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Accessability Newsletter

Transportation services for people with disabilities

Calgary Transit’s Mission is to provide safe, accessible, and courteous public transportation service in response to the needs of our customers.

Access Calgary and its Service Providers

Access Calgary currently has contracts with three transportation companies: Calgary Handi-Bus, Checker Cabs and Associated Cabs; to provide shared-ride service to customers. Each weekday there are over 220 vehicles providing approximately 3,500 trips.

Responsibilities include:

Service Providers
•
driver selection

•
training

•
assigning work to drivers

•
maintenance and vehicle requirements 

Access Calgary
•
customer eligibility

•
trip booking and scheduling

•
dispatch communication with drivers

•
customer service system

•
monitor on-time performance and fares

Over the next few months Access Calgary will be working with service providers to review driver training and improve driver and vehicle identification.

Tip

The Access Calgary phone lines are most busy between the hours of 9-11am. Wait time on the phone will be much shorter if calling after these hours.
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On-time Performance

On-time Performance (pick-up and drop-off) has been identified as one of the most important aspects of Access Calgary’s service according to the 2003 Customer Satisfaction Survey.
On-time Performance is affected by many factors, both controllable and non-controllable.

Some non-controllable factors are:
•
Weather (affecting road conditions).

•
Accidents (that disrupt traffic).

•
Mechanical problems (vehicle breakdown).

•
Construction (causing traffic congestion). 

Although these factors are considered non-controllable, pro-active steps are taken to plan around them and reduce delays to schedules. Customers need to be patient during severe weather disruptions and traffic delays.

Factors that are within the control of the customer can increase the On-time Performance of the system.

Some controllable factors are:
•
Customers being ready at the door for pick-up.
•
Customers being at the correct pick-up location.

•
Caregivers ready at the designated locations to receive clients.

•
Cancellation for trips not required (according to cancellation policy).

 A simple delay at the start of a trip will have a domino effect for the remaining customers on that trip. A ten minute delay at any location will result in the remaining customers being late.

Failure to cancel a booking causes time delay due to the procedures required to locate the customer. Customer responsibility is vital in ensuring each trip goes smoothly and on time. 

The goal of Access Calgary is to continually improve On-time Performance to meet the needs of the customers. Working together with a better knowledge of what is required will help to achieve this.
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2004 RONA Bike Tour

Once again, Access Calgary assembled a team for this popular annual bicycle ride to raise money for the Multiple Sclerosis Society.

The ‘Recycled Athletes’ team of 11 riders included Doug Corraini, Linda Colangelo, Dean McGinnis, Brian Cripps, Ursula Serpico, Jeff Weber, Debbie Mah, Stephen Hansen, Karen Cameron, Pat Wismer and Keith Heasman.

This team was part of the record 513 riders who each cycled 200 km from Airdrie to Olds and back. They rode through rough weather, encountering strong headwinds, rain and even hail! The practice rides every weekend since April sure paid off!
The team raised over $6800 with donations, raffles, barbecue and a 50/50 draw. This surpassed the goal of $5000! The ‘Recycled Athletes’ won the ‘Most Original Team Recruitment’ award and a ‘Team Spirit’ award. Watch for the Access Calgary Team again in 2005!
Congratulations to the MS Society who raised $411,000.

Access Calgary Open House

There will be several Open House opportunities for customers and others during the Fall of 2004.  Each Open House will be targeted to a specific audience. Choose the most suitable one for you. All sessions will be held at Calgary Transit, Spring Gardens, 928 32 Ave NE and will include an overview of Access Calgary and a tour of the Operations area.

Date
Time

Who should attend

Sept 23
2-4pm

Access Calgary Registered Customers

Sept 25
10am-noon

Access Calgary Registered Customers

Nov 23

2-4pm

Access Calgary Registered Customers

Sept 16
10am-2pm

Service Providers (staff from Taxi companies and Calgary Handi-bus)

Oct 5
2-4pm

Community Agency and Support Staff
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Say that again? 

