA, 2017, p. iii). Ultimately, this survey
found that a high proportion of respondents are satisfied with the overall quality of handyDART
services but the report also highlights key areas for improvement (OSA, 2017, p. 4).

The most resounding message from this report for BC Transit and TransLink is the customer’s
perception that taxicabs generally do not deliver the same level of customer service and safety as
dedicated custom transit vehicles do (TRB, 2012, p. 24). Furthermore, when it comes to Taxi
Supplement, the report highlights that often a custom transit customer is not aware that a taxi
(rather than a BC Transit vehicle) has been dispatched to provide their ride (OSA, 2017, pp. 28-
29). Finally, another key complaint noted by survey respondents is that many custom transit
riders do not know exactly when their ride is coming, so can be left waiting for long periods of
time (OSA, 2017, p. 6).



3.4 Custom Transit Monitoring and Evaluation

Specific to the scope of this project, the ADA emphasizes the importance of close performance
monitoring, especially when the service is being provided by private operating companies
(Disability Rights Education and Defense Fund, 2010, p. 14). As highlighted in the Disability
Rights Topic Guides on ADA Transportation, “careful, thorough monitoring of [custom transit]
service is critical” and “monitoring should go well beyond reliance on contractor reports”
(Disability Rights Education and Defense Fund, 2010, p. 14).

To add a Canadian perspective, Transport Canada released a 2012 report entitled Improving Bus
Service. Within this report, there is a section on project monitoring and evaluation (Transport
Canada, 2012, pp. 57-61). While the section focuses on monitoring and evaluating transit
projects, rather than transit systems as a whole, the framework and tips lend themselves well to
the objectives of this report. Monitoring is defined as “a continuous and ongoing process of
observing and collecting information, using indicators to gauge [success] and compare it with
expected performance. Regular monitoring assesses progress and allows the timely identification
of successes or failures” (Transport Canada, 2012, p. 58). Ultimately, monitoring should support
planning, improve decision making, enable benchmarking, ensure accountability for actions and
results, and provide a basis for corrective action (2012, p. 58). While this literature discusses
monitoring and developing benchmarks, which is done primarily in transit systems that are
growing, it does not address how best to monitor the performance of a mature system using
industry benchmarks; however, monitoring performance against established benchmarks is
discussed in a 2016 CUTA report, as outlined below.

Transport Canada compares monitoring to evaluation, and explains that evaluation, “uses
information from monitoring to analyze the process, programs and projects to determine if there
are opportunities for changes and improvements” (Transport Canada, 2012, p. 58). In the
evaluation stage, it is determined whether or not actions are meeting strategic objectives
efficiently and effectively (Transport Canada, 2012, p. 58). Ultimately, evaluation should
generate “lessons learned”, it should foster policy change, ensure accountability, provide
information to funders and stakeholders and it should improve strategic planning (Transport
Canada, 2012, p. 58). This report sets out to provide a robust monitoring framework for
evaluating the efficiency and effectiveness of custom transit systems. As highlighted by
Transport Canada, a monitoring framework should incorporate and combine quantitative
measures with more qualitative techniques (2012, p. 59).

In a 2016 report entitled “Specialized Transit: Services Industry Practices Review”, CUTA sets
forth 15 key operational topics specific to custom transit (CUTA, 2016, p. 5). For each of these
topics, industry benchmarks are provided, where appropriate. These benchmarks are fundamental
to this research, as they provide a standard that transit agencies can measure themselves against
when monitoring and evaluating the service they are providing. In addition, these benchmarks
are specific to the Canadian custom transit industry.



A report, specific to the USA, was released in 2000 entitled “State of the Art Paratransit” (Lave
& Mathias, 2000). This study explores the ways in which [custom transit] services are evolving,
in order to be more cost effective and meet the ADA requirements (Lave & Mathias, 2000).
Looking at numerous aspects of custom transit service, including service delivery methods,
scheduling and dispatching practices, management options, technology, vehicles and
coordination among providers, the report holds that “as [custom transit] budgets continue to
consume a larger share of public transit funds, policy boards and managers will feel a greater
urgency to know how much better [custom transit] could perform. This need will eventually lead
to the comprehensive research necessary to develop standards in the [custom transit] industry”
(Lave & Mathias, 2000, p. 6).

In 2006, the City of Santa Rosa hired the transportation consultants at Nelson\Nygaard to
conduct a review of their custom transit operations. In particular, they asked them to “Advise the
City concerning better methods to monitor the performance and compliance of its paratransit
system” (Nelson\Nygaard, 2006, p. 1). The transit contract required the contractor to supply all
custom transit vehicles with customer comment forms, and to submit these daily to the City; in
addition, the contract required that the City’s Customer Comment Line phone number be
displayed prominently inside all vehicles (Nelson\Nygaard, 2006, p. 5). The consultants at
Nelson\Nygaard noted that on the City of Santa Rosa’s custom transit vehicles, the phone
number was usually too small for seniors or anyone with vision impairments to see from a
distance; furthermore, they noted that requiring the customer to hand in a comment form to the
driver, who would see the comments, would likely discourage a customer from taking this action
(Nelson\Nygaard, 2006, p. 5). Ultimately, Nelson\Nygaard recommended that “the process of
filing comments should be as easy as possible, and should not require interaction with provider
staff. The comment phone number should be posted inside every vehicle in numbers clearly
visible from the back of the vehicle. Comment cards should always be available in every vehicle
and should be placed where customers can reach them without assistance from driver. The cards
should be pre-addressed and postage-paid for mailing to the City, and customers should be
encouraged to send them to the City directly. Operating a vehicle without this signage or a
supply of comments cards should be considered a contract violation” (Nelson\Nygaard, 2006, p.
11).

3.5 Custom Transit Service Delivery Methods and Trends

The idea of being more innovative with custom transit service delivery trends was first explored
in-depth in 1974 in the book, “Para-Transit: Neglected Options for Urban Mobility” (Kirby,
Bhatt, Kemp, McGillivray & Wohl, 1974).Through cases studies, these authors discussed ways
to make the service, for which demand was quickly increasing, more efficient (Kirby, Bhatt,
Kemp, McGillivray & Wohl, 1974). This book is significant to the research as it was the first to
look critically at service delivery methods and consider how service delivery could be improved
from both an efficiency and effectiveness standpoint.
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In 2010, Nelson\Nygaard was hired to conduct a review, and subsequently produce a report, on
25 of BC Transit’s paratransit and custom transit systems (Weiner, 2010, p. 1). While this
information in somewhat dated, it is still useful background information for this report, and many
of the recommendations contained in the report are still valid today. In specific, it found that
many of BC Transit’s custom transit systems are operating at extremely high percentages of
subscription trips, (recurring trips) (Weiner, 2010, p. 1). Ultimately, this means that it can be
very difficult in some systems for people to get occasional reservation (one-time) trips for
appointments, shopping or whatever else they need to do. While subscription trips increase
efficiency, they can reduce effectiveness of the service.

In 1998, a study by the TRB reviewed the different contracting strategies and service delivery
methods being used within the USA (TRB, 1998). Of the 28 transit agencies reviewed in the
report, almost all contract out some or all of their custom transit service to private sector
organizations (TRB, 1998, p. 1). The report also found that “rising demand has increased the use
of multiple private operators, while there is a decreased use of [not-for-profit] providers in the
communities surveyed” (TRB, 1998, p. 1). While there is a tendency to use private sector
contractors, the survey revealed that “there is a growing tendency to bring some of the program
responsibilities in-house” and “an increased number of transit agencies are handling their own
reservation and scheduling to control demand, and have implemented performance standards,
incentives, penalties and monitoring practices to control quality” (TRB, 1998, p. 1). Among the
transit agencies that responded to the TRB study, exclusive in-house operation was the least
preferred service delivery method, with only 14 per cent operating in this manner (TRB, 1998, p.
10). In addition, in order to deliver a cost-effective service, some public organizations and
private companies have reached agreements with their transit unions to create separate positions
for custom transit drivers that allow for lower wages for this type of transit service (TRB, 1998,

p. 9).

The TRB report holds that whenever contractors are being used to provide custom transit service,
it is essential that their performance be monitored on an on-going and frequent basis to ensure a
quality service is being provided, and that contract terms are being adhered to (TRB, 1998, p.
18). According to the results of the TRB’s 1998 survey, the “level of [contractor] monitoring
appears to increase with transit agency size” (TRB, 1998, p. 18). Table 2 demonstrates the
number of transit agencies that used each method to ensure compliance with contract terms.
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TABLE 2: METHODS TO ENSURE CONTRACTOR COMPLIANCE WITH
CONTRACT TERMS

MNumber of Small/Small-  Number of Medium- MNumber of Large
Urban Transit Agencies  Size Transit Agencies  Transit Agencies
Method Responding (N=4) Responding {M=6) Responding {W=%)
Audits 5 B
Customer Survevs
DOT Section 15 Data
Monthly Management Performance Reports
Random Phone Calls
Lnannounced ¥V isits
Undercover Rides
Vehicle-Maintenance Records

e e LA e e

i i i Pl D d lad 3

LA b D e DR O LA

Source: TRB, 1998, p. 18

All transit agencies that responded to the TRB’s survey noted that they require monthly
performance reports and periodic reviews of vehicle maintenance records, while others require
weekly reporting (TRB, 1998, p. 18). In larger transit agencies, staff may make periodic
unannounced field visits and ride along with drivers to observe quality and performance (TRB,
1998, p. 18). Almost all transit agencies randomly call passengers or disseminate questionnaires
(TRB, 1998, p. 18).

Similar to the contracting strategies, the innovative ways that transit agencies are finding to
deliver custom transit service efficiently and effectively via taxicab partnerships holds valuable
insights for the future of custom transit service delivery.

TransLink, the transit agency responsible for providing transit service in Metro Vancouver,
conducted a pilot program in 2013, which explored the viability of expanding the use of taxis
within their custom transit system (TransLink, 2014, p. 1). While the agency found that it was an
effective way to deliver service, the report also emphasizes that diligent training, rigorous
contracts and policy communication are key to ensuring the service delivered meets the
customer’s needs and expectations (TransLink, 2014, pp. 4-5).

The TRB also highlights the prevalence of “user-side subsidy programs” under which eligible
passengers buy scripts or vouchers at a reduced rate from the transit agency to pay for a form of
custom transit service, such as a taxi ride (1998, p. 7). User-side subsidy programs are most often
used to supplement other custom transit services, and they are most effective for trips that are not
easily grouped, and/or for trips in rural areas (TRB, 1998, p. 7). To eliminate the use of paper
vouchers as well as to make the process more user-friendly and less resource-intensive, some
transit organizations have moved towards using “Smart Card” systems (TRB, 2012, p. 29). As an
example, the Cityride program in Los Angeles replaced their previous coupon system with a
Smart Card system in 2010 (Ibid). Now, participants can purchase up to $42 worth of credit each
quarter for $21 (TRB, 2012, p. 29). The Cityride customer is then required to hand the card to the
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driver immediately when they get into the taxi, along with government-issued ID (LA Dot
Transit, n.d., para. 5). The driver swipes the card at the beginning of the trip, to verify the
amount on the card, and then swipes it again at the end of the journey, at that point charging the
card (Ibid). The customer receives a receipt showing the value left on the card, and the funds on
the card cannot be used as a tip (LA Dot Transit, n.d., para. 5).

In addition to using taxis to deliver some or all of the custom transit rides, some transit agencies
(primarily in the USA) are currently trying out Uber-type models. As this is still in early stages,
literature on this topic is primarily in the form of news articles. In September 2016, the
Washington Post published an article about a partnership between Uber, Lyft and the
Massachusetts Bay Transportation Authority (Lazo, 2016, para. 1). There, the Massachusetts
Bay Transit Authority is partnering with Uber, providing a $13 subsidy towards an Uber trip for
all eligible custom transit riders (Shared Use Mobility Centre, 2017, slide 65).

According to Paige Tsai, Transportation and Research Policy Associate with Uber, “Uber and
transit are doing together what neither could have done alone” (Shared Use Mobility Centre,
2017, slide 48). Uber is currently partnering with transit agencies across the USA in many
different shapes and forms, and in all of these cities, it is complementing the existing transit
service by extending the reach of public transit, increasing mobility options in underserved
communities, and further reducing congestion and pollution (Shared Use Mobility Centre, 2017,
slide 48).

Uber recognizes that public transit, including custom transit, is most efficiently delivered via a
shared ride model. In response to this, Uber has launched “UberPool” in numerous cities around
the world (Shared Use Mobility Centre, 2017, slide, 52). Via smartphone GPS technology,
UberPool groups trips together based on pick-up and drop-off locations, and the passengers in
the vehicle share the cost of the ride, while only adding a few minutes on to their total trip time
(Shared Use Mobility Centre, 2017, slide, 52). The UberPool functionality and model holds large
implications for the future of custom transit service, as efficiently and effectively delivering
shared rides is the key to providing this specialized transit service, and this is exactly what Uber
is setting out to do.

As Uber uses personal vehicles to deliver rides, concerns are regularly being raised over the
safety of Uber and Uber-like services. In 2016, a UK study revealed that “Uber drivers were
accused of 32 rapes and sex attacks on London passengers over the past year” (Samuels, 2016,
para. 1). The article also reports that, within the USA, “a succession of sexual assault claims
against Uber drivers has damaged the company’s reputation of being ‘the safest ride on the
road’” (Samuels, 2016, para. 5).

In response to the on-going safety concerns, Uber is constantly taking steps to attempt to
improve the safety of its customers (Shared Ride Mobility Centre, 2017, slide 56), including
facial matching technology that confirms that the driver using the app matches the account on
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file, and confirming the license plate of the car arriving, so that people know they are getting in
the correct vehicle.

