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ADA Paratransit Certification







RTA Mobility Services Department – Year-to-Date First Quarter 2020 Report

June, 2020 		                                                    RTAChicago.org  26
The ADA Paratransit Certification Program determines eligibility for the ADA Paratransit service operated by Pace in the RTA region.  ADA Paratransit is an advance reservation, origin-to-destination public transportation service for individuals whose disabilities prevent them from using fixed route service for some or all their travel.  Eligibility determinations are made in accordance with the federal Americans with Disabilities Act and U.S. Department of Transportation ADA regulations, following an in-person interview and functional assessment protocol.  All completed applications must have a certification decision made within 21 calendar days of the submission date, or presumptive eligibility must be given until the certification decision can be made.  
The attached figures provide ADA Paratransit Certification quarterly application data for the first quarter of 2019 through the first quarter of 2020 as well as annual year-to-date (YTD) data for 2016 through 2020.  The data includes completed applications received as well as the distribution of new applications, in-person recertification applications, and mail-in recertification applications.  Also included are the year-end totals of eligible customers for 2016 through 2020 and the year-to-date total for 2020.  In addition, data is provided for the same quarterly and annual time-periods regarding call volumes on the Mobility Services Helpline and its primary menu options.  


[bookmark: _Toc487297218][bookmark: _Toc43113027]ADA Paratransit Eligible Customers
As of December 31, 2018, there was a total of 66,994 eligible ADA paratransit customers, reflecting a 3.5% increase in 2018 compared to 2017.  As of March 31, 2020, there were 64,647 eligible ADA Paratransit customers, which represented a 1.9% increase from the first quarter of 2020 over year-end 2019 (see Figures 1 and 1a).  From year-end 2016 through the first quarter of 2020, the average annual rate of growth in eligible customers was 1%, which is below our projected 6% average annual growth rate for the 5-year period beginning in 2016.  It should be noted that the 2019 numbers are negatively impacted due to removing deceased customers from the database during the third quarter of 2019.



[bookmark: _Toc487297219]


[bookmark: _Toc43113028]ADA Paratransit Applications Received
[bookmark: _Toc487297220]Quarterly Trends

Application Volume
For the first quarter of 2020, the RTA received a total of 3,648 ADA Paratransit applications, a 15% decrease compared to fourth quarter of 2019.
Figure 2 shows the total number of ADA paratransit applications received during the first quarter of 2020 and in each of the previous four quarters, as well as the volume of each type of application.  Figure 2A depicts the percent change in total application volume and of each application type for the same time-period.  








Application Distribution
Figure 3 shows the distribution by type of application for the first quarter of 2020 and each of the previous four quarters.  New applications are at 48% for the first quarter of 2020, which is slightly lower than the prior quarter.  The percent share of in-person recertifications was 31%, which is slightly lower than the prior quarter.  Mail-in recertifications accounted for 17% of total applications in the fourth quarter of 2019, which was below the prior four quarters.  It will continue to be interesting to see how the distribution of application types may change throughout calendar year 2020.
Figure 4 shows the distribution by type for recertification applications for the first quarter of 2020 and each of the previous four quarters.  Mail-in recertifications accounted for 39% of total recertifications in the first quarter of 2020, the highest percentage of the previous four quarters.  Since expanding the mail-in recertification process for the second time in 2015, we projected that approximately 40% of recertifications could be completed by mail rather than in-person.  It is important to note that the mail-in recertification process has freed up capacity for in-person applications, both new and recertification, at RTA’s Mobility Assessment Centers, and has allowed for a more streamlined recertification process for mail-in applicants.  We will continue to monitor these trends.






[bookmark: _Toc487297221]

Annual Trends
Application Volume
Effective on March 16, 2020, the RTA closed both MTM interview/assessment sites due to COVID-19.  While ceasing appointments at both interview sites on March 16, 2020, late in the first quarter, there was a significant impact on the first quarter 2020 stats as a result.  On a year-to-date (YTD) annual basis, we received a total of 3,648 ADA Paratransit applications through the first quarter of 2020, a 15% decrease over the same time-period in 2019.  YTD New applications showed a decrease of 10% in 2020 as compared to 2019.  In-person recertifications showed a decrease of 21% in 2020 as compared to 2019.  Similarly, YTD mail-in recertifications showed a decrease of 14% in 2020 as compared to 2019.  To provide the best service to our customers during the COVID-19 pandemic, the RTA automatically extended all applicants with expiring certifications for six months and provided temporary eligibility to all new applicants for six months as well.  We will continue to monitor application volume trends throughout this challenging year.
Figure 5 shows the total number of ADA Paratransit applications received YTD as of the first quarter of 2020 and through the first quarter of each of the previous four years.  Also shown in Figure 5 is the volume of each type of application received.  Figure 5A depicts the percent change in total application volume and of each application types for the same time-period.  







