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Accessibility


Transportation services for people with disabilities





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








Who are the Passenger Agents  and What Do they Do?


Passenger Agents (PA's) are the first point of contact for Customers requesting trips with Access Calgary. They are the people on the other end of the phone taking requests for all Subscription and Casual bookings, confirming trips, processing cancellations and responding to late inquiries. PAs also support the Operations Controllers (Dispatch) in addressing same day service concerns.Trip requests and cancellations usually come by phone and on occasion, some Agencies will fax requests which are processed in the same order as phone requests. 





If a trip time cannot be accommodated at the time of the request, the PA will try to negotiate new times which fit the travel requirements. If the trip still cant be accommodated it will be waitlisted for the Scheduling Department to review.





PAs take almost 50,000 phone calls per month. Most of these are trip requests, same day service inquiries or trip confirmations. The automated trip confirmation and cancellation line, ACROBAT, also takes in excess of 25,000 calls per month. Using Acrobat is more efficient than speaking with a PA as there is no wait on the phone, allowing PAs to accept more trip requests and assist other customers.








Access Calgary from Start to Finish


Ever wonder what the whole process looks like from the time a customer is interested in Access Calgary to the time they are taking trips? Here it is!





ELIGIBILITY


-Customer is interested in Access Calgary


-Get application by calling one of the Access Calgary Clerks at 537-7770 


-Fill out application and phone the Interview Booking Line Clerk


-Questions will be asked to determine if an interview is needed or not (there are set criteria for this) 


-If no interview is required, customer is entered into the system and service is activated�-go to TRIP BOOKING 


-If an interview is required, customer books a time and location


-Customer comes to  interview with application form and meets with a Mobility Specialist


-A decision on eligibility is made either at the interview or within 5-7 days �(if more information is required)


-Customer is notified by letter what their eligibility is (Unconditional, Conditional or Denial), and receives a handbook on how to start taking trips�-go to TRIP BOOKING  


-Customers who receive Unconditional eligibility for over one year will also receive the Access Calgary Extra (ACE) card within 2 weeks and a handbook on how to use the card


-If customer is not in agreement with the eligibility decision, they may start the Appeal Process which will be explained to them by the Mobility Specialist  


TRIP BOOKING


-The customer can book trips by calling 537-7777 and speaking to a Passenger Agent


-Customers must read the Access Calgary Handbook to learn what types of trips they can book, when the bookings must be made and what to do if they need to change or cancel a trip           


-All trips booked each day go to the Access Calgary Schedulers who put together all the shared ride trip schedules for the next day. Information is sent to the Service Providers (Calgary Handi-bus and Taxi companies) each evening to detail the next day's trips �for each driver


-Customer must pay for each trip with an Adult Transit Ticket that is given to the driver 


-On some occasions, something may happen that disrupts the timing of the tripfor example, vehicle breakdown, customer not ready at the pick up point, traffic or accident, no-show of customer, etc. In these situations, the Access Calgary Operations Controllers (Dispatch) staff are in touch by phone/radio with the drivers to assist as quickly as possible


CUSTOMER SERVICE


-If a customer has either a compliment or a complaint regarding the Access Calgary service they need to call the Customer Service staff to ensure the issue gets recorded and followed up  


INFORMATION CHANGES


-At any time, a customer can call Access Calgary to report an address change, change in medical condition, change in mobility aids used, etc.


There is also a lot of work that happens by other staff behind the scenes to ensure that Access Calgary is monitoring On-Time performance, length of trips, computer systems, office administration and flow of information.





REMINDERS


-Please keep sidewalks and steps free from snow (even in the Spring when it melts more quickly.) This will ensure the safety of customers and drivers.


-If there is a change in personal contact information such as address, emergency contact, etc., please contact Access Calgary to update the file.


-Customers using wheelchairs - remember to use your seatbelt. Ask the driver if you need help.





Access Calgary Extra (ACE)


Customers who have Unconditional Eligibility for Access Calgary for over a year are issued an ACE (Access Calgary Extra) card which provides a $40 taxi subsidy each month. The ACE card is part of the Access Calgary eligibility process and cannot be applied for separately. Trips taken using an ACE card are not coordinated by Access Calgary. The customer calls a taxi company directly to book the trip. Customer service issues resulting from one of these trips should be directed to the appropriate taxi company. It is up to the customer to keep track of the amount remaining on the card. It is also important to note that the drivers for these trips do not have the same responsibility for door to door service or assistance to the customers as drivers who are providing the Access Calgary shared-ride trips.





IMPORTANT NOTICE


All Subscription bookings will be cancelled on Good Friday, Easter Sunday and Easter Monday. Booking and Customer Service Lines will also be closed. 


Booking requests for the 26th �-may be made until 5p.m. March 24th


Bookings for Easter Sunday �-may be made up until 1 p.m. March 26th


Booking lines will be closed on �-Easter Sunday, March 27th and �-Easter Monday March 28th 


All booking requests for Easter Monday, March 28th, and Tuesday, March 29th �-may be made until 5 p.m. Saturday, March 26th





Waitlisted trips


This is a trip that could not be accommodated at the time of the booking request.  





Some customers may find that some of their trips are waitlisted but not others. In this case, the customer may have to find alternate ways to complete the trip.





If the Scheduling Department is unable to accommodate a trip, it will be left for the Operations Controller to review on the day of service. Work will continue to try to accommodate the trip until 2 hours before the scheduled pick up window. At this point, the trip will remain waitlisted and can not be accommodated.





Have you paid �for your trip? 


There are times when Access Calgary customers neglect to pay for their shared ride trip. Customers should  know that these no-fares are tracked and information is transferred to Access Calgary for follow up. Accumulated no-fares will result in a notification letter from Access Calgary which will require payment to be made or result in suspension of service.





Tackling Transportation 


With funding from Persons with Developmental Disabilities (PDD) a group including nine agencies has been working for over a year to identify issues and solutions for improvements to accessible transportation. A user survey was completed in Spring 2004. The Tackling Transportation group would like feedback from Access Calgary customers to ensure that the ideas presented by the smaller survey group are supported by the larger customer base. A series of one-hour discussion groups will be held on April 28 at the Vocational and Rehabilitation Research Institute (VRRI). Customers, agency staff, support people are welcome to attend. A letter with details is included with this newsletter or you can call 537-7975 to register your availability.





Accessability is available in alternate formats.       


For more information call 537-7770.


Access Calgary Website: accesscalgary.ca        


Calgary Transit Website: calgarytransit.com