Within Canada, Uber is available in both Ontario and Alberta, and both of these provinces have
approved insurance policies specific to Uber drivers (Owram, 2016b, para. 1). This coverage
applies from the moment a driver accepts a ride request to the time the passenger exits the
vehicle (Owram, 2016b, para. 3). In the absence of ridesharing insurance policies, Uber drivers
face dangerous gaps in insurance coverage when delivering service. As the literature highlights,
Uber is currently trying to encourage provinces to work together and agree to standard rules and
regulations to prevent a “patchwork of municipal regulations that could raise costs for the
company and its drivers” (Owram, 2016a, para. 1).

Although not yet a threat in BC, a 2016 Transportation Research Board report highlights the fact
that many custom transit agencies in the Unites States are feeling the effects of app-based ride
services, such as Uber or Lyft, in that the arrival of these services in a community is impacting
existing taxicab markets by luring away taxi drivers (Ellis, 2016, p. 3). Ultimately, if taxicabs
have been used to provide custom transit service, Uber and Lyft are negatively impacting the
supply of taxis available for this service.

The driver qualification requirements differ between provinces as well, and currently, Uber in
Toronto requires a background screening, consisting of a criminal record check and a review of
driving records (Uber, 2016b). In Edmonton, the driver qualification screening is more in-depth
and in order to drive for Uber, a class 4 license is required. In order to obtain this kind of license,
a medical exam, road test and knowledge test are required (Uber, 20173).

Multiple studies have looked at sources of efficiency of custom transit systems. Advances in
technology, including automatic vehicle location (AVL), digital telecommunication and
computers have been considered to provide custom transit systems with opportunities to improve
the productivity and reliability of the service, ultimately improving overall efficiency (Fu, 2002,
p. 1). In 2002, Fu conducted a simulation study to investigate the differences in operational
performance between a custom transit system using AVL and one not using AVL, with the
assumption that a system with AVL has increased flexibility in dynamic scheduling, where
dynamic scheduling means that a vehicle is able to be diverted enroute by a dispatcher to a new,
more efficient, location (Fu, 2002, pp. 301-303). Ultimately, the study revealed that “the AVL
benefit due to increased flexibility in dynamic scheduling is highly case-dependent. The
observed productivity gain ranged from -2.5 per cent to +8.8 per cent, with an average
productivity increase of 2-4 per cent” (Fu, 2002, p. 306).

In 2007, Fu, along with two other researchers, published a report which evaluates the efficiency
levels of individual [custom transit] systems in Canada, with the objective of identifying the
most efficient transit agencies, and pinpointing where this efficiency comes from (Fu, Yang &
Casello, 2007, p. 1).
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In 2006, Helsinki, Finland adopted an innovative custom transit scheduling software, known as
Ecolane Demand Response Transportation (DRT), which virtually eliminates the need for
schedulers and dispatchers, and schedules all trips in real time (Larsen & Poykko, 2007, p. 1).
The DRT system is ground-breaking in that it provides reservations, dispatching and scheduling
for the transit system, and it was specifically chosen as it automates many of the processes
usually done by humans (Larsen & Poykko, 2007, p. 1). The City of Helsinki offers custom
transit 24 hours a day, 7 days a week, 365 days a year via its 60 dedicated fleet vehicles, and a
reserve fleet of taxis. Customers call into a call centre, where their phone number is
automatically recognized and their profile is brought up; with this information readily available
to the agent, the customer requests a pick-up time (2007, p. 2). Via the scheduling technology,
the trip is scheduled in real-time, and the entire booking process is usually complete in 30
seconds or less (2007, p. 2). All of the sixty custom transit vehicles, as well as the dedicated
taxis, are equipped with Mobile Data Terminals (MDTSs), which continuously report back
information to the scheduling server (2007, p. 2). As outlined by Larsen and Poykko, several
processes occur when a trip is booked:

1) The scheduling algorithm is constantly looking for the most efficient and effective
schedule

2) The trip is sent to the vehicle MDT for acceptance

3) The driver must respond within a specified time

4) Once the first vehicle either rejects the trip or does not respond, it is sent to another
vehicle (2007, p. 2).

Ultimately, the scheduling of trips is continuous and happens in real-time, eliminating the need
for the creation of manifests (2007, p. 3). Only supervisory staff are able to make scheduling
changes manually (2007, p. 4).

This innovative use of technology represents a very different service model than is commonly
being used in North America, as it has eliminated the roles of dispatchers and schedulers;
furthermore, nearly 100% of the trips are scheduled less than 16 hours in advance (2007, p. 3).

There are multiple trends and innovations which are beginning to have an impact on custom
transit operations around the world, especially in larger cities. As these trends become
mainstream and more findings are available to prove their value, it is likely that their use will
expand to more transit systems in all different sizes of communities.

3.6 Literature Review Conclusion

The existing literature on custom transit performance monitoring and evaluation is limited,
especially when searching for anything specific to Canada; however, as this type of specialized
transit is becoming a growing focus of transit agencies, organizations such as CUTA and the
Transportation Research Board are producing more literature that looks specifically at this area.
Since the 1990’s, the introduction of the ADA has been the key driver of literature that looks at
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different custom transit service delivery methods, and possible ways to increase service delivery
quality and efficiency.

When it comes to monitoring and evaluating custom transit service, and ensuring that an efficient
and effective service is being provided, industry cooperation and the use of industry benchmarks
will become increasingly important, as will finding effective methods of gathering feedback
from stakeholders.

To increase efficiency, taxicabs have been used to supplement existing custom transit service;
however, as highlighted in the literature, this practice comes with safety concerns, as many taxi
drivers do not provide the same level of specialized service as would be provided in a custom
transit vehicle. Moving forward, it seems likely that the practice of using taxicabs to supplement
custom transit will continue, but methods of ensuring proper driving training and policy
compliance, such as ensuring robust contracts are in place, will become increasingly necessary.

More recently, the introduction of app-based transportation services such as Uber and Lyft have
revitalized custom transit service delivery innovation, and a few larger transit agencies are
trialing custom transit specific partnerships with Uber, embracing the boom of sharing
economies. Ridesharing services come with many challenges, such as insurance and driver
qualification issues; however, as it seems as though these innovative transportation services are
here to stay and they offer tremendous efficiencies for the custom transit industry, the transit
industry will likely continue to seek creative solutions to make this a workable service delivery
option for custom transit option.
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4.0 Conceptual Framework

The W.K. Kellogg Foundation recommends the use of a Logic Model to ensure that program
evaluation is done effectively (W.K. Kellogg Foundation, 2004, p. 1). A Logic Model is
described as a “way to present and share your understanding of the relationship among the
resources you have to operate your program, the activities you plan and the changes or results
you hope to achieve” (W.K. Kellogg Foundation, 2004, p. 1). While this report is not precisely
evaluating a specific program, it is focusing on how to best to monitor and evaluate an existing
program, and it will look at what method(s) of program operation best supports an efficient and
effective service. The Kellogg Foundation’s Logic Model can be adapted, as shown in Figure 1,
to describe the existing sequence of activities and the research being conducted, and how these
will lead to answering the research question at hand.
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5.0 Methodology

This project analyzes qualitative information obtained through interviews and focus group
sessions with key stakeholders. The use of focus groups and interviews allowed the researcher to
obtain invaluable first-hand information from the following stakeholder groups:

e EXisting custom transit users

e Custom transit funding bodies (local and provincial governments)
e Transit agencies

e Subject matter experts

The use of focus groups was chosen as they generally work well for this type of social research,
allowing the researcher to “obtain detailed information about attitudes, opinions, and preferences
of selected groups of participants” (Trochim & Donnelly, 2008, p. 148). Ultimately, as this
research argues that qualitative data is essential in evaluating a custom transit system, it was
necessary for the researcher to obtain input from the users of the service. As explained by Anita
Gibbs of the University of Surrey, “the main purpose of focus group research is to draw upon
respondents’ attitudes, feelings, beliefs, experiences and reactions in a way in which would not
be feasible using other methods” (1997, para. 3).

The results of the interviews and focus group sessions ultimately informed the creation of the
monitoring and evaluation framework set forth in this paper. The framework is based on a
Balanced Scorecard approach, which balances traditional quantitative measures of performance
with qualitative methods and KPIs (Balanced Scorecard Institute, 2017, para. 1).

5.1 Ethics

Prior to beginning this project, an application outlining all of the details of the research was
submitted to the University of Victoria Human Research Ethics Board (HREB). This application
included details on recruitment methods for research participants, data collection methods,
incentives and reimbursements offered to potential participants, how consent would be obtained,
how anonymity and confidentiality would be guaranteed and how data would be used and
disposed of. The HREB approved the research on January 26, 2017. A copy of the Certificate of
Approval can be found in Appendix 1.

5.2 Focus Groups

Three focus group sessions were held with the Accessible Transportation Advisory Committee in
Victoria, with BC Transit staff, and with the Kelowna Accessible Transit Advisory Group. Both
the Kelowna Accessible Transit Advisory Group and the Accessible Transportation Advisory
Committee in Victoria are made up of existing custom transit customers and advocates from the
disabilities community. The focus group session which was held with BC Transit staff consisted
of employees whose work involves custom transit service delivery.
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In order to recruit members of the Victoria Accessible Transportation Advisory Committee and
the Kelowna Accessible Transit Advisory Group for the focus groups sessions, emails were sent
to the Chair of the Committee, informing them of research project, using a standard recruitment
script (Appendix 2). The Committee Chair then asked committee members if they would be
willing to participate in a focus group session, and they disseminated consent forms (Appendix
3) to all potential participants. Prospective participants were given adequate time to assimilate
the information provided, pose questions to the researcher, and discuss and consider whether or
not they would be willing to participate. If they decided to participate, they signed the consent
form and returned it to the Committee Chair, who passed it back to the researcher. A meeting
date, time and place for the focus group session was then set. Prior to the focus group session,
the researcher ensured consent forms had been submitted for all participants. Initially, 24 people
were contacted from the Victoria Accessible Transportation Advisory Committee, and 6
participated in the focus group session, while 9 people from the Kelowna Accessible Transit
Advisory Group were contacted, and 4 people participated in the research via a focus group.

For recruiting employees of BC Transit to participate in the focus group session, the same
process as above was followed, except for the fact that it was the researcher that communicated
with prospective participants, directly sending them the recruitment script and consent form. A
total of 10 people were invited to participate in the BC Transit focus group, and 7 people ended
up attending the session.

Focus group questions are in Appendix 4.

5.3 Interviews

To inform the research, a total of six interviews were conducted. (Seven people were contacted
for interviews, and six agreed to participate.) Two interviews were conducted with employees of
other Canadian transit agencies, two interviews were conducted with local and provincial
government representatives, and two interviews were held with industry experts who work as
consultants. Participants were chosen as they expressed interest in participating in the research,
because the agencies they currently or previously worked for have similar service delivery
models to BC Transit, and because the participants hold particular expertise in the custom transit
industry. For the purpose of this research, it was critical that both provincial and local
government staff were interviewed, as they are the funding partners of custom transit service
under BC Transit’s model, and they also routinely receive feedback on the service from the
public.

Interview participants were offered the option of remaining anonymous or having their
contributions recognized by name, with proper citations. The following interview participants
gave permission for their names to be used within the report:

e Richard Weiner, Principal, Nelson\Nygaard Consulting

e Mike Zbasrky, Manager of Transit and Sustainability, Comox Valley Regional District
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e Peter Murray, Research Officer, Ministry of Transportation and Infrastructure
e Lorna Stewart, Director, Trestle Consulting

In addition to those named above, an interview was conducted with a representative from one of
BC Transit’s larger handyDART offices (a contracted operating company of BC Transit). This
representative will be referred to as Interview Subject 1. An interview was also held with a
representative from another Canadian transit agency, and this person will be referred to as
Interview Subject 2.

In order to recruit interview participants, potential participants were contacted, via telephone or
email, by the researcher and informed about research project, via the recruitment script. If
interested, the potential participant was given a consent form to read and consider. They were
given adequate time to assimilate the information provided, pose questions to the researcher, and
discuss and consider whether or not they would be willing to participate. If they decided to
participate, they signed the consent form and returned it to the researcher via email. From there,
an interview date and time was set, as agreed to by both parties. The researcher ensured consent
forms had been received before the interview began.

Interview questions are in Appendix 4.

5.4 Balanced Scorecard Approach

The Balanced Scorecard approach was used as a basis for the monitoring and evaluation
framework described in the Discussion section. The Balanced Scorecard combines “strategic
non-financial performance measures [with] traditional financial metrics to give managers and
executives a more 'balanced’ view of organizational performance” (Balanced Scorecard Institute,
2017, para. 1). This approach, and the literature review, guided the creation of focus group and
interview questions (Appendix 4).

The use of focus groups and interviews was conducive to the Balanced Scorecard approach, as
involving all of the groups listed above allowed the researcher to obtain insight into each of the
four perspectives of a Balanced Scorecard. The four quadrants of the Balanced Scorecard can be
described as follows:

e Learning and Growth Perspective: This perspective includes employee training and
cultural attitudes related to both individual and corporate self-improvement (Balanced
Scorecard Institute, 2017, para. 7). For the purpose of this research, this perspective
primarily focuses on gathering and using data that transit agencies can use to effectively
improve their operations.

o Ultimately, this is the perspective of BC Transit. As the Authority responsible for
the transit service, constant improvement is their obligation.
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Internal Business Perspective: The information contained in this perspective should
allow the managers to know how well their business is running, and whether its services
conform to customer requirements (Balanced Scorecard Institute, 2017, para. 8).

o This is the perspective of the contracted operating company. It is their
responsibility to ensure their internal business processes and measures are
conducive to a high-functioning transit service.

Customer Perspective: Meeting the needs of custom transit customers is key, and must
be an everyday goal of the transit agency. This perspective reflects the “increasing
realization of the importance of customer focus and customer satisfaction” (Balanced
Scorecard Institute, 2017, para. 9). Focus group participants were vital in shaping the
KPIs related to the customer perspective.

o This quadrant of the framework represents the perspective of custom transit
customers, as well as potential customers.