Application Distribution
Figure 6 shows the year-to-date (YTD) distribution by type of application as of YTD of the first quarter of 2020 and for YTD of the first quarter in each of the previous four years.  The percent share of new applications was 48%, which was the second highest of the prior four years.  In-person recertifications were the second lowest of the five-year time-period and comprised 31% of total applications YTD of the first quarter of 2020.  The RTA will closely monitor how the distribution of application types may change throughout calendar year 2020.
Figure 7 shows the year-to-date (YTD) distribution by type of recertification applications as of the first quarter of 2020 and YTD of the first quarter in each of the previous four years.  Mail-in recertifications accounted for 39% of total recertifications through the first quarter of 2020, tied for the highest of the five-year time-period.  As mentioned previously in this report, since expanding the mail-In criteria in 2015 we projected that approximately 40% of recertifications could be completed by mail rather than in-person.  We will continue to monitor this trend on a quarterly as well as an annual basis.  




[bookmark: _Toc487297222]Mail-in recertifications began in 2010 and expanded in 2012 and 2015.  Recertification by mail is now an option for customers certified for All Trips eligibility who also meet at least one of the following criteria: (1) 75 years old or older in the year of certification, (2) previously certified for All Trips at least three consecutive times, (3) have advanced dementia or profound intellectual disability and require constant supervision, (4) have a severe physical disability with complex medical needs that require constant monitoring, or (5) have a severe physical disability as defined by diagnosis, prognosis, mobility aid and lack of independent mobility.
Mobility Services Helpline
[bookmark: _Toc487297223]Quarterly Trends

The Mobility Services Helpline includes a menu of options and serves callers who have a wide array of inquiries about ADA Paratransit Certification and other Customer Programs.  The Mobility Services Helpline receives calls regarding application requests, interview appointment scheduling, certification status, ID card questions, as well as general inquiries about ADA Paratransit Certification and other Customer Programs.  Due to COVID-19, travel on ADA paratransit decreased significantly and as a result the number of calls into the Mobility Services Helpline also decreased.  In the first quarter of 2020, the Helpline received 19,001 total calls, an 11% decrease compared with the fourth quarter of 2019 (see Figures 8 & 8a).  A detailed breakdown by call type is outlined in Figures 8 & 8a below.
 











Figures 9 and 9a reflect YTD volumes of types of calls received through the first quarter of 2020.  6,642 calls (35% of total calls) were regarding status of applications and general inquiries, which was 20% less compared to YTD the first quarter of 2019.  4,239 calls (22%) were requests for in-person Interview appointments, an 11% decrease in the number of calls received in YTD of the first quarter of 2020 compared to YTD of the first quarter of 2019.  6,642 calls (35%) were inquiries from prospective applicants or requests for applications, 20% less compared to YTD of the first quarter of 2019.  1,616 calls (9%) were in the category of other calls, which includes inquiries about ID cards and calls requesting assistance in Spanish, which is a 25% decrease compared to YTD of the first quarter of 2019.






Annual Trends


[bookmark: _Toc487297225][bookmark: _Toc494799138]

Customer Programs 

The Customer Programs staff is responsible for answering customer calls and providing service to reduced fare and ride free customers at four City of Chicago Department of Family Support Services (DFSS) sites.  At these sites, Staff educate older adults and people with disabilities on the steps necessary to obtain the appropriate permit to ride at either half fare or free on CTA, Metra and Pace, and assist customers with replacing lost, stolen or damaged permits.  
The Ride Free permit renewal process continues to require that customers first enroll in the State of Illinois Department on Aging (DOA) Benefits Access Program (BAP) before contacting the RTA for a new permit.  The RTA continued to use an auto renewal process for those customers in the RTA database who had already completed their BAP application and were approved. The State DOA continues to provide the RTA with the names of BAP enrollees so that the RTA can send renewal Ride Free permits to customers without the customer having to contact the RTA.