A quick guide to some common Access Calgary terms

Here are some common terms and phrases used by Access Calgary and what they mean:
Time Window:  A 20-minute time frame that Access Calgary has to pick up the customer. There are many variables around pick up times that cannot be controlled such as traffic, waiting for customers and weather. The Time Window is a cushion around the scheduled pick up time that allows the driver to keep a schedule. It includes 5 minutes before the actual scheduled pick up time and 15 minutes after the scheduled pick up time.
Time Change:  Each night, Access Calgary scheduling staff review all the trips requested for the next day. The trips are fit together as efficiently as possible using computer technology and fine-tuning by the staff. This means that the time originally requested occassionally needs to be shifted slightly.  This shift is called a Time Change. You will be notified by phone of any change greater than 15 minutes.

ACROBAT:  The automated system that 1) communicates trip times for the week to customers, 2) takes cancellations with more than two hours notice, 3) communicates Access Calgary phone numbers, 4) transfers calls to a passenger agent. Customer registration number and password is required to use Acrobat.

Customer Registration Number:  The file number assigned to each customer required for all bookings and interactions with Access Calgary.

Password:  Used with ACROBAT. It has 4 digits, consisting of birth month followed by birth days. For example, a birthday on April 10th has a password of 0410.

Casual Booking:  A trip that does not happen regularly.

Time Sensitive Booking:  A trip with a set arrival time that the customer does not control, such as an airline flight, job interview, or medical appointment.

Subscription Booking:  A trip that happens every week for at least 6 weeks to the same place at the same time.
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Customer Service

 Access Calgary is continually trying to improve every aspect of its operation. One way this is done is through feedback received from customers. Whether a trip is on time or late, comments are always useful to Access Calgary. Compliments are also appreciated and accepted as well!

The right people need to be contacted to officially record a comment to Access Calgary. The Customer Service Representatives are those people. When a call is placed, comments are documented according to the Calgary Transit Customer Service Report (CSR) system and the process begins. 

It is important to note that a comment passed on to a driver, dispatcher or passenger agent, will be listened to and those staff will attempt to assist, however, in order to initiate an official follow up process the Customer Service Representative must be contacted.

All concerns are taken seriously and kept confidential. Customers should not fear that reporting a concern will affect service in any way. The Customer Service Representative will record concerns and assist immediately if possible. Issues that cannot be resolved at the time of the call will be recorded and forwarded to the correct person or provider, who will respond to the concern.  If requested, the customer will be called back and informed of the outcome of the investigation. A written response is then forwarded to Access Calgary Customer Service for tracking and further follow up if required.

Calgary Transit policy dictates a five business day turn around time for all concerns. Currently, 80% of reported concerns are addressed within this time period. Some concerns take a little longer to address depending upon availability of drivers, dispatchers or others involved.

Remember, issues can only be addressed by Access Calgary if they are reported to the proper destination. Customer Service Representatives can be reached by calling 537-7777 (option 4).
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Get On Board Travel Training Day Camp 

This summer 24 students attended four, half day sessions to teach them how to use regular Calgary Transit busses and CTrains. Sessions were held at City Hall School in the Municipal Building. Students learned how to plan a trip, purchase tickets, components of the vehicles, call Customer Service and Teleride and the rules of the road!

Students had the opportunity to meet a bus driver, talk about Protective Services and take several practice trips on both bus and CTrain.

The sessions were co-sponsored by Access Calgary, Calgary Board of Education and Calgary Catholic School District. 

LRT UPDATE

On June 26, 2004, the Shawnessy and Somerset/Bridlewood stations were officially opened. Both stations were designed to be accessible for people with disabilities. “Calgary Transit once again demonstrated its continued commitment to provide service for the citizens of Calgary,” (Mayor Bronconnier). 

The first phase of the refurbishment at the 7th Avenue LRT stations has begun. The 2nd Street West station will be removed and a new station will be built between 1 Street West and Centre Street.

Access Calgary Advisory Committee (ACAC)

The ACAC meets monthly and has been established to advise Calgary Transit on policies and procedures related to the operation of Access Calgary. 

The Committee is composed of Access Calgary customers, community representatives and representation from Calgary Transit Administration.

The ACAC members for 2004 are:

Jim Brown

Mike Hambly

Gil Van Elslande

Kevin Mark

Michelle Kristinson

Barry Lindemann

Val Shaw-Lewis

Linnie Tse

Accessability is available in alternate formats. Please call 537-7879 for more information.

Access Calgary Web site – accesscalgary.ca  Contact Numbers – 537-7777, 537-7770.