Financial Perspective: When looking at any organization, the traditional need for
financial data cannot be overlooked (Balanced Scorecard Institute, 2017, para. 10). For
custom transit funding partners, financial KPIs are fundamental.

o This quadrant represents the perspective of BC Transit’s key funding partners (the
Province of BC and local governments).
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6.0 Limitations

Due to the use of interviews and focus groups for the purpose of this research, there are some
inherent threats to its validity. In both focus group sessions and interviews, the following threats
exist:

e Interpretation validity: “The primary threat to valid interpretation is imposing one’s own
meaning, instead of understanding the viewpoint of the individuals studied and the
meanings they attach to their words, phrases and actions” (Universal Teacher, n.d., para.
3). The researcher made every effort to ensure that the viewpoint of the individuals
studied was clearly understood; however, this threat cannot be completely eliminated in
qualitative research.

e Researcher bias: It is well-recognized that “cach and every [researcher] will have some
kind of bias” (Universal Teacher, n.d. para. 3). Since the researcher works in the custom
transit field, there is an even greater chance that pre-existing biases or ideas exist with
regards to the research; however, the researcher made every effort to approach the
research completely objectively and without any bias.

e Descriptive validity: “Researchers should record interviews accurately and completely”
to ensure that all of “what happened” is accurately captured (Universal Teacher, n.d.,
para. 2). While the researcher used audio recordings to minimize this threat, there may
still be things that were not captured by the audio, or were difficult to decipher due to
multiple people talking at once during focus group sessions.

e Reactivity: This is potentially the greatest limitation of this research. Reactivity is the
irremovable reality that the researcher “can impact both the environment and the people
being observed” (Universal Teacher, n.d., para. 6). All research participants were aware
that the researcher is an employee of BC Transit, and for this reason or others, they may
“mislead [the researcher] to make themselves seem more valuable, less important, or
tougher” (Universal Teacher, n.d. para. 6). The researcher was aware of this threat, and
tried to ensure that it was minimized as much as possible, through measures such as
trying to make the atmosphere as neutral and open as possible.

Another inherent limitation of this research is that it is simply a snapshot in time. Custom transit
service delivery methods will continue to evolve, and innovations, such as Uber and Lyft, will
likely alter the industry in significant ways. It should be noted that there are insurance and liability
issues which will have to be considered and overcome before these services can become
established methods of custom transit service delivery.

In addition, the increased use of technologies will continue to have large impacts on the industry.
It is important that BC Transit, or any custom transit service provider, continues to conduct their
own evaluations of emerging service delivery trends, rather than strictly accepting the
recommendations in this report. It is also important to highlight that if BC is to adopt disability
legislation, as Barrier-Free BC is currently advocating, (Barrier-Free BC, 2016), some of the
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measures and metrics presented in the framework may need to be monitored from a legal
perspective, rather than strictly from an evaluation and service improvement perspective.
Ultimately, as the industry evolves, the framework presented at the end of the report will need to
be updated to reflect the changes.

A second limitation of this research is that the framework for monitoring and evaluating the
efficiency and effectiveness of custom transit systems and the recommendations for service
delivery methods presented in this report are general in nature. When applied practically, this
framework and the specifics of service delivery should be adapted to best fit the specific transit
system, as the size of the system, the funding available, and other characteristics make each unique.
In other words, this report is not a panacea, but is a basic framework to be adapted for each
individual transit system. Different forms of analysis and different types of custom transit service
delivery may be more suitable to different transit systems. The numerical standards and
benchmarks identified are also general in nature and the unique operating environment and context
of each transit system must be considered during any type of evaluation.
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7.0 Findings

7.1 Introduction

To answer the primary and secondary research questions, focus group sessions and interviews
were conducted with custom transit users, disability advocates, transit agency staff, funding
agency staff and industry experts. The results of these sessions are detailed below.

7.2 Findings: Focus Groups

7.2.1 KELOWNA ACCESSIBLE TRANSIT ADVISORY COMMITTEE & VICTORIA ACCESSIBLE
TRANSIT ADVISORY COMMITTEE Focus GROUPS

As this report looks at evaluating the efficiency and effectiveness of custom transit systems, the
first question that all three focus groups were asked was how they would define efficiency and
effectiveness for custom transit. The responses that were given corroborate the definitions
originally put forth in this report, although the definitions stemming from the primary research are
more transit-specific. One focus group participant from the Kelowna Accessible Transit Advisory
Group succinctly stated that an efficient system would “get the most people to where they want to
go, by the time they want to get there.”

When evaluating the effectiveness of a custom transit system, it is integral to ask the current
users of the system what is important to them in terms of their overall experience with the
service. For the purpose of this research, customers were asked this question in targeted focus
group sessions. The responses of the Kelowna Accessible Transit Advisory Group and the
Victoria Accessible Transportation Advisory Committee participants were all fairly similar, with
dependability of service, timeliness of service, safety of service and the service-orientation of the
driver being key themes. One focus group member in Victoria summarized the group’s service
delivery expectations by stating “an effective service is one in which a person that needs the
service is able to get it, and get from A to B safely and timely.”

It was pointed out that for the customers of this specialized service, the quality of their
interaction with the driver influences the customer’s entire day, and thus this aspect is paramount
for many people.

The Victoria Accessible Transportation Advisory Committee also highlighted the importance of
custom transit vehicles looking like the conventional fixed-route buses, emphasizing that it is all
part of the public transit system. Members of the focus group session, particularly in Victoria,
expressed frustration with the booking process, and that they would like to see bookings
available via a Smart Phone app.

In Victoria, customers receive an automated phone call the day prior to their booking, reminding
them of their custom transit booking. The focus group stated their appreciation for this reminder,
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highlighting that it is very helpful. The Victoria focus group also suggested that BC Transit
should promote off-peak travel times on its website, so that people are aware of the days of the
week and specific times that they are most likely to get a booking, so that customers can plan
appointments and social outings accordingly.

The focus groups were all asked about the best method of collecting feedback from custom
transit customers. Both the Victoria and Kelowna focus groups stated that options must be
available for providing “instant feedback™ and these options cannot be limited to online channels
only. While many transit agencies use annual surveys, the focus groups emphasized that data
collections methods cannot be a “one size fits all” approach, and the methods have to change to
fit the specific audience. In order to ensure a wide cross-section of customers have the
opportunity to provide input, one focus group emphasized the importance of regular visits to
centres commonly served by custom transit service for a targeted “open house". As it can be
challenging for custom transit users (particularly those in extended care facilities) to respond to a
survey or attend an open house in the community, it is recommended that transit agencies visit
seniors’ facilities where high numbers of custom transit users reside or visit. It must also be
recognized that many people, specifically those with cognitive or visual impairments, will need
support in providing feedback. Members of the Kelowna and Victoria focus groups strongly
emphasized that users of the service are nervous about giving honest, potentially negative,
feedback, because they are worried that it may come back on them personally, and some worry
about losing their access to the service. Finally, the Victoria focus group emphasized that people
giving feedback need to see that it is being valued, considered, and ultimately used to guide the
strategy of the transit system. If they do not see it being used, they will likely stop giving
feedback.

The focus groups emphasized their appreciation for multiple service delivery methods of custom
transit service. Specifically, they expressed appreciation for BC Transit’s Taxi Saver program,
and their ability to use this service during hours when handyDART is not available. One
participant suggested that, as many people strictly use the Taxi Saver program, it may be worth
contacting these people to find out why they are not using the handyDART service in their
community. Finally, focus group participants acknowledged that, in most cases, taxicab drivers
do not provide the same level of customer service that a custom transit driver would,
commenting that “many drivers are very nice, but they do not provide door-to-door service.”
However, focus group participants said that they are willing to compromise on factors such as
door-to-door service for the convenience of a taxi ride and the guarantee that their trip will be
direct.

7.2.2 BC TRANSIT Focus GRouP

The BC Transit staff focus group highlighted that for custom transit to be effective, it needs to be
part of a community with diverse transit options. This was corroborated by a statement made by
a member of the Kelowna Accessible Transit Advisory Committee who said “there should be
reminders that handyDART is part of a spectrum of community accessible transit.” A BC Transit
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focus group member emphasized that “land use planning is key. When high activity centres are
outside the core, we see a decrease in efficiency.” Also from an efficiency standpoint, the group
pointed out that there is a point at which rides per hour is so low it makes more sense to deliver
the trips with a taxi.

One member of the BC Transit focus group emphasized the importance of vehicle type and on
board equipment, as they routinely hear feedback on these aspects of the service from customers.
The focus group member stated that, according to the input they receive from users of the
system, the dedicated custom transit vehicle should be lift-equipped, have the capacity to carry at
least four mobility aids, and have comfortable suspension.

7.3 Findings: Interviews

As had been asked during focus group sessions, interview participants were also asked how they
would define efficiency and effectiveness in terms of what they mean for public transit.
Interview Subject 2 clearly stated that, for them, effectiveness is “good use of taxpayer dollars”
and “a service with a great customer experience wherein customers are retained.”

When monitoring and evaluating a public transit system of any type, it is essential that both
efficiency and effectiveness be assessed. Given that these two elements are often in conflict, it is
important to contemplate the balance and extent to which both efficiency and effectiveness
should be considered when monitoring and evaluating a custom transit system. Via interviews,
key custom transit stakeholders were asked “To what extent should qualitative data (such as
survey feedback) be used, and to what extent should quantitative data (such as rides per hour) be
used evaluating a custom transit service?”” The responses were fairly unanimous, stating that both
must be considered; however, representatives from transit organizations and local governments
felt that quantitative data should be given more weight. As pointed out by Mike Zbarsky of the
Comox Valley Regional District, qualitative data has a tendency to be overly negative, as those
with complaints are often more likely to take the time to provide feedback. Peter Murray,
Research Officer with the Ministry of Transportation and Infrastructure notes “You have to use
both. I tend to have a bias towards the numbers, but you also need qualitative data. | lean a bit
more on the quantitative side, but you also need to talk to people about what they actually need.”
Similarly, Interview Subject 2 emphasized that “Quantitative data is still key as we’re stewards
of taxpayer dollars”; however, they also highlighted that “in the past we’ve always looked at
[evaluating custom transit service] from a financial perspective. Today, we’re looking at it more
from a customer’s perspective, because we’re hearing people aren’t using it because it doesn’t
meet their needs.”

In the face of rising demand and the associated increasing costs for the provision of custom
transit, service providers and funding agencies are increasingly recognizing the importance of
closely monitoring the financial KPIs. In particular, cost per trip and passenger rides per hour are
two of the most commonly used metrics, and both were commonly cited as key to service
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monitoring by BC Transit’s funding partners. In addition, in response to rising demand, agencies
have simultaneously been recognizing the importance of demand management strategies to slow
cost growth, while ensuring that the service is available and being used by those who truly need
it. Due to this interest in ensuring that only those eligible are using custom transit service, a
representative from a transit agency explained that “registrants per capita” and “trips per capita”
are becoming increasingly popular and valuable metrics. By contrast, if these numbers are too
low, it indicates latent demand. For Mike Zbarsky, Manager of Transit and Sustainability with
the Comox Valley Regional District, an efficient and effective custom transit system is one in
which the “right people” (those are who are eligible for custom transit as per the definition set
forth in the BC Transit Regulation of the BC Transit Act) are using the system.

When asked what he hears most frequently as being important to local custom transit riders,
Michael Zbarsky lists the availability and flexibility of bookings, the service hours, the
scheduling interaction, and the customer service orientation of drivers and dispatchers.
Confirming these informed opinions, Peter Murray explained that the two largest sources of
complaints which reach BC’s Ministry of Transportation and Infrastructure are those
surrounding service hours, specifically service on Sundays, and service availability.

In order to monitor the service being provided, Richard Weiner of Nelson\Nygaard Consulting
stated that it has been his experience that many transit agencies, particularly in the United States,
make use of volunteer “secret riders.” The secret riders are current custom transit customers who
have been contacted by the transit agency. If they are willing to participate, they are provided
with a list of criteria, which they fill out during the regular trips and later return to the transit
agency. In addition, the Victoria handyDART system makes use of operators, who are off work
due to an injury, who ride the service conducting short one-on-one interviews with willing
passengers.

Interview participants were unified in asserting that regularly collecting feedback from custom
transit users is essential. At both TransLink and Edmonton Transit, annual telephone surveys are
conducted with users of the custom transit service. In addition, at Edmonton Transit, Lorna
Stewart explains that when she was the Director of the Disabled Adult Transit Service (DATS)
service, she held monthly staff input sessions to chat with the front-line employees about what
was working and what needed improving. Out of these sessions came “tremendous ideas and
information about what was going on in our transit system.”

Lorna Stewart emphasized that customer no shows and late cancellations (defined as cancelling
less than two hours before a scheduled pick-up time) must be monitored, as high percentages of
these metrics indicates an inefficient service. Just as custom transit users have expectations of the
service, Lorna Stewart points out the importance of having expectations of the customers as well,
in order to run an efficient service. Specifically, she emphasizes that organizations must be firm
about their No Show and Late Cancellation policies, in order to ensure the delivery of an
efficient and effective service.
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When a custom transit vehicle arrives at a pick-up location, it is common practice to set a
maximum time that vehicle operator is required to wait for the client. Lorna Stewart noted that
one of the best enhancements she made while at DATS was the implementation of software that
let the customer know, via telephone, when their ride was five to ten minutes away. In addition
to making a significant improvement to the overall customer experience, from an efficiency
perspective, this change also reduced average dwell time (meaning the time the custom transit
vehicle spends sitting at a location, at each pick-up site) by approximately 40 per cent. The
Victoria handyDART system has implemented a similar system; however, Interview Subject 1
emphasized that it can be challenging to contact people in residential care facilities to let them
know their ride is coming, so the reduced dwell times in Victoria have primarily been seen for
people who are living independently; in addition, due to the technical limitations, this phone call
can sometimes be made too late to be helpful.

Interview Subject 2 highlighted that many transit agencies that make use of contractors are now
looking at bringing some of the services they provide back in-house, to allow for greater control
and oversight. The transit agency that Interview Subject 2 works for has historically contracted
out all aspects of its handyDART operations, and is currently planning to bring the customer
service feedback channels (telephone and email) back in-house; in addition, the organization is
considering also bring the dispatch and scheduling functions in-house, in order to have tighter
control over the customer experience.