[bookmark: _Toc43113030]Ride Free and Reduced Fare Permits
Quarterly Trends

Figures 10 and 10a reflect the distribution of Ride Free and Reduced Fare Permits for the past five quarters.

As of the end of the first quarter of 2020, a total of 58,434 customers with disabilities and 88,561 seniors had RTA Ride Free Permits.  Disabled Ride Free customers decreased by 2% compared to the end of the fourth quarter of 2019, and Senior Ride Free customers remained about the same compared to fourth quarter of 2019.  As of the end of the first quarter of 2020, a total of 8,895 customers with disabilities and 201,918 seniors held Reduced Fare Permits.  The number of Reduced Fare Permits for people with disabilities decreased by 1% and the number of Reduced Fare Permits for seniors increased by 1% for the first quarter of 2020 compared to the fourth quarter of 2019.  It should be noted that the third quarter of 2019 numbers were negatively impacted due to removing deceased customers from the database during the third quarter of 2019.


      


[bookmark: _Toc487297227][bookmark: _Toc43113031]Walk-In and Telephone Customer Service
Quarterly Trends

As shown in Figures 11 and 11a, 12,584 people visited our four RTA/City of Chicago DFSS sites in the first quarter of 2020, a 22% decrease compared to fourth quarter 2019 primarily due to the COVID-19 pandemic.  The graph also shows that Customer Programs staff served 5,442 escalated telephone calls from customers in the first quarter of 2020, a 2% decrease compared to the fourth quarter of 2019.  In the first quarter 2020, 41,460 customer service calls were answered at the RTA Customer Service call center, a 1% decrease compared to the fourth quarter 2019.  Please note the RTA transitioned its Fare programs call center from the TIC to a new vendor in December 2019.  As a result, the TIC no longer assists fare programs customers.

 







Travel Information Center (TIC)


The Travel Information Center provides step-by-step travel itinerary information for the fixed route services of the CTA, Metra, and Pace. The TIC is open from 6:00 am until 7:00 pm on a Monday through Saturday schedule. Customers looking for a route to their destination can call 836-7000 from any area code in the Chicago region to ask for bus and train schedules, or real-time arrival information at a specific bus stop or train station. 
The TIC experienced a decline in overall transit related call volume over the last few years. With the introduction of COVID-19 Pandemic, fewer customers used public transportation, especially after the State STAY AT HOME order was put in place. Transit use and calls regarding travel information was further reduced significantly during the last few days of the quarter.
The current vendor operating the TIC will be replaced soon as the contract expires on May 31, 2020. RTA staff has been busy preparing for the transfer to happen. The new vendor will start answering phone calls on May 1, 2020, with all calls gradually transferred by May 31, 2020.

[bookmark: _Toc43113033]Travel Information Phone Calls
Quarterly Trends

The attached figures provide quarterly trends along with percent changes for the past five quarters ending with the first quarter of 2020.  Figure 12a shows an 17% decline in call volume between the fourth quarter of 2019 and the first quarter of 2020.  This followed a 12% decrease in the number of calls from the third quarter of 2019 to the fourth quarter of 2019. 
The TIC answered 167,812 travel related calls in the first quarter of 2020 as shown in Figure 12. 














Annual Trends

Below are charts representing annual trends for the past five years at the TIC.  Figure 13 represents total call volumes for the first quarter for each year between 2016 and 2020. This graph demonstrates the decrease in the number of calls.
Calls began to decline significantly in 2017. It was in this year that customers were first offered additional, and sometimes more convenient ways to obtain travel information without having to make a phone call. The decrease was more gradual between 2017 and 2018 and took quite a dip in 2019. We anticipate further reductions as we move further in 2020 and hope to see a rebound once the COVID-19 Pandemic ends and ridership returns to more normal levels.
During the first quarter of 2020, the TIC answered 167,812 calls verses 214,520 in the same period in 2019, resulting in a 22% decline in call volume. Overall, there has been a 54% decline in call volume since the first quarter of 2016 with a steady decline quarter over quarter. 