When asked about innovations in the custom transit industry, Lorna Stewart referenced software
that automates the scheduling of trips. The introduction of scheduling software was a transition
that Lorna Stewart led while at DATS, and she stated that some work was required to convince
dispatchers to let the scheduling algorithm do the work, as they were used to doing it themselves;
once they did this, they began to see efficiency improvements. She added, “We used the
scheduling software to monitor and forecast whether a trip would be on time. This gave the
dispatchers the ability to focus on the trips forecasted to be late.”

There was unanimity among interview participants that using taxicabs to supplement custom
transit service is key to delivering an efficient service in communities where this option is
available; however, concerns surrounding driver qualifications and safety were raised. In
particular, Interview Subject 1 stated that he has repeatedly suspended taxi companies from
providing custom transit service due to safety and custom service infractions, but this measure
does not seem to be fixing the problem.

From an efficiency perspective, a key theme that arose during multiple interviews was land use
planning, as had also been raised by one focus group. Through BC Transit’s Planning team, and
specifically through BC Transit’s 25 Year Transit Future Plans, the focus groups and interview
participants expressed their desire for the organization to continue to work with local
government partners to encourage and promote land use planning that supports efficient and
effective transit systems. As stated by Mike Zbarsky: “We need to be able to get people living
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closer together, and have people go to destinations that are closer together. We all know that
complete and compact communities are better for service, both custom and conventional, but we
need to provide education around that.” Dense communities with transit-oriented land use would
not only generate more positive quantitative KPIs (namely rides per hour and trip length), but it
would also positively impact service quality in terms of on-time performance, trip availability
and user satisfaction, as the time spent on the bus would be shorter, and there would be less
chance for the bus to fall behind schedule during long commutes. Taking this one step further, it
was stated in multiple interviews that BC Transit could work with community services and
seniors’ facilities to run programs at off-peak times; in addition, off-peak times should be
promoted to the customer as desirable times to book, as this practice would increase the
likelihood that the trip could be accommodated at the requested time.

30



8.0 Discussion

8.1 Introduction

This section presents a monitoring and evaluation framework based on the integration of the
literature review and research findings. Use of this framework should ultimately generate
strategies which increase efficiency and effectiveness of custom transit services. In addition, this
section will look at the future of the industry and what this means for BC Transit.

8.2 Monitoring and Evaluation Framework

The grid below (Figure 4) outlines a framework that BC Transit, or any other agency providing
custom transit service, can use to monitor and evaluate the efficiency and effectiveness of its
custom transit systems. As outlined in the Methods section, the Balanced Scorecard approach
was used as a basis for the framework. While each of the four quadrants should be given
relatively equal weight when monitoring service, it must also be noted that the KPIs in the
Financial Perspective quadrant will probably be of utmost importance to the agencies and bodies
funding transit, such as local and provincial governments. Similarly, the customer perspective
indicators may be more important to service users.

The consistent use of the framework below will allow for custom transit systems of similar size
to be compared to each other in a consistent and valuable manner. Frequently, custom transit
systems are compared to conventional transit systems, as access and availability of data on a
conventional system is simpler and greater, especially if it is operated by the same transit agency
that is running the custom system; however, this comparison is not always valuable, as the two
service types follow very different service delivery models.

Under BC Transit’s model, data surrounding operations and service delivery is collected from
contractors, which necessitates consistent and clear definitions of the metrics. All of key
qualitative aspects, highlighted by custom transit users and contained in the framework, should
be monitored via the methods highlighted in the Learning and Growth section, such as surveys
and on-board audits. While the qualitative aspects of the Customer Perspective quadrant are
more difficult and expensive to monitor; it is imperative, from a quality perspective, that this be
done.

Each KPI used in the framework is defined below, and where appropriate, an industry
benchmark is provided. The cited benchmarks from CUTA (2016) are noted as “best practices”
by CUTA unless otherwise stated.

Financial Perspective (Funding Partner Perspective)

Cost per trip: The direct cost of providing specialized transit service to one passenger from a
passenger’s point of origin to destination (a one-way trip). Cost per trip is commonly represented
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as the average operating and maintenance cost of the service as a ratio to the total ridership of the
service (CUTA, 2016, p. 23). It is calculated as total net operating and maintenance costs divided
by total ridership (CUTA, 2016 b, p. 26).

e Industry best practice standard: <$25 (CUTA, 2016, p. 23)

Trips per capita: The total number of passenger trips provided per service area population
(Nelson\Nygaard, 2017, p. 11). A lower number suggests that there is latent demand in the
service area, and that people with disabilities are finding other methods of transportation in the
community (Nelson\Nygaard, 2017, p. 11).

e Industry best practice: >0.95% (Nelson\Nygaard, 2017, p. 11.)
Note: This best practice was found in a 2017 report published by Nelson\Nygaard
Consulting.

Registrants per capita: The total number of people registered within the service area population
(CUTA, 2010, p. 8). This number is indicative of how “open” or “controlled” the eligibility
process is (Nelson\Nygaard, 2017, p. 9). If this number is too high, it could mean that the
eligibility process is too “loose” and that some people using the service could potentially be
using the fixed-route system. By contrast, if the number is too low, there may be many people
eligible for the service who are not using it.?

e Industry best practice: 0.7% (Nelson\Nygaard, 2017, p. 9)
Note: This best practice was taken from a 2017 report by Nelson\Nygaard Consulting.

Passenger trips per hour: The average number of trips that are provided per vehicle hour of
service. Trips per hour are determined by the total number of one-way trips completed over a
specific time period and the total hours of vehicle service over the same time period.

e Industry best practice: 2.5-5 (CUTA, 2016, p. 36)
Note: It is likely that a transit system that covers a more sparsely populated area will have
lower passenger trips per hour (closer to 2.5) while transit systems in more densely
populated areas will have a higher passengers per hour (closer to 5). Context must be
considered when monitoring this KPI.

Accident rates: Accident rates capture the number of preventable accidents, defined as “one in
which the driver failed to exercise every reasonable precaution to prevent the accident” (Miami
Valley Risk Management Association, n.d., para 1). The rate is represented as a ratio between the
number of preventable accidents over the total number of kilometers traveled (CUTA, 2016 b, p.

2 The total number of registrants in a transit system can be much larger than the number of “active users.” This
depends on how frequently the transit agency cleans up their database, as the lists quickly become outdated due to
people passing away, or reaching a stage that they can no longer use the service. Ultimately, all of the registrants
who are no longer active may drag down the trips per registrant.
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27). The feedback received for this area must be categorized into the type of vehicle being used
for custom transit service (such as a dedicated handyDART vehicle or taxicab). While the best
practice benchmark below uses a combined total of all accidents, it is also useful to divide the
different types of accidents into categories, so that “problem areas” can be addressed effectively
and improved.

e Industry best practice: <1/100,000 km (CUTA, 2016, p. 27)

Customer Perspective: Quantitative

Complaints and compliments: Complaints are defined as passengers reporting negative
feedback, discontent, specific issues or poor service to the agency. Compliments are defined as
passengers reporting positive feedback to the agency, acknowledging exceptional service or an
exceptional agency employee (CUTA, 2016, p. 18).

e Industry best practice - Complaints:
- Large Operation: <1 complaint per 1,000 trips
- Medium Operation: <.5 complaints per 1,000 trips
- Small Operation: <.25 complaints per 1,000 trips
e Industry best practice - Compliments:
- Large, Medium and Small Operation: >1 compliment per 1,000 trips

Source: CUTA, 2016, p. 18

Unmet trips: Trip denial is the inability for an agency to provide a trip within the agency’s pick-
up window when a request is made within the agency’s booking window. For BC Transit, an
unmet trip is defined as “any trip that could not be met one hour before or one hour after the
requested pick-up time, due to vehicles booked to capacity.” BC Transit also notes that “when
the customer has a latest arrival time (such as a scheduled appointment), a one hour scheduling
window should only be used on the early side to ensure the customer gets to the appointment on
time. When there is an earliest departure time (such as the time someone's program ends), the
scheduling window should be from that time to one hour after.”

Unmet trips, also called “denials” are determined by the difference between the number of one-
time trips requested and the number of trips actually provided® (CUTA, 2016, p. 31). It is
interesting to note that under the ADA, unmet trips are not legally permitted. If British Columbia
were to adopt its own disability legislation, this metric might become a legal requirement rather
than a performance metric.

e Industry best practice: 0% (CUTA, 2016, p. 31)

3 In general, all subscription trips are provided and do not contribute to “unmet trips”.
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On-time Performance: On-time performance is the percentage of trips arriving on-time
(defined as arriving within the transit agency’s pick-up window, explained below) for pickup at
both the origin and destination points within the allowed tolerance or window for pickups
(CUTA, 2016, p. 43).

e Industry best practice: 90% or higher

CUTA noted (2016, p. 43) a range of 90-99% as best practice, but logically 100% should
also be included.

Trip duration: The trip length is the duration of a trip provided by custom transit in minutes or
hours. Trip length is represented by the average duration of one trip, determined by vehicle hours
and the total number of trips (CUTA, 2016, p. 39).

e Industry best practice:

Dense Populations:
- Large operation: <75 minutes
- Medium operation: <60 minutes
- Small operation:<45 minutes

Sparse Populations:
- Large operation: <90 minutes
- Medium operation: <75 minutes
- Small operation: <60 minutes

(CUTA, 2016 b, p. 39)

Customer Perspective: Qualitative

Customer service experience: The customer experience is the user’s level of satisfaction with
the custom transit service delivered. A key aspect that influences the customer service experience
is driver behaviour, including ensuring client safety, respectfulness, and provision of assistance
(OSA, 2017, p. 5).

Booking process: The process of reserving a trip, and the ease with which this can be done, is a
crucial step from the customer’s perspective.

Application process: The customer’s perception of the application process for custom transit
service. Specifically, this area should look at the user-friendliness of the process, and the
availability of application forms.

Availability/accessibility of information: The perceived availability of information about
custom transit service, and the ease with which this information can be accessed.

Trip availability: The perceived ability to book trips in advance or book same-day trips.
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Safety: The customer’s perception of their personal safety while using custom transit service. A
key factor here is whether or not a client feels their mobility aid has been secured properly. The
feedback received for this area must be categorized into the type of custom transit service being
used (such as handyDART, Taxi Supplement or Taxi Saver)

Comfort and cleanliness of vehicle: The customer’s perception of the comfort and cleanliness
of the vehicle, including loading/unloading processes and vehicle suspension.

Affordability: The customer’s perception of the affordability of the service.

Fare payment options: The quality of the fare payment options, including number of fare
vendors available and the accessibility of the vendor locations.

Learning and Growth Perspective (Transit Agency Perspective)

Timely and accurate performance reporting: Where contractors are used, it is vital that the
transit agency receives timely and accurate reporting (namely of the quantitative metrics defined
in the framework).

Effective channels for customer feedback: Numerous channels for the provision of feedback
should be available to customers, and the transit agency should continuously monitor their
availability.

Regular surveying of customers: Primarily for the qualitative aspects of the Customer
Perspective quadrant, it is critical that feedback is regularly solicited by the transit agency from
customers of the custom transit service.

Regular visits to centres commonly served by custom transit service to obtain user
feedback: As it can be challenging for custom transit users (particularly those in extended care
facilities) to fill out a survey or attend an open house, it is recommended that transit agencies
visit seniors’ facilities where high numbers of custom transit users reside or visit.

Internal Business Perspective (Service Provider/Contractor Perspective)

No Shows and Late Cancellations: No shows describe when a passenger does not appear to be
picked up at the schedule time and location. A late cancellation is when a passenger does not call
to cancel a scheduled pickup within the required time period (two hours for BC Transit) to cancel
atrip (CUTA, 2016 b, p. 47). An efficiently run operation minimizes the instances of this by
enforcing a No Show and Late Cancellation policy.

e Industry best practice: <1% (CUTA, 2016 b, p. 47)

Pick-up Window: The agency-defined time range before and after the requested pick-up time
within which clients are required to be ready for pick-up. The pick-up window is commonly used
to measure on-time performance. The pick-up window is designated as acceptable and
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reasonable for picking up an accessible service passenger (CUTA, 2016 b, p. 59). A narrower
pick-up window indicates that the transit provider is running an efficient and effective service.

e Industry best practice: 20-30 minutes (CUTA, 2016 b, p. 59)

Booking Window: The allowable time for registered users to book trips with the transit agency
for a particular day. The booking window is usually defined by a number of days before and a
cut-off day/time after which clients are not able to book trips for the day (CUTA, 2016 b, p. 36).
A transit provider should aim to have a booking window that allows for bookings well in
advance of the requested trip, and up to a time that is close to the requested trip time. A booking
window that allows for higher degrees of booking flexibility, through allowing bookings further
in advance to right up until a time near to the time requested, indicates that the service is being
run efficiently by the service provider. In many cases, it means that they are using their
scheduling software effectively.

e Industry best practice: allow bookings 7 days prior and up to 2 hours before requested
trip time (Nelson\Nygaard, 2017, p. 13).

Wait times: The maximum time that vehicle operators are required to wait for clients after they
have arrived at the pickup location, as it is expected that the customer is at the door waiting for
their ride, possibly for the full duration of the pick-up window (which should be a 30 minute
maximum, as per the pick-up window industry best practice). If the vehicle arrives before the
start of the pick-up window, then the wait time is counted from the start of the pickup window. If
the vehicle arrives close to the end of the pick-up window, the driver is required to complete the
full wait time. The wait time is traditionally established by the accessible service program
usually from 5 to 15 minutes (CUTA, 2016 b, p. 52).