[bookmark: _Toc494799140]

[bookmark: _Toc43113034]Mobility Management
The Mobility Management Program is responsible for providing a one-on-one Travel Training Program, Group Transit Orientation Presentations, and outreach to customers with disabilities and older adults. The Travel Training program provides one-on-one training to teach customers how to use accessible Metra, Pace, and CTA buses and trains. The Group Transit Orientation Program provides group presentations at agencies that serve people with disabilities and older adults throughout the RTA’s six-county region. Presentations educate participants and agency staff on the accessibility and benefits of using CTA, Metra, and Pace service, as well as RTA’s Mobility Services programs. In addition to presentations, the Mobility Management staff attend outreach and customer service-oriented events serving older adults and people with disabilities. These events include educational resource fairs, disability-related and older adult community events, and community events hosted by elected officials and municipalities. During these events, staff provide information about accessible transit, promote, and help customers apply for RTA Fare Programs, and promote the Travel Training and Group Transit Orientation programs. Staff distributes brochures, maps, and informational handouts at these events.
[bookmark: _Toc43113035]Travel Training
Quarterly Trends

Figure 14 reflects the number of participants served and referrals received by the Travel Training Program for each of the last five quarters. In the first quarter of 2020, 133 customers signed up for Travel Training, and 99 trainees were served. 
[bookmark: _Hlk42772135]Figure 14a reflects the percentage change in Travel Training referrals and participants served, by quarter, for the past five quarters. There was a 40% increase in new referrals and a 25% increase in participants served, versus the fourth quarter of 2019. This increase can be attributed to Mobility Outreach staff obtaining a large number of referrals for the Travel Training program.  
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Annual Trends

[bookmark: _Hlk36134300]Figure 15 reflects the number of referrals the Travel Training Program received and number of participants served year to date (YTD) as of the first quarter of 2020, and YTD for each of the previous four years. Through the first quarter of 2020, 133 customers signed up for Travel Training and 99 trainees were served.
Figure 15a reflects the percentage change in Travel Training referrals and participants served for the same period. Through the first quarter of 2020, there was 156% increase in customers who signed up for Travel Training verses YTD 2019, and there was a 395% change in the number of Trainees served verses. YTD 2019. This increase can be attributed to Mobility Outreach staff obtaining a large number of referrals for the Travel Training program in this quarter.  
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[bookmark: _Toc43113036]Group Transit Orientation Presentations & Community Outreach 
Quarterly Trends

Figure 16 reflects the number of presentations provided and community outreach events attended by Mobility Management staff for each of the last five quarters. In the first quarter of 2020, 36 presentations were provided, and staff attended 13 outreach events, for a total of 49 events.
Figure 16a reflects the percentage change in presentations and outreach events for the same period. In the first quarter of 2020, there was a -42% decrease in number of presentations provided verses the fourth quarter of 2019, and a -72% decrease in the number of outreach events staff attended verses the fourth quarter of 2019. The decrease in the number of presentations and outreach events attended can be attributed to several different factors such as the decrease in Mobility Outreach staff available to provide presentations and attend outreach events, the decrease in the request for staff to attend outreach events and provide presentations during the winter and holiday months, and the number of events that were canceled in March due to COVID-19.  
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Annual Trends

Figure 17 reflects the total number of presentations and outreach events the Mobility Management team provided YTD as of the first quarter of 2020, and YTD for each of the previous 4 years. 
Through the first quarter of 2020, 36 presentations were provided, and staff attended 13 outreach events, for a total of 49 events attended in the first quarter.  
Figure 17a reflects the percent change in presentations and outreach events provided for the same period. Through the first quarter of 2020, there was a -72% decrease in presentations provided verses YTD 2019, and a -54% decrease in outreach events attended vs. YTD 2019. The decrease in the number of presentations and outreach events attended can be attributed to several different factors such as the decrease in Mobility Outreach staff available to provide presentations and attend outreach events, the decrease in the request for staff to attend outreach events and provide presentations during the winter and holiday months, and the number of events that were canceled in March due to COVID-19.  
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Community Participants Served
Quarterly Trends

[bookmark: _Hlk36135603]Figure 18 reflects the number of presentation participants served and the number of outreach events the RTA participated in for each of the last five quarters. In the first quarter of 2020, 524 customers attended presentations, and 357 customers were served at outreach events.
Figure 18a reflects the percent change in customers served at presentations and outreach events during the same period. In the first quarter of 2020, there was a -49% decrease in customer attendance at presentations verses the fourth quarter of 2019, and a -87% decrease in customers served at outreach events verses the fourth quarter of 2019. These decreases can be attributed to a decrease in Mobility Outreach staff available to provide presentations and presentation and outreach events that had to be canceled due to COVID-19. 
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Annual Trends
Figure 19 reflects the total number of customers served at presentations and outreach events YTD as of the first quarter of 2020, and YTD for each of the previous 4 years. Through the first quarter of 2020, 524 customers were served at presentations, and 357 customers were served at outreach events, for a total of 881 total customers served.
Figure 19a reflects the percent change in customers served at presentations and outreach events. Through the first quarter of 2020, there was a -74% decrease in customers served at presentations verses YTD 2019, and a -84% decrease in customers served at outreach events vs. YTD 2019. These decreases can be attributed to a decrease in Mobility Outreach staff available to provide presentations and outreach events being cancelled due to COVID-19.
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FIGURE 1:  TOTAL ELIGIBLE ADA PARATRANSIT CUSTOMERS 