This measure is important, as a long wait time indicates an inefficient service, but an overly short
wait time generally leads to poor perceptions of quality, as people may be left behind. It is
important that the service provider clearly communicates expectations surrounding being ready
for a ride. Optimally, the transit agency should have an automated solution which will alert the
customer when their ride is nearby, so that the person can be ready.

e Industry best practice: 5 minutes (CUTA, 2016 b, p. 52)

Ratio of subscription versus reservation trips: A key indicator of the degree to which a
system’s capacity is constrained is the percentage of trips that are assigned to subscription
service (recurring trips) versus the percentage of trips available for on-demand reservation trips
(one time or occasional trips scheduled on a first-to-call basis).

e Industry best practice: Approximately a 50/50 split between reservation trips and
subscription trips (Weiner, 2010, p. 3).
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TABLE 3: MONITORING AND EVALUATION FRAMEWORK

Financial Perspective Customer Perspective

Quantitative Quantitative
e Cost per trip e Complaints & compliments per
e Trips per capita thousand trips
e Registrants per capita e Unmet trips
e Passengers trips per hour e On-time performance
e Accident rates e Average trip length
Qualitative

e Customer service experience

e Booking process

e Application process

e Availability/accessibility of
information

e Trip availability

o Safety

e Comfort and cleanliness of vehicles

e Fare payment options

Learning and Growth Perspective Internal Business Perspective

Qualitative Quantitative
e Timely and accurate performance e No shows/Late Cancellations
reporting from contracted operating e Pick-up Window
companies e Booking window
e Effective channels for customer e \Wait times
feedback ¢ Ratio of subscription versus
e Regular surveying of customers reservation trips

e Regular visits to centres commonly
served by custom transit service to
obtain user feedback

8.3 Monitoring and Evaluating Efficiency and Effectiveness

The use of the framework presented in this report will help to ensure that both service quality
and efficiency are being monitored and evaluated in all of BC Transit’s custom transit systems.
In addition, the use of this framework should allow for greater comparability of data between
systems of similar size. Through evaluating data from all four quadrants of the framework, BC
Transit can develop strategies to increase the efficiency and effectiveness of custom transit
service, through policy changes, dispatch recommendations and changes to service delivery
models. As highlighted by Fu, Yang and Casello, efficiency and service quality (effectiveness)
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are often “competing objectives” (2007, p. 116), so the use of qualitative and quantitative data
must be balanced when creating strategies and making changes to service delivery to improve
either service quality or cost-effectiveness. Not surprisingly, through the focus group sessions
and interviews, it was apparent that the custom transit users wanted to see effectiveness
improvements to the service, while transit agencies and funding partners prioritized efficiency
enhancements.

Currently, the transit agency receives monthly performance reports from each of its systems via
self-reporting from contractors, and these reports contain information on some of the KPIs in the
framework; however, this information is used and evaluated infrequently, and only on an ad hoc
basis. In addition, the information may lack accuracy for multiple reasons including the fast-
paced nature of dispatch or a misunderstanding of definitions, rather than intentional
misreporting. For this reason, it is important that the precision of reporting be routinely verified.
This may involve someone from the transit agency going and sitting with the contractor staff
who are entering data (such as members of dispatch entering unmet trips), and ensuring that what
IS being reported seems to match what is being heard from customers.

When it comes to the qualitative aspects of the service, BC Transit does not regularly survey
custom transit riders, and the opportunities for customers to report feedback is limited to calling
or emailing a custom transit office (run by a contractor), contacting the BC Transit head office in
Victoria, or submitting a Customer Service Report via the BC Transit website. The Customer
Service Report section of the website is the same channel through which feedback on the
conventional transit system can be reported, and the overwhelming majority of feedback
received via the website is regarding fixed-route transit. In the 2017 report on BC Transit’s
handyDART service from the OSA, it was noted that 25% of BC Transit’s clients do not know
how to provide feedback around services (OSA, 2017, p. 5), and the focus groups confirmed that
more channels for providing feedback would be beneficial.

For the conventional transit service, BC Transit regularly sends out staff to conduct performance
evaluations of the service, through inconspicuously riding the bus. Since it is nearly impossible
for an employee to go unnoticed on custom transit, an approach such as the one described by
Richard Weiner, which makes use of volunteer secret riders, may be preferable.

8.4 SERVICE DELIVERY STRATEGIES & OPTIMAL METHODS FOR BC TRANSIT

The framework above, and all of its measures and methods, can be used to determine optimal
service delivery methods, likely consisting of a combination of dedicated custom transit vehicles
and taxicabs, either dispatched by the transit agency (or its contractor) or by the customer. The
framework can also be used to guide the contracting strategy of the transit agency, as strategy is
fundamental to efficiency and effectiveness.
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8.4.1 CONTRACTING STRATEGY

As outlined in the literature review, many transit agencies, including BC Transit, enter into
service contracts with private and not-for-profit companies to deliver custom transit service
(TRB, 1998, p. 6). BC Transit’s structure and shared service model is fairly unique, and centred
on efficiency. Supporting the value of BC Transit’s model, the research of the TRB suggests an
average savings of 30 per cent cost savings when private contractors are used (TRB, 1998, p. 6).
Under BC Transit’s structure, as with any single contract model, the incentive to keep costs low
and service quality high comes from the prospect of losing the contract the next time it goes to
competition (TRB, 1998, p. 6). As BC Transit generally enters into lengthy contracts, and some
contractors know that there is limited competition in their small communities, this incentive is
often not as strong as may be desirable.

When custom transit demand is significantly higher than supply, some larger transit agencies use
contracts with multiple providers. The TRB holds that the “competition of multiple operators has
been credited with helping to keep service quality high and costs down” (1998, pp. 6-7). Some
transit agencies also use a brokerage model, under which a contracted broker receives the transit
request, matches the trip with an appropriate carrier, and schedules the trip, which is provided by
a separate contractor or contractors (TRB, 1998, p. 7). The use of contractors to provide transit
service is central to BC Transit’s shared services model; as such, this report presents some
innovative contracting strategies, which may be of interest to BC Transit now and in the future.
In particular, as communities continue to grow and the demand for custom transit service
increases, BC Transit may consider using multiple contractors to deliver the service within a
single large community, providing for competition on both efficiency and effectiveness. In this
way, contractors would be motivated, via competition, to maximize their rides per hour, while
also delivering a high quality service, in order to ensure that they are the contractor of choice
when it comes to awarding work.

Under BC Transit’s current contracting model, the organization, along with staff from the local
government of the transit system up for RFP, evaluates proposals from proponents to operate the
transit system. One of the key considerations when evaluating the proposals is cost, as
ultimately, BC Transit has a responsibility to deliver the best value for taxpayer money. The
evaluation team also considers many operational factors that indicate the organization’s ability to
run the system effectively (BC Transit, n.d.e, para 12). A large component of the costs presented
in the proposals are labour costs, and BC Transit receives bids from organizations that use both
unionized and non-unionized drivers and maintenance staff. These labour costs are large
considerations when evaluating proposals, and despite the potential for unionized staff to
increase costs, it has been BC Transit’s experience that making use of contractors in this way is
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much more cost-effective than delivering the service in-house.* This experience aligns with the
TRB finding, which states that exclusive in-house service delivery is the least preferred service
delivery method of the transit agencies that participated in their study (TRB, 1998, p. 10). In
addition, while some smaller organizations (such as not-for-profits and societies) may use non-
unionized drivers, which could keep costs down, their service delivery may not be as efficient
and effective as larger organizations that specialize in transit, as the smaller organizations do not
have the same economies of scale and expertise. In addition, in order to find further efficiencies
and promote competition, BC Transit is moving towards grouping larger regions of BC into a
single RFP.

From an efficiency perspective, the prospect of a centralized dispatch system, as is being done in
Helsinki (Larsen & Poykko, 2007, p. 1) is an interesting concept for BC Transit, as currently the
individual contractor is responsible for the dispatching for each custom transit system, and the
incentives to dispatch efficiently are minimal. There is a very large range of dispatching
processes or software being used throughout BC Transit’s systems, ranging from high-end
expensive dispatching software to the use of Excel or a Microsoft Outlook calendar. In many
cases, the efficiency of the schedule comes down to how much risk an individual dispatcher is
willing to take on, or how closely they feel they must stick to the manifest developed the
previous night. The use of a centralized dispatch would bring consistency and effectiveness to
the booking process, as stated to be desirable by the focus groups, and it would allow BC Transit
to control the efficiency of dispatch; however, there are key challenges to this approach,
including the fact that custom transit users struggle with change, and a model such as the one
being used in Helsinki would require a tremendous investment, as dynamic dispatching requires
the vehicles to have real-time information, via MDTSs.

Another option that transit agencies, such as TransLink, are moving towards is bringing their
customer service in-house. Due to recent criticism from the public, TransLink is taking its
customer service function, which was previously done by the contractor, back in-house for
quality control reasons, and to ensure that they are directly receiving feedback from customers.
This option holds great potential for BC Transit, as the organization has been subject to much of
the same criticisms as TransLink; however, due to the regionalized model, it would be very
difficult for a customer service agent to have the level of location-knowledge of each custom
transit system that callers may expect.

8.4.2 USE OF TAXICABS FOR CUSTOM TRANSIT SERVICE DELIVERY

From both an efficiency and effectiveness standpoint, taxicabs play an integral role in many of
BC Transit’s custom transit systems. Focus group participants emphasized that they appreciate
the option of the Taxi Saver program, for reasons such as flexibility, directness of route, and the

4 BC Transit’s experience has shown that contracting with private operators generally results in lower overall costs
and equivalent service quality for smaller regional transit services. To test this premise, BC Transit regularly develops
in-house benchmarks prior to proceeding with public procurements. To date, private contractors have demonstrated
same or better value overall.
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personalized nature of the service (since it is not shared ride). The comments of the focus groups
of this study are corroborated by the findings of a study done by the Easter Seals Project Action,

which reported that taxicab users “like the exclusive ride nature of the taxi trip, which provides a
faster trip than shared ride service” and that. “Users like the personal nature of a taxi trip, which

provides more ‘dignity’” (Ellis, 2016, p. 11).

From the perspective of the transit agency, taxicabs are an efficient option in many cases,
including providing trips throughout the day that do not fit on the schedules of dedicated vehicles
(Ellis, 2016, p. 2) and to provide trips at times that the custom transit service does not operate.
As affirmed through interviews with transit agencies, trips per hour on dedicated vehicles are
highest when taking groups of people to a single location, such as adult day programs. Taking
groups (2 or more people) from a similar pick-up location to a similar drop-off location is the
key to efficiency in a custom transit system. Ultimately, the use of taxis makes sense when, due
to the nature of the trip, the person will be the only person in the custom transit vehicle. It should
also be noted that many transit agencies are working towards making their taxi services shared
rides, and this represents another opportunity to further increase efficiency; however, feedback
from customers would need to be considered, as a shared ride taxi may decrease their perception
of quality.

BC Transit’s Taxi Saver program is resource and time-intensive for both BC Transit as well as
the user, and it involves a user having to pay monthly, via mailed-in cheque or in-person to
purchase vouchers. The adoption of Smart Cards for the program may be a valuable investment
for BC Transit, as the TRB highlights that the swipe technology offers many advantages to both
the transit agency and riders (Ellis, 2016, p. 2); however, it is also noted that implementation
takes significant time, as does training of both taxicab drivers and the customers (Ellis, 2012, p.
2).

While taxis can be an integral part of a service delivery model, one key limitation is the fact that
many small communities (including some communities that BC Transit serves) have a limited
number of taxis, do not have an accessible taxi, or do not have any taxis at all. While there is
increasing demand for wheelchair accessible taxis, there are many reasons why a taxi company
or taxi contractor may prefer to have or operate a standard taxi (TRB, 2012, pp. 32-33). These
reasons include the fact that wheelchair taxis are typically more expensive than conventional
cabs and they have higher insurance rates; in addition, wheelchair taxis generally use more fuel
than conventional cabs, and the additional time that it takes to serve wheelchair passengers
makes these trips less productive (TRB, 2012, pp. 32-33). In response to all of these factors, a
combination of regulations, incentives and direct involvement is required to establish and ensure
wheelchair accessible taxi service is available, whenever possible (TRB, 2012, p. 6). In some
cities, it is required that a certain percentage of each company’s fleet be wheelchair accessible,
while in other cities, the local government has provided financial assistance in the purchasing of
accessible taxis (TRB, 2012, p. 32). BC Transit may need to work with its local government
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partner(s) to ensure that there are accessible taxis available, in order to ensure this option is
available for their custom transit service.

Although not yet a threat to BC Transit’s use of taxis, custom transit service may be affected by
ride-sharing services, if and when they come to BC, as the arrival of Uber or Lyft may lure
drivers away from the taxi industry (Ellis, 2016, p. 3). At that point, in order to maintain the
efficiencies found through delivering custom transit service via taxis, BC Transit may need to
consider partnerships with the ridesharing company, although many significant challenges would
need to be overcome, as has been discussed.

Perhaps the most consistent finding of this study was the concerns surrounding custom transit
service delivery with taxicabs. Interview and focus group responses, as well as findings in the
literature review, all revealed that taxicabs generally do not deliver the same level of customer
service and safety as dedicated custom transit vehicles do (TRB, 2012, p. 24; TransLink, 2014, p.
4; OSA, 2017, p. 28,). In order to address this problem, there are many steps that the transit
agency can take to ensure that the custom transit service being delivered via taxicab meets the
needs and expectations of users. These steps include:

e Clearly defining the service that the taxi company is to operate for both Taxi Saver and
Taxi Supplement;

e Ensuring every driver is trained and fully aware of the expectations put on them when
delivering custom transit service;

e Ensuring clear contracts are in place with the taxi companies, outlining service
expectations, training requirements, and possibly penalties for infractions

o This contract should also ensure that taxi drivers have had Criminal Record and
Vulnerable Sector checks

e Being clear about reporting requirements;

e Ensuring there is a clear path of communication to all drivers for when a new policy or
message needs to be communicated; and,

e Ensuring riders understand what to expect with taxi service, specifically when using the
Taxi Saver program, as BC Transit has less control over this program than Taxi
Supplement.

e Providing easy, simple methods for service users to report poor service, or policy
violations.