2016	2017	2018	2019	2020	64387	64712	66994	63429	64647	

FIGURE 1a:  TOTAL ELIGIBLE ADA PARATRANSIT CUSTOMERS (% CHANGE)
[VALUE]



2016	2017	2018	2019	2020	-1.4177881891813269E-2	5.0476027769580812E-3	3.5263938682160961E-2	-5.3213720631698359E-2	1.9202572955588137E-2	

FIGURE 2.  ADA PARATRANSIT APPLICATIONS BY TYPE:  QUARTERLY TRENDS
NEW APPLICATIONS	
2019-Q1	2019-Q2	2019-Q3	2019-Q4	2020-Q1	1974	2210	2261	2149	1767	IN-PERSON RECERTIFICATIONS	2019-Q1	2019-Q2	2019-Q3	2019-Q4	2020-Q1	1442	1574	1524	1427	1142	MAIL-IN RECERTIFICATIONS	
2019-Q1	2019-Q2	2019-Q3	2019-Q4	2020-Q1	857	859	941	707	739	TOTAL APPLICATIONS	
4273	4643	4726	4283	3648	


FIGURE 2a.  ADA PARATRANSIT APPLICATIONS BY TYPE:  QUARTERLY TRENDS (% CHANGE)
NEW APPLICATIONS	
2019-Q1	2019-Q2	2019-Q3	2019-Q4	2020-Q1	-0.25227272727272732	0.11955420466058775	2.3076923076922995E-2	-4.9535603715170295E-2	-0.1777570963238716	IN-PERSON RECERTIFICATIONS	
2019-Q1	2019-Q2	2019-Q3	2019-Q4	2020-Q1	4.5685279187817285E-2	9.1539528432732276E-2	-3.1766200762388785E-2	-6.3648293963254554E-2	-0.19971969166082693	MAIL-IN RECERTIFICATIONS	
2019-Q1	2019-Q2	2019-Q3	2019-Q4	2020-Q1	-6.0307017543859698E-2	2.333722287047868E-3	9.545983701979055E-2	-0.24867162592986181	4.526166902404527E-2	TOTAL APPLICATIONS	

2019-Q1	2019-Q2	2019-Q3	2019-Q4	2020-Q1	-0.13344149259785032	8.6590217645682088E-2	1.7876373034675819E-2	-9.3736775285653828E-2	-0.14826056502451557	


FIGURE 3.  DISTRIBUTION OF ADA PARATRANSIT APPLICATIONS BY TYPE:  QUARTERLY TRENDS
NEW APPLICATIONS	
2019-Q1	2019-Q2	2019-Q3	2019-Q4	2020-Q1	0.46197051252047744	0.47598535429679084	0.47841726618705038	0.50175110903572262	0.484375	IN-PERSON RECERTIFICATIONS	2019-Q1	2019-Q2	2019-Q3	2019-Q4	2020-Q1	0.33746782120290192	0.33900495369373251	0.32247143461701228	0.33317767919682467	0.3130482456140351	MAIL-IN RECERTIFICATIONS	
2019-Q1	2019-Q2	2019-Q3	2019-Q4	2020-Q1	0.20056166627662064	0.18500969200947665	0.19911129919593737	0.16507121176745271	0.20257675438596492	TOTAL APPLICATIONS	
4273	4643	4726	4283	3648	


FIGURE 4.  DISTRIBUTION OF RECERTIFICATION APPLICATIONS BY TYPE:  QUARTERLY TRENDS
IN-PERSON RECERTIFICATIONS	2019-Q1	2019-Q2	2019-Q3	2019-Q4	2020-Q1	0.6272292301000435	0.64693793670365807	0.61825557809330633	0.66869728209934398	0.60712387028176507	MAIL-IN RECERTIFICATIONS	
2019-Q1	2019-Q2	2019-Q3	2019-Q4	2020-Q1	0.3727707698999565	0.35306206329634199	0.38174442190669372	0.33130271790065602	0.39287612971823499	TOTAL APPLICATIONS	
4273	4643	4726	4283	3648	