In addition, when options are available, the transit agency should find a taxi company or
companies that are interested in building a relationship with the transit agency, and ideally, find
drivers who are comfortable working with adults with disabilities (Ellis, 2016, p. 3).

8.5 The Future of Custom Transit and Service Delivery Trends
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As noted in the literature review, Uber and Uber-like models hold large potential for the future of
custom transit; however, partnerships with these organizations are currently not possible, as Uber
is not yet available in BC.

The benefits of partnering with an app-based shared ride service like Uber are numerous, and
many of the benefits align with the efficiency and service qualities named as important by of
stakeholders. From an effectiveness perspective, app-based ride services are timely, flexible and
available at all hours of the day. From an efficiency perspective, partnering with a company like
Uber holds huge potential for providing trips that do not fit efficiently into the custom transit
schedule. Ultimately, this type of strategic partnership holds the potential to improve quantitative
key performance indicators, such as cost per trip and rides per hour, as providing trips with Uber
rather than a taxicab may be more cost-effective. In addition, it can improve many of the
measures found in the Customer perspective quadrant, including trip availability, comfort (in
some cases), and reliability.

There are many challenges to using an Uber-like model for custom transit service delivery, with
many of these issues being along the same lines as those currently being experienced through
taxicab service delivery. Specifically, most Uber vehicles are not wheelchair accessible, the
customer service orientation and level of service provided by the driver is difficult to manage,
and there are insurance and liability issues to be considered. If BC Transit is to ever consider a
partnership with Uber, safety must be a key consideration, especially as rides are being delivered
to a vulnerable sector of the public.

Another limitation of an app-based technology such as Uber is that many custom transit users are
not yet comfortable with booking trips via their SmartPhone.

While a partnership with Uber or Lyft may not be a service delivery option for BC Transit in the
immediate future, the underlying concept of UberPool, which is ride-sharing through matching
similar pick-up and drop-off locations, holds enormous potential, especially for the use of taxis
in custom transit service.
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9.0 Conclusion and Recommendations

9.1 Conclusion

As revealed through the findings of the 2017 OSA report and through focus group sessions with

customers, BC Transit’s custom transit systems are, for the most part, meeting the needs of

customers; however, as it is well-recognized that the demand for the service will continue to rise
in the coming years, it is important to ensure that the efficiency and effectiveness of these transit

systems are being monitored and evaluated consistently and on an on-going basis.

This paper has presented an evaluation framework for custom transit using the Balanced
Scorecard approach. Comparison of BC Transit’s current evaluation approaches with the
framework reveals some areas for improvement, and recommendations for BC Transit are
presented here. Consistently using the framework and conducting on-going monitoring will
ensure that the performance of individual contractors can be fairly evaluated. Through
considering and collecting qualitative and quantitative information, based on the framework
provided in this report, BC Transit can ultimately improve reporting to funding partners, make
better-informed contracting decisions, and develop more effective strategies for improving the
service, from both efficiency and effectiveness perspectives.

9.2 Recommendations

9.2.1 Short-term actions (0-6 months)

e BC Transit should adopt the framework presented in section 8.1 as an outline for
monitoring and evaluating the efficiency and effectiveness of all of its custom transit

systems. Using this framework consistently will allow for accurate comparisons between

systems of similar size.

e Use quantitative data to conduct peer comparisons between similarly sized custom transit

systems (both within BC Transit as well as others within Canada) and make service
delivery adjustments or policy changes accordingly.
e BC Transit should ensure robust contracts are in place with all taxi companies that are

being used to provide custom transit service. These contracts must clearly require taxicab
driver training, and set forth clear expectations of the driver. This must be made a priority

as it constitutes an immediate risk to the organization.

e To ensure service excellence, BC Transit’s No Show and Late Cancellation policy should
be re-communicated to all custom transit systems, for them to pass on to their customers.

9.2.2 Medium-term actions (6 months-2 years)
e BC Transit should roll-out technology to all of its larger custom transit systems

(Kelowna, Kamloops, Nanaimo, and Central Fraser Valley at minimum) which alerts the
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rider when their vehicle is five to ten minutes away. Ultimately, it would be beneficial to
let the customer know what type of vehicle they should be expecting, and potentially
even provide a license plate number if a cab has been dispatched, as Uber currently does.
Throughout BC, a lack of accessible taxicabs is consistently an issue, particularly in
smaller communities. BC Transit should work with its provincial and local government
partners to encourage regulations, incentives and direct involvement to establish
wheelchair accessible taxi service in all communities that have custom transit service.

If Uber or Lyft is to come to BC, BC Transit should consider a strategic partnership in
some cities to efficiently deliver trips that are not easily grouped. Uber and Lyft can also
be used to deliver people in rural areas to places where they can get on the conventional
bus.

BC Transit should move towards the use of Smart Cards for the Taxi Saver program. This
change would improve the user-friendliness of the system, and would also reduce
administrative costs in the long run.

BC Transit should work towards achieving a balanced ratio of subscription and
reservation trips in all of its custom transit systems.

Improve the perception of safety through monitoring accident rates, and dividing
“accidents” into more specific categories, such as preventable, non-preventable,
passenger falls, and so forth. Through monitoring each specific category year over year,
problem areas can be identified and targeted.

BC Transit should work towards ensuring that every custom transit ride provided on a
handyDART vehicle is a shared ride. If it is not, then a taxi or an Uber/Lyft vehicle is
most likely more appropriate, where available. This will require working with contractors
to ensure that efficiencies are being maximized through dispatching.

BC Transit should utilize a wide array of methods for obtaining feedback from custom
transit customers, including visiting residential care facilities to talk with clients, or
requiring that pre-postaged customer comment forms be left on board all custom transit
vehicles.

9.2.3 Long-term actions (2-5 years)

For larger custom transit systems, BC Transit should evaluate the use of multiple
contractors, which can create an incentive to provide excellent service.

BC Transit should create a Customer Charter of Expectations, outlining expectations
surrounding late cancellations and no shows, as has been created for the Region of Peel,
Ontario (Appendix 5).

BC Transit should continue to work with local government partners to promote transit-
oriented land use planning, and the development of complete and compact communities.
BC Transit should invest in technologies such as AVL or the Ecolane Demand Response
Transportation being used in Helsinki for the larger custom transit systems.

45



10.0 References

Access for Ontarians with Disabilities [AODA]. (2014). Accessibility for Ontarians with
Disabilities Act. Retrieved October 15, 2016 from: https://www.ontario.ca/page/how-
provide-accessible-transportation-services#section-0

Barrier-Free B.C. (2016). Welcome to Barrier-Free B.C. Retrieved November 20, 2016 from:
http://barrierfreebc.org/

Balanced Scorecard Institute. (2017). Balanced Scorecard Basics. Retrieved January 6, 2017
from: http://www.balancedscorecard.org/Resources/About-the-Balanced- Scorecard

BC Transit. (2016). Annual Service Plan Report. Retrieved October 6, 2016 from:
https://bctransit.com/servilet/documents/1403646162553

BC Transit. (n.d.a). BC Transit Today. Retrieved October 6, 2016 from:
https://bctransit.com/kelowna/corporate-reports/strategic-plan-2030/today

BC Transit. (n.d.b). Corporate Fast Facts. Retrieved October 9, 2016 from:
https://bctransit.com/victoria/about/facts/corporate

BC Transit. (n.d.c). Executive. Retrieved October 6, 2016 from:
https://bctransit.com/kelowna/about/executive

BC Transit. (n.d.d). handyDART: Book a Trip. Retrieved October 6, 2016 from:
https://bctransit.com/victoria/riderinfo/handydart/booking

BC Transit (n.d.e). Regional Transit Systems. Retrieved April 9, 2017 from:
https://bctransit.com/victoria/about/funding-and-governance/regional

BC Transit. (2014). RFP 16.01a Custom Transit Registration.

Canadian Urban Transit Association. (2013). Accessible Transit in Canada: Building on the
Benefits. Issue Paper 42. Retrieved January 5, 2017 from:
http://cutaactu.ca/sites/default/files/issue_paper_42 e 0.pdf

Canadian Urban Transit Association & Nelson\Nygaard. (2016). Canadian Code of Practice for
Determining Eligibility for Specialized Transit: Implementation Plan.

Canadian Urban Transit Association & Nelson\Nygaard. (2013). Canadian Code of Practice for
Determining Eligibility. Retrieved March 4, 2017 from:
http://www.bv.transports.gouv.qc.ca/mono/1136453.pdf

Canadian Urban Transit Association. (2010). Specialized Transit Services Fact Book. Retrieved
March 4, 2017 from: http://starcanada.ca/wp-content/uploads/2012/07/2010-CUTA-
Specialized-Transit-Services-Fact-Book-.pdf

46


https://www.ontario.ca/page/how-provide-accessible-transportation-services#section-0
https://www.ontario.ca/page/how-provide-accessible-transportation-services#section-0
http://barrierfreebc.org/
http://www.balancedscorecard.org/Resources/About-the-Balanced-%09Scorecard
https://bctransit.com/servlet/documents/1403646162553
https://bctransit.com/kelowna/corporate-reports/strategic-plan-2030/today
https://bctransit.com/victoria/about/facts/corporate
https://bctransit.com/kelowna/about/executive
https://bctransit.com/victoria/riderinfo/handydart/booking
http://cutaactu.ca/sites/default/files/issue_paper_42_e_0.pdf
http://www.bv.transports.gouv.qc.ca/mono/1136453.pdf
http://starcanada.ca/wp-content/uploads/2012/07/2010-CUTA-Specialized-Transit-Services-Fact-Book-.pdf
http://starcanada.ca/wp-content/uploads/2012/07/2010-CUTA-Specialized-Transit-Services-Fact-Book-.pdf

Canadian Urban Transit Association. (2016). Specialized Transit Services Industry Practices
Review.

Disability Rights Education and Defense Fund. (2010). Topic Guides on ADA Transportation:
On-Time Performance. Retrieved November 20, 2016 from:
https://dredf.org/ADAtg/OTP.shtml

Ellis, E. (2016). Use of Taxis in Public Transportation for People with Disabilities and Older
Adults. Transportation Research Cooperative Project. DOI 10.17226/24628

Fu, L. (2002). A simulation model for evaluating advanced dial-a-ride paratransit systems.
Transportation Research Part A. 291-297

Fu, L., Yang, J., & Casello, J. (2007). Quantifying technical efficiency of paratransit systems by
data envelopment analysis method. Transportation Research Record: Journal of the
Transportation Research Board, 2034, 115-122. doi:10.3141/2034-13

Gibbs, A. (1997). Social Research Update. University of Surrey. Retrieved April 8, 2017 from:
http://sru.soc.surrey.ac.uk/SRU19.html

Kirby, R.F., Bhatt, K.U., Kemp, M.A., McGillivray, R.G., & Wohl, M. (1974). Para-Transit:
Neglected Options for Urban Mobility. Washington, D.C.: The Urban Institute.

LADOT Transit. (n.d). Cityride: Taxi Service. Retrieved February 4, 2017 from:
http://www.ladottransit.com/other/cityride/

Larsen, R. & Poykko, S. (2007). The Automation of Paratransit Demand Response
Transportation — A Case Study from Helsinki, Finland.

Lave, R., & Mathias, R. (2000). State of the Art of Paratransit. Transportation in the New
Millennium, 478.

Lazo, L. (2016, September 16). Uber, Lyft partner with transportation authority to offer
paratransit customers service in Boston. Retrieved January 26, 2017 from:
https://www.washingtonpost.com/news/dr- gridlock/wp/2016/09/16/uber-lyft-partner-
with-city-to-offer-paratransit-customers-on-demand-service-in-
boston/?utm_term=.e100538e8bb4

Leseure, M., Joachim, B., Birdi, K., Neely, A. & Denyer, D. (2004). Adoption of promising
practices: a system review of the issues. International Journal of Management Reviews.
5:6, 169-190. Retrieved November 24, 2016 from:
https://www.researchgate.net/profile/Kamal_Birdi/publication/200552293 Adoption_of
Promising_Practices_A_Systematic_Review_of the Evidence/links/00b7d5188bd2d1b1
37000000.pdf

47


https://dredf.org/ADAtg/OTP.shtml
http://sru.soc.surrey.ac.uk/SRU19.html
http://www.ladottransit.com/other/cityride/
https://www.washingtonpost.com/news/dr-%09gridlock/wp/2016/09/16/uber-lyft-partner-with-city-to-offer-paratransit-customers-on-demand-service-in-boston/?utm_term=.e100538e8bb4
https://www.washingtonpost.com/news/dr-%09gridlock/wp/2016/09/16/uber-lyft-partner-with-city-to-offer-paratransit-customers-on-demand-service-in-boston/?utm_term=.e100538e8bb4
https://www.washingtonpost.com/news/dr-%09gridlock/wp/2016/09/16/uber-lyft-partner-with-city-to-offer-paratransit-customers-on-demand-service-in-boston/?utm_term=.e100538e8bb4
https://www.researchgate.net/profile/Kamal_Birdi/publication/200552293_Adoption_of_Promising_Practices_A_Systematic_Review_of_the_Evidence/links/00b7d5188bd2d1b137000000.pdf
https://www.researchgate.net/profile/Kamal_Birdi/publication/200552293_Adoption_of_Promising_Practices_A_Systematic_Review_of_the_Evidence/links/00b7d5188bd2d1b137000000.pdf
https://www.researchgate.net/profile/Kamal_Birdi/publication/200552293_Adoption_of_Promising_Practices_A_Systematic_Review_of_the_Evidence/links/00b7d5188bd2d1b137000000.pdf

Min, H. (2009). Evaluating the Service Quality of Paratransit Systems: An Exploratory Study of
the Toldeo Area Regional Transit Authority. Retrieved January 26, 2017:
http://miohutc.udmercy.edu/research/ts13/pdf/MIOH_UTC_TS13 2009 Final_Report_|
mproving_Paratransit_Services_etc.pdf

Miami Valley Risk Management Association. (n.d.). Guide for Determining Preventability of
Motor Vehicle Accidents (Based on National Safety Council Rules). Retrieved April 14,
2017 from: http://www.mvrma.com/pdfs/motor.pdf

Nelson\Nygaard. (2006). Santa Rosa Paratransit Monitoring Methods. City of Santa Rosa.
Retrieved December 5, 2016 from:
http://ci.santarosa.ca.us/doclib/documents/paratransit_monitoring_methods.pdf

Nelson\Nygaard. (2017). TransLink Peer Review of Custom Transit Policies.

Office of the Seniors Advocate. (2016, October 3). BC Seniors Advocate launches largest ever
survey of handyDART service in BC. Retrieved October 9, 2016 from:
https://www.seniorsadvocatebc.ca/wp-content/uploads/sites/4/2016/10/HandyDART
survey-final.pdf

Office of the Seniors Advocate. (2017). Moving in the Right Direction. handyDART Service
Results. Retrieved February 4, 2017 from:
https://www.seniorsadvocatebc.ca/app/uploads/sites/4/2017/02/Office-of-the-Seniors-
Advocate-HandyDartSurveyResults_Feb2017.pdf

Owram, K. (2016, April 25). As Uber is debated city by city, company asks provinces to get
involved to come up with shared rules. Financial Post. Retrieved May 4, 2017 from:
http://business.financialpost.com/news/transportation/as-uber-is-debated-city-by-city-
company-asks-provinces-to-get-involved-to-come-up-with-shared-rules

Owram, K. (2016b, July 7). Uber drivers, passengers in Ontario now automatically covered by
insurance after provincial blessing. Financial Post. Retrieved May 4, 2017 from:
http://business.financialpost.com/news/transportation/uber-drivers-passengers-in-ontario-
now-automatically-covered-by-insurance-after-provincial-blessing

Race, R. (2008). Literature review. In L. M. Given (Ed.), The SAGE encyclopedia of qualitative
research methods (pp. 488-489). Thousand Oaks, CA: SAGE Publications

Region of Peel. (2017). Passenger Charter. Retrieved March 5, 2017 from:
https://www.peelregion.ca/transhelp/passenger-charter

Province of British Columbia. (2014). Accessibility 2024. Retrieved October 15, 2016 from:
http://lwww2.gov.bc.ca/assets/gov/government/about-the-bc-government/accessible-
bc/accessibility 2024/docs/accessibility2024 _update_web.pdf

48


http://miohutc.udmercy.edu/research/ts13/pdf/MIOH_UTC_TS13_2009_Final_Report_Improving_Paratransit_Services_etc.pdf
http://miohutc.udmercy.edu/research/ts13/pdf/MIOH_UTC_TS13_2009_Final_Report_Improving_Paratransit_Services_etc.pdf
http://www.mvrma.com/pdfs/motor.pdf
http://ci.santarosa.ca.us/doclib/documents/paratransit_monitoring_methods.pdf
https://www.seniorsadvocatebc.ca/wp-content/uploads/sites/4/2016/10/HandyDART%20survey-final.pdf
https://www.seniorsadvocatebc.ca/wp-content/uploads/sites/4/2016/10/HandyDART%20survey-final.pdf
https://www.seniorsadvocatebc.ca/app/uploads/sites/4/2017/02/Office-of-the-Seniors-Advocate-HandyDartSurveyResults_Feb2017.pdf
https://www.seniorsadvocatebc.ca/app/uploads/sites/4/2017/02/Office-of-the-Seniors-Advocate-HandyDartSurveyResults_Feb2017.pdf
http://business.financialpost.com/news/transportation/as-uber-is-debated-city-by-city-company-asks-provinces-to-get-involved-to-come-up-with-shared-rules
http://business.financialpost.com/news/transportation/as-uber-is-debated-city-by-city-company-asks-provinces-to-get-involved-to-come-up-with-shared-rules
http://business.financialpost.com/news/transportation/uber-drivers-passengers-in-ontario-now-automatically-covered-by-insurance-after-provincial-blessing
http://business.financialpost.com/news/transportation/uber-drivers-passengers-in-ontario-now-automatically-covered-by-insurance-after-provincial-blessing
https://www.peelregion.ca/transhelp/passenger-charter
http://www2.gov.bc.ca/assets/gov/government/about-the-bc-government/accessible-
http://www2.gov.bc.ca/assets/gov/government/about-the-bc-government/accessible-

Samuels, G. (2016, May 19). Uber drivers accused of 32 rapes and sex attacks on London
passengers over the past year. The Independent. Retrieved May 4, 2017 from:
http://www.independent.co.uk/news/uk/uber-drivers-accused-of-32-rapes-and-sex-
attacks-on-london-passengers-a7037926.html

Seider, J. (2013). Value Case for Accessible Transit in Canada. Canadian Urban Transit
Authority. Retrieved October 15, 2016 from:
http://cutaactu.ca/sites/default/files/cutareport_valuecaseforaccessibletransitincanada.pdf

Shared-Use Mobility Center. (2017, February 7). Creating & Implementing Public Private
Shared Mobility Partnerships. Retrieved February 7, 2017 from:
http://sharedusemobilitycenter.org/wpcontent/uploads/2017/02/SUMC_P3_webinar2.7.1
7.pdf

TransLink. (2013). Taxi Pilot Project Report. Retrieved October 6, 2016  from:
http://www.translink.ca//media/Documents/plans and projects/custom transit service r
eview/handydart taxi pilot project report.pdf

Transport Canada. (2012). Improving Bus Service. Modest Investments to Increase Transit
Ridership. Retrieved December 15, 2016 from:
http://www.octn.ca/uploads/userfiles/files/Investments%20t0%20Improve%20Ridership
%200n%20Bus%20Service%20Transport%20Canada%202012.pdf

Transportation Research Board. (2012). Local and State Partnerships with Taxicab companies.
National Cooperative Highway Research Program. Results Digest 366. DOI
10.17226/14633 Retrieved January 20, 2017 from:
http://www.nap.edu/catalog/14633/local-and-state partnerships-with-taxicab-companies

Transportation Research Board. (1998). Paratransit Contracting and Service Delivery Methods.
Retrieved January 5, 2017 from: http://onlinepubs.trb.org/onlinepubs/tcrp/tsyn31.pdf

Trochim, W. & Donnelly, J. (2008). The Research Methods Knowledge Base. 3rd edition.
Mason, Ohio: Atomic Dog.

Uber. (2017a). Get Started. Drive in Edmonton. Retrieved May 4, 2017 from:
https://www.uber.com/en-CA/drive/edmonton/get-started/

Uber. (2017b). Get Started. Drive in Toronto. Retrieved May 4, 2017 from:
https://www.uber.com/en-CA/drive/toronto/get-started/

Universal Teacher. (n.d.). Threats to Validity in Qualitative Research. Retrieved March 20, 2017
from: http://universalteacher.com/1/threats-to-validity-in-qualitative-research/

Weiner, R. (2010). SWOT Analysis of BC Transit Custom Transit and Paratransit Services: Final
Report.

49


http://www.independent.co.uk/news/uk/uber-drivers-accused-of-32-rapes-and-sex-attacks-on-london-passengers-a7037926.html
http://www.independent.co.uk/news/uk/uber-drivers-accused-of-32-rapes-and-sex-attacks-on-london-passengers-a7037926.html
http://cutaactu.ca/sites/default/files/cutareport_valuecaseforaccessibl%09etransitincanada.pdf
http://sharedusemobilitycenter.org/wpcontent/uploads/2017/02/SUMC_P3_webinar2.7.17.pdf
http://sharedusemobilitycenter.org/wpcontent/uploads/2017/02/SUMC_P3_webinar2.7.17.pdf
http://www.translink.ca/media/Documents/plans_and_projects/custom_transit_service_review/handydart_taxi_pilot_project_report.pdf
http://www.translink.ca/media/Documents/plans_and_projects/custom_transit_service_review/handydart_taxi_pilot_project_report.pdf
http://www.octn.ca/uploads/userfiles/files/Investments%20to%20Improve%20Ridership%20on%20Bus%20Service%20Transport%20Canada%202012.pdf
http://www.octn.ca/uploads/userfiles/files/Investments%20to%20Improve%20Ridership%20on%20Bus%20Service%20Transport%20Canada%202012.pdf
http://www.nap.edu/catalog/14633/local-and-state%20partnerships-with-taxicab-companies
http://onlinepubs.trb.org/onlinepubs/tcrp/tsyn31.pdf
https://www.uber.com/en-CA/drive/edmonton/get-started/
http://universalteacher.com/1/threats-to-validity-in-qualitative-research/

W.K. Kellogg Foundation. (2004). Logic Model Development Guide. Retrieved October 13,
2016 from: https://www.wkkf.org/resource-directory/resource/2006/02/wk-kellogg-

foundation-logic-model-development-quide

50


https://www.wkkf.org/resource-%09directory/resource/2006/02/wk-kellogg-foundation-logic-model-development-guide
https://www.wkkf.org/resource-%09directory/resource/2006/02/wk-kellogg-foundation-logic-model-development-guide

Appendices

Appendix 1 — Human Research Ethics Board Certificate of Approval

e ilry e ) D e T v B v PO i

Burﬂﬂ“ T o P wom | i Byt (P S
of Victorls T migafiarbad | F I Ao el i L M. | SV L

Certificate of Approval

FAIMOPAL FVESTIGATOR: Chelea Moscey ool Leat

Ut STATLE: Pastes s Stuidear CRIGFIGL APPEOVAL [ETE IE-kie-17
L IDE PARTRERT PO AFPROVED O ke 17
SUFERS0N: Nebecca 'Warbeios & PPECAS AL ENPEY DATE 25 kye- 18

FROECTTITLE: Evaliaging fhe effiency wd o8 0ihenest of Cestom 1rasgh sysems

FESEARCH TEARY MEMEEE  tigas

CECLEAED PROKECT FURNDIRG  Maee

COMOITHINS OF APFIDAL

b L 1l O e £ wam b e i e v el L o A g baige b 1R gl g0

B i liesrtic
To rmaks app changess (o5 spproved seea rch prooeSorss in o iy, phans wbrii o " Eeguse e Rodilcrsion™ Fomm fou

Pl e R s appamecal Belaie proceediag edith g er moedfed gaaicoal

Frreaaky

B g il v dpqwirdd Podl e posia g Ted pervid chor g el vetls e d i iy i i@ b o o0 Bec g @ To e i g
profoosd, pleas wa b o Tepet lor Berewal” fome beioos | be spiny dets e your certibosts, You wil Be st ae erea ded
L rer 3 e i g o o resrs pour greioe ol asa el ie weeh BEloss yoar epinydns

Frogerl Lhirjan e
WV iy Pder G e eted ol i

P b Eihicn Bowrd by wuber

ol s ] R o el B i Ntiees poalact wilh parlpdid = poe e reolp | B Hors @i
W & Foike of P o] Compied o™ o

Certification

Thin serwl s iha the N Homss Pessarch Do Dosed Fesy wosr ined 1 hin ressare b proseml s moscled sd il inall

SRR, | e g ssspairh mesy it

E00-£T

priste oancbik of shire 3o B b thes Liaieerdsy al Wotoda

P, 1y M e Wy, | i b g s M ol s

“MarEape)

~T o
gockaed oauth
Iv. Achasl Scarik

At e Wi e=-Fredd e Feseacch Qasumore

Cartilic s o Oia: If-dan-17




Appendix 2 — Focus Group and Interview Recruitment Scripts

Recruitment Script for Researcher
(one-on-one interviews)

Hello, my name is Chelsea Mossey. I am a Graduate Student in the
department of Public Administration at the University of Victoria. As a
Graduate student, I am required to conduct research as part of the
requirements for a degree in Public Administration. To fulfill this requirement,
and because I believe it is an important area of study, I am currently
conducting a study entitled “Evaluating the efficiency and effectiveness of
custom transit systems.” Participation is completely voluntary. You have been
identified as having particular expertise and knowledge that would contribute
to the research, either as an industry expert, or a custom transit user or
stakeholder, and I am requesting your participation in this research project.

To give you a bit more background, the purpose of this research project is to
create a framework for evaluating the efficiency and effectiveness of BC
Transit’s 28 custom transit systems. Ultimately, this report will answer the
question: “How does BC Transit best evaluate the efficiency and effectiveness
of its custom transit systems?” In addition, there are many different options
for delivering custom transit service. These service delivery options will be
explored, and their potential efficiency and effectiveness will be evaluated. I
believe that research of this type is important because it is widely accepted
that evaluating and analyzing the success of custom transit systems is vital,
but it is less clear how this is best achieved.

If this sounds like something you may be interested in participating in, I will
provide you with the consent form to review. If, after reviewing the consent
form, you would like to proceed with participating, please let me know. We
can then set up a time for a one-on-one interview. Prior to the interview, I will
need a signed copy of the consent form.

If you have further questions, please email me at chelseafitz@zoho.com, or
call me at 250-686-9307.

Thank you for your time,

Chelsea Mossey
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Email Recruitment Script for Third Party Recruiter
(focus group sessions)

Hello, my name is Chelsea Mossey. I am a Graduate Student in the
department of Public Administration at the University of Victoria. As a
Graduate student, I am required to conduct research as part of the
requirements for a degree in Public Administration. To fulfill this requirement,
and because I believe it is an important area of study, I am currently
conducting a study entitled “Evaluating the efficiency and effectiveness of
custom transit systems.” Participation is completely voluntary.

To give you a bit more background, the purpose of this research project is to
create a framework for evaluating the efficiency and effectiveness of BC
Transit’'s 28 custom transit systems. Ultimately, this report will answer the
question: “How does BC Transit best evaluate the efficiency and effectiveness
of its custom transit systems?” In addition, there are many different options
for delivering custom transit service. These service delivery options will be
explored, and their potential efficiency and effectiveness will be evaluated.

I believe that research of this type is important because it is widely accepted
that evaluating and analyzing the success of custom transit systems is vital,
but it is less clear how this is best achieved.