FIGURE 5.  ADA PARATRANSIT APPLICATIONS BY TYPE:  YTD ANNUAL TRENDS
NEW APPLICATIONS	
2016	2017	2018	2019	2020	2306	2174	2435	1974	1767	IN-PERSON RECERTIFICATIONS	2016	2017	2018	2019	2020	1136	1465	1571	1442	1142	MAIL-IN RECERTIFICATIONS	
2016	2017	2018	2019	2020	712	734	829	857	739	ANNUAL TOTAL APPLICATIONS	
4154	4373	4835	4273	3648	


FIGURE 5a.  ADA PARATRANSIT APPLICATIONS BY TYPE:  YTD ANNUAL TRENDS (% CHANGE)
NEW APPLICATIONS	
2016	2017	2018	2019	2020	0.14384920634920628	-5.7241977450130044E-2	0.12005519779208829	-0.1893223819301848	-0.10486322188449848	IN-PERSON RECERTIFICATIONS	
2016	2017	2018	2019	2020	0	0.289612676056338	7.2354948805460673E-2	-8.2113303628262302E-2	-0.20804438280166437	MAIL-IN RECERTIFICATIONS	
2016	2017	2018	2019	2020	0	3.0898876404494402E-2	0.12942779291553141	3.3775633293124274E-2	-0.13768961493582266	TOTAL APPLICATIONS	





2016	2017	2018	2019	2020	-0.13710012463647692	5.2720269619643823E-2	0.10564829636405215	-0.11623578076525332	-0.14626725953662534	


FIGURE 6.  DISTRIBUTION OF ADA PARATRANSIT APPLICATIONS BY TYPE:  YTD ANNUAL TRENDS
NEW APPLICATIONS	
2016	2017	2018	2019	2020	0.55512758786711602	0.49714155042305053	0.50361944157187177	0.46197051252047744	0.484375	IN-PERSON RECERTIFICATIONS	2016	2017	2018	2019	2020	0.27347135291285507	0.33501029041847702	0.3249224405377456	0.33746782120290192	0.3130482456140351	MAIL-IN RECERTIFICATIONS	
2016	2017	2018	2019	2020	0.17140105922002888	0.16784815915847245	0.17145811789038262	0.20056166627662064	0.20257675438596492	TOTAL APPLICATIONS	
4273	4643	4726	4283	3648	


FIGURE 7.  DISTRIBUTION OF RECERTIFICATION APPLICATIONS BY TYPE:  YTD ANNUAL TRENDS
IN-PERSON RECERTIFICATIONS	2016	2017	2018	2019	2020	0.61471861471861466	0.66621191450659389	0.65458333333333329	0.6272292301000435	0.60712387028176507	MAIL-IN RECERTIFICATIONS	
2016	2017	2018	2019	2020	0.38528138528138528	0.33378808549340611	0.34541666666666665	0.3727707698999565	0.39287612971823499	TOTAL APPLICATIONS	
4273	4643	4726	4283	3648	


FIGURE 8.  CALLS AND MESSAGES:  QUARTERLY TRENDS (THOUSANDS)
HELP LINE	
2019-Q1	2019-Q2	2019-Q3	2019-Q4	2020-Q1	7533	7336	7294	7400	6504	INTERVIEW LINE	
2019-Q1	2019-Q2	2019-Q3	2019-Q4	2020-Q1	4770	4523	4745	4700	4239	APPLICATION	
2019-Q1	2019-Q2	2019-Q3	2019-Q4	2020-Q1	8283	7974	8529	7600	6642	OTHER	
2019-Q1	2019-Q2	2019-Q3	2019-Q4	2020-Q1	2150	2041	2268	1700	1616	TOTAL	
2019-Q1	2019-Q2	2019-Q3	2019-Q4	2020-Q1	22736	21874	22836	21400	19001	



FIGURE 8a.  CALLS AND MESSAGES:
QUARTERLY TRENDS (% CHANGE)
HELP LINE	

2019-Q1	2019-Q2	2019-Q3	2019-Q4	2020-Q1	-0.17500821377724241	-2.6151599628302158E-2	-5.7251908396946938E-3	1.453249245955579E-2	-0.12108108108108107	INTERVIEW LINE	