Your Committee has been identified as having particular expertise and
knowledge that would contribute to the research, as important stakeholders
of the custom transit industry in B.C.

As such, I am hoping to hold a focus group session with your committee, which
should take no more than one hour. If this sounds like something your
Committee would be interested in participating in, I will provide you with the
consent form to review. If, after reviewing the consent form, you and your
fellow committee members would like to proceed with participating, please
return signed copies of the attached consent form to me via email, at your
earliest convenience.

If you have further questions, please email me at chelseafitz@zoho.com, or
call me at 250-686-9307.

Thank you for your time,

Chelsea Mossey
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Appendix 3 — Consent Forms

University of Victoria
School of Public Administration

Participant Consent Form - Interviews

You are invited to participate in a study entitled “Evaluating the efficiency and effectiveness of custom
transit systems®”. I am conducting this research both as an employee of BC Transit and as a Graduate
Student in the School of Public Administration at the University of Victoria. My name is Chelsea
Mossey, and you may contact me if you have further questions by emailing me at chelseafitz@zoho.com,
or calling 250-686-9307. The client for this research is BC Transit’s Vice President of Operations and
Chief Operating Officer, Brian Anderson. This research is required as part of the requirements for my
degree in Public Administration. It is being conducted under the supervision of Dr. Rebecca Warburton,
and you may contact her at rnwarbur@uvic.ca or 250-598-5865.

Purpose and Objectives

The purpose of this research project is to create a framework for evaluating the efficiency and
effectiveness of BC Transit’s 28 custom transit systems. Ultimately, this report will answer the question:
“How should BC Transit evaluate the efficiency and effectiveness of its custom transit systems?”’ In
addition, there are many different options for delivering custom transit service. These service delivery
options will be explored, and their potential efficiency and effectiveness will be evaluated.

Importance of this Research
Research of this type is important because it is widely accepted that evaluating and analyzing the success
of custom transit systems is vital, but it is less clear how this is best achieved.

Participants Selection
You are being asked to participate in this study because you are a key custom transit stakeholder, and due
to your specialized knowledge, your input would be an asset to this research.

What is Involved
If you consent to voluntarily participate in this research, your participation will include an interview, by
telephone if possible, or in person if you prefer. The interview will require 45 minutes to 1 hour.

Interviews will be audio recorded, and notes will be taken.

Inconvenience

Participation in this study may cause some inconvenience to you, primarily the time required, or the time
needed for travel if you prefer to attend an in-person interview. Reimbursement will be offered for any
expenses incurred through participation, including travel costs, childcare costs, or parking costs, even if
you withdraw from an interview before it concludes. (Note, the option of travelling to an interview will
only be offered to Victoria participants.)

5> Custom transit is provided on a door-to-door basis to people whose disability prevents them from using the
conventional fixed-route service.
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Risks
There are no known or anticipated risks to you by participating in this research.

Benefits

The potential benefits of your participation in this research include benefits to society and benefits to the
existing state of knowledge. All of the participants in this study are custom transit stakeholders.
Ultimately, this research could potentially improve custom transit service in B.C., through increasing BC
Transit’s ability to monitor and evaluate the efficiency and effectiveness of the service. Custom transit
service is intended to improve the quality of life for people with disabilities, through providing them with
access to their community. Increasing the efficiency and effectiveness of the service would be a benefit to
society at large. The current state of knowledge in the area of evaluating a custom transit service is very
limited. This research is intended to improve the current state, and ideally set forth a robust framework
that can be used across B.C. and beyond.

Voluntary Participation

Your participation in this research must be completely voluntary and you are under no obligation to
participate. If you do decide to participate, you may withdraw at any time without any consequences or
any explanation. If you withdraw from the interview, or decide to withdraw your participation after the
interview has concluded, your data will be used only if you give permission; otherwise it will be
destroyed. If you wish to cancel a scheduled interview, please contact Chelsea Mossey by phone or email
(see contact information on page 1 of this form).

Anonymity

Your anonymity will be fully protected in reports, unless as a subject matter expert you would prefer to be
quoted or cited, with proper attribution. (This clause to be customized, depending on the recipient.)
Numbers or pseudonyms will be assigned to interview and focus group participants to ensure
confidentiality.

Confidentiality

Your confidentiality and the confidentiality of the data will be protected by ensuring the data is stored
only on the researcher’s computer, which is password-protected. The files will be encrypted with a
password so that only the researcher can access them. No files will be stored online or in the cloud. All
paper notes will be kept in a locked drawer at the researcher’s personal desk.

Dissemination of Results

It is anticipated that the results of this study will be shared with others in the following ways: In the
researcher’s final Master’s Project, which will be defended in front of an academic committee and
subsequently published on the University of Victoria’s library website. The results of this study will also
be shared with the researcher’s client organization, BC Transit, and specifically with the project client,
BC Transit’s Vice President of Operations and Chief Operating Officer, in the form of a report.

Disposal of Data
Data from this study will be disposed of at the conclusion of the report and oral defense (expected in
September 2017). Electronic data will be erased and paper copies will be shredded.

Contacts

Individuals that may be contacted regarding this study include Chelsea Mossey, or Dr. Rebecca
Warburton. Contact information is available on page 1 of this form.
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In addition, you may verify the ethical approval of this study, or raise any concerns you might have, by
contacting the Human Research Ethics Office at the University of Victoria (250-472-4545 or
ethics@uvic.ca).

PLEASE CIRCLE THE OPTION YOU PREFER, AND INITIAL:

I DO / DO NOT consent to be identified by name / credited in the results of the study:

(Participant
initials)

I DO / DO NOT consent to have my responses attributed to me by name in the results:

(Participant
initials)

Your signature below indicates that you understand the above conditions of participation in this study,
that you have had the opportunity to have your questions answered by the researchers, and that you
consent to participate in this research project.

Name of Participant Signature Date

A copy of this consent will be left with you, and a copy will be taken by the researcher.
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University of Victoria
School of Public Administration

Participant Consent Form — Focus Groups

You are invited to participate in a study entitled “Evaluating the efficiency and effectiveness of custom
transit systems®”. I am conducting this research both as an employee of BC Transit and as a Graduate
Student in the School of Public Administration at the University of Victoria. My name is Chelsea
Mossey, and you may contact me if you have further questions by emailing me at chelseafitz@zoho.com,
or calling 250-686-9307. The client for this research is BC Transit’s Vice President of Operations and
Chief Operating Officer, Brian Anderson. This research is required as part of the requirements for my
degree in Public Administration. It is being conducted under the supervision of Dr. Rebecca Warburton,
and you may contact her at rnwarbur@uvic.ca or 250-598-5865.

Purpose and Objectives

The purpose of this research project is to create a framework for evaluating the efficiency and
effectiveness of BC Transit’s 28 custom transit systems. Ultimately, this report will answer the question:
“How can BC Transit best evaluate the efficiency and effectiveness of its custom transit systems?”” In
addition, there are many different options for delivering custom transit service. These service delivery
options will be explored, and their potential efficiency and effectiveness will be evaluated.

Importance of this Research
Research of this type is important because it is widely accepted that evaluating and analyzing the success
of custom transit systems is vital, but it is less clear how this is best achieved.

Participants Selection
You are being asked to participate in this study because you are a key custom transit stakeholder, and due
to your specialized knowledge, your input would be an asset to this research.

What is Involved
If you consent to voluntarily participate in this research, your participation will include a focus group
session lasting at most one and a half hours (90 minutes), plus local travel to and from the session.

Focus group sessions will be audio recorded, and notes will be taken.

Inconvenience

Participation in this study may cause some inconvenience to you, including time taken or short-distance
travel to and from the focus group location. Reimbursement will be offered for any expenses incurred
through participation, including travel costs, childcare costs, or parking costs, even if you withdraw from
a focus group before it concludes.

Risks
There are no known or anticipated risks to you by participating in this research, other than the ordinary
risks of short-distance travel.

6 Custom transit is provided on a door-to-door basis to people whose disability prevents them from using the
conventional fixed-route service.
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Benefits

The potential benefits of your participation in this research include benefits to society and benefits to the
existing state of knowledge. All of the participants in this study are custom transit stakeholders.
Ultimately, this research could potentially improve custom transit service in B.C., through increasing BC
Transit’s ability to monitor and evaluate the efficiency and effectiveness of the service. Custom transit
service is intended to improve the quality of life for people with disabilities, through providing them with
access to their community. Increasing the efficiency and effectiveness of the service would be a benefit to
society at large. The current state of knowledge in the area of evaluating a custom transit service is very
limited. This research is intended to improve the current state, and ideally set forth a robust framework
that can be used across B.C. and beyond.

Voluntary Participation

Your participation in this research must be completely voluntary and you are under no obligation to
participate. Your employment standing will not be affected in any way by whether or not you choose to
participate. The client will not be informed of who has chosen to participate and who has not. If you do
decide to participate, you may withdraw at any time without any consequences or any explanation. If you
withdraw from a focus group, your data to that point will be used but your identity will not be revealed in
focus group reports. If you wish to cancel your participation in a scheduled focus group, please contact
Chelsea Mossey by phone or email (see contact information on page 1 of this form).

Anonymity
Your anonymity will be fully protected in reports. Numbers or pseudonyms will be assigned to interview
and focus group participants to ensure confidentiality.

Confidentiality

As focus group participants will be drawn from an existing group and recruitment will take place in a
group setting, there are limits to protecting your confidentiality. In addition, the inherent nature of focus
groups places limits on confidentiality. The researcher will make every effort to guarantee confidentiality,
and the confidentiality of the data will be protected by ensuring the data is stored only on the researcher’s
computer, which is password-protected. The files will be encrypted with a password so that only the
researcher can access them. No files will be stored online or in the cloud. All paper notes will be kept in a
locked drawer at the researcher’s personal desk.

Dissemination of Results

It is anticipated that the results of this study will be shared with others in the following ways: In the
researcher’s final Master’s Project, which will be defended in front of an academic committee and
subsequently published on the University of Victoria’s library website. The results of this study will also
be shared with the researcher’s client organization, BC Transit, and specifically with the project client,
BC Transit’s Vice President of Operations and Chief Operating Officer, in the form of a report.

Disposal of Data
Data from this study will be disposed of at the conclusion of the report and oral defense (expected in
September 2017). Electronic data will be erased and paper copies will be shredded.

Contacts

Individuals that may be contacted regarding this study include Chelsea Mossey, or Dr. Rebecca
Warburton. Contact information is available on page 1 of this form.
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In addition, you may verify the ethical approval of this study, or raise any concerns you might have, by
contacting the Human Research Ethics Office at the University of Victoria (250-472-4545 or

ethics@uvic.ca).

Your signature below indicates that you understand the above conditions of participation in this study,
that you have had the opportunity to have your questions answered by the researchers, and that you
consent to participate in this research project.

Name of Participant Signature Date

A copy of this consent will be left with you, and a copy
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Appendix 4 — Focus Group and Interview Questions

Interview Questions (One-on-One Interviews)

1.

10.

11.

Tell me about your existing role at , and how custom transit
plays into your day-to-day work.

. How would you define the word “effective” in terms of what it means for

custom transit? What would an “effective” system look like?
How would you define the word “efficient” in terms of what it means for
custom transit? What would an “efficient” system look like?

. What elements of a custom transit system do you hear as being most

important to customers? (prompt: e.g. Service hours available, wait time
“window”, customer service orientation of drivers, ease of booking a trip)

. What are optimal service delivery methods for BC Transit’ custom transit

service? Do you have any ideas for future service delivery methods?

. Do you have any ideas on how BC Transit could be evaluating the

efficiency and effectiveness of its custom transit systems?

. To what extent should qualitative data (such as survey feedback) be

used, and to what extent should quantitative data (such as rides per
hour) be used evaluating a custom transit service or “family of services”?

. Do you have any insight into industry best practices or promising

practices that are being used to evaluate custom transit systems?

. When reading a report on custom transit, what Key Performance

Indicators do you find most useful or helpful for determining the success
of the system?

What are some specific characteristics or features of a custom transit
system that make it especially effective or valuable for customers?

Do you have any other comments about custom transit, or evaluating
custom transit?

Focus Group Questions

1.

How would you define the word “effective” in terms of what it means for
custom transit? What would an “effective” system look like? Do you think
the current system is effective? Why, or why not?

. How would you define the word “efficient” in terms of what it means for

custom transit? What would an “efficient” system look like? Do you think
the current system is efficient? Why, or why not?

What elements of a custom transit system are most important to you?
(prompt: e.g. Service hours available, wait time “window”, customer
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service orientation of drivers, ease of booking a trip) Are there other
elements that you think are very important to some users, but are less
important for you personally?

4. What form of custom transit service do you prefer? (prompt: i.e. taxi
saver or handyDART) Why?

5. Do you have any other comments about custom transit?
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Appendix 5 — Region of Peel Passenger Charter

As a Passenger, you can
expect to:

Be transporiad in 2 safa mannar and travel
in a clean and well-maintained wahicla by an
oparator who practices appropriate personal
hygiane

Be treated with courtesy and respect

Hawe your calls answered prompély and
courteously

Be picked up on fime within tha pick-up tima
window

Be transporiad to & safe place if delivery to
your ariginal dastination & not possible

Be taken to tha first accassibla door of your
final destination. but not inside

Expact that the Region of Peal will investigate
and address your
concams or complaints

Esxpact service that is compliant with the
Accessibility for Ontarians with Disabilities Act
(AD0A)

Passenger Charter

The responsibilities of a

Passenger are to:

Pay the approprizie fare for tha sarvica
provided and maintain & positive account
balanca

Follow the User Guide and policies
Wear a seatbelt at all times

Ba courteous and considerate of othar
passengears, drivars, and customer servica
a[ents

Pracfica appropriata personal hygiena
Ba ready during your pick-up window

Liza paratransit respansibly to ensure that the
sarvice is available io all

Usa conventional transpartation whan
available and accessibla

ion of Peel

Working fon yoa

FReg
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