2019-Q1	2019-Q2	2019-Q3	2019-Q4	2020-Q1	-0.35981747416454168	-5.1781970649895204E-2	4.9082467388901208E-2	-9.4836670179135885E-3	-9.8085106382978737E-2	APPLICATION	
2019-Q1	2019-Q2	2019-Q3	2019-Q4	2020-Q1	2.1778584392013745E-3	-3.7305324157913766E-2	6.9601203912716292E-2	-0.10892249970688239	-0.12605263157894742	OTHER	
2019-Q1	2019-Q2	2019-Q3	2019-Q4	2020-Q1	0.14179500796601174	-5.0697674418604621E-2	0.11121999020088191	-0.25044091710758376	-4.9411764705882377E-2	TOTAL	
2019-Q1	2019-Q2	2019-Q3	2019-Q4	2020-Q1	-0.14942012719790498	-3.7913441238564438E-2	4.3979153332723842E-2	-6.2883166929409651E-2	-0.11210280373831771	


FIGURE 9.  CALLS AND MESSAGES:  YEAR-TO-DATE ANNUAL TRENDS (THOUSANDS)
HELP LINE	
2016	2017	2018	2019	2020	10141	9251	8816	7533	6504	INTERVIEW	
2016	2017	2018	2019	2020	8086	7619	5137	4770	4239	APPLICATION	
2016	2017	2018	2019	2020	7625	8100	8602	8283	6642	OTHER	





2016	2017	2018	2019	2020	2254	2238	2383	2150	1616	TOTAL	

28106	27208	24938	22736	19001	


FIGURE 9a.  CALLS AND MESSAGES:
YEAR-TO-DATE ANNUAL TRENDS (% CHANGE)
HELP LINE	


2016	2017	2018	2019	2020	-2.4997596384963017E-2	-8.77625480721822E-2	-4.7021943573667735E-2	-0.14553085299455537	-0.13659896455595377	INTERVIEW	


2016	2017	2018	2019	2020	-0.22510781025395299	-5.7754142963146182E-2	-0.3257645360283502	-7.1442476153396939E-2	-0.11132075471698111	APPLICATION	

2016	2017	2018	2019	2020	-0.19955910140667643	6.2295081967213006E-2	6.1975308641975202E-2	-3.7084398976982125E-2	-0.19811662441144517	OTHER	
2016	2017	2018	2019	2020	0.73251345119139133	-7.0984915705412099E-3	6.4789991063449515E-2	-9.7775912715065028E-2	-0.2483720930232558	TOTAL	


2016	2017	2018	2019	2020	-0.11233932350061582	-3.1950473208567587E-2	-8.3431343722434548E-2	-8.8298981474055682E-2	-0.16427691766361718	


FIGURE 10.  RTA PERMIT TYPES:  
QUARTERLY TRENDS (THOUSANDS)
SENIOR REDUCED	
2019-Q1	2019-Q2	2019-Q3	2019-Q4	2020-Q1	195032	204900	202099	199766	201918	SENIOR RIDE FREE	
2019-Q1	2019-Q2	2019-Q3	2019-Q4	2020-Q1	90467	90121	78895	88545	88561	DISABLED RIDE FREE	
2019-Q1	2019-Q2	2019-Q3	2019-Q4	2020-Q1	59591	60014	52663	59525	58434	DISABLED REDUCED	





2019-Q1	2019-Q2	2019-Q3	2019-Q4	2020-Q1	8788	9135	8476	8982	8895	TOTAL	
353878	364170	342133	356818	357808	



FIGURE 10a.  RIDE FREE AND REDUCED FARE PERMITS:  QUARTERLY TRENDS (% CHANGE)
SENIOR REDUCED	
2019-Q1	2019-Q2	2019-Q3	2019-Q4	2020-Q1	8.6262179102625236E-3	5.0596825136387968E-2	-1.36700829673011E-2	-1.1543847322351919E-2	1.0772603946617609E-2	SENIOR RIDE FREE	
2019-Q1	2019-Q2	2019-Q3	2019-Q4	2020-Q1	1.9159634084213728E-3	-3.824599025058828E-3	-0.12456586145293547	0.12231446859750306	1.8069907956408393E-4	DISABLED RIDE FREE	
2019-Q1	2019-Q2	2019-Q3	2019-Q4	2020-Q1	-5.4242606315508812E-3	7.0983873403702713E-3	-0.12248808611324025	0.13030021077416776	-1.8328433431331392E-2	DISABLED REDUCED	
2019-Q1	2019-Q2	2019-Q3	2019-Q4	2020-Q1	-3.9669046809475139E-3	3.948566226672745E-2	-7.21401204159825E-2	5.969797074091554E-2	-9.6860387441549678E-3	TOTAL	


2019-Q1	2019-Q2	2019-Q3	2019-Q4	2020-Q1	4.2026464470470426E-3	2.9083469444271648E-2	-6.0512947249910742E-2	4.2921904639423802E-2	2.7745237067635653E-3	


FIGURE 11.  WALK-IN AND TELEPHONE CUSTOMER SERVICE:  QUARTERLY TRENDS (THOUSANDS)
CS CALLS	
2019-Q1	2019-Q2	2019-Q3	2019-Q4	2020-Q1	44518	42763	43887	41682	41460	DFSS WALK-IN	
2019-Q1	2019-Q2	2019-Q3	2019-Q4	2020-Q1	14602	17848	16107	16033	12584	CS ESCALATION	
2019-Q1	2019-Q2	2019-Q3	2019-Q4	2020-Q1	5621	6140	6285	5564	5442	



FIGURE 11a. WALK-IN AND TELEPHONE CUSTOMER SERVICE:  QUARTERLY TRENDS (% CHANGE)
CS CALLS	
2019-Q1	2019-Q2	2019-Q3	2019-Q4	2020-Q1	0.26803007861456085	-3.9422256166045222E-2	2.6284404742417555E-2	-5.024266867181626E-2	-5.3260400172736588E-3	DFSS WALK-IN	
2019-Q1	2019-Q2	2019-Q3	2019-Q4	2020-Q1	5.1259899208063286E-2	0.22229831529927413	-9.7545943523083767E-2	-4.5942757807164725E-3	-0.21511881743903205	CS ESCALATION	
2019-Q1	2019-Q2	2019-Q3	2019-Q4	2020-Q1	-6.9832864471289113E-2	9.2332325209037558E-2	2.3615635179152994E-2	-0.11471758154335721	-2.1926671459381764E-2	



FIGURE 12.  TRAVEL INFORMATION CALL CENTER:  QUARTERLY TRENDS (THOUSANDS)
TRAVEL INFORMATION CALLS	
2019-Q1	2019-Q2	2019-Q3	2018-Q4	2020-Q1	214520	216921	230713	201997	167812	FARE PROGRAMS CALLS	2019-Q1	2019-Q2	2019-Q3	2018-Q4	2020-Q1	44518	42763	54918	48241	44518	TOTAL	
259038	259684	285631	250238	212330	

FIGURE 12a.  TRAVEL INFORMATION CALL CENTER:
QUARTERLY TRENDS (% CHANGE)
TRAVEL INFORMATION CALLS	2019-Q1	2019-Q2	2019-Q3	2019-Q4	2020-Q1	-0.19907108374807259	1.1192429610292765E-2	6.3580750595839008E-2	-0.124466328295328	-0.16923518666118809	FARE PROGRAMS CALLS	2019-Q1	2019-Q2	2019-Q3	2019-Q4	2020-Q1	4.8448507785960215E-2	-3.9422256166045222E-2	0.28424104950541351	-0.12158126661568158	-7.7175017101635546E-2	TOTAL	2019-Q1	2019-Q2	2019-Q3	2019-Q4	2020-Q1	-5.9477749040222294E-2	2.4938426022436122E-3	9.9917592150459811E-2	-0.12391162023729918	-0.15148778362998427	


FIGURE 13.  TRAVEL INFORMATION CALL CENTER:  
YEAR-TO-DATE ANNUAL TRENDS (THOUSANDS)
TRAVEL INFORMATION CALLS	
2016	2017	2018	2019	2020	362237	289810	267839	214520	167812	FARE PROGRAMS CALLS	2016	2017	2018	2019	2020	36716	44572	43861	45986	44518	TOTAL	
449885	406809	333671	313825	259038	


FIGURE 13a.  TRAVEL INFORMATION CALL CENTER:
YEAR-TO-DATE ANNUAL TRENDS (% CHANGE)
TRAVEL INFORMATION CALLS	
2016	2017	2018	2019	2020	-0.12327159104385854	-0.19994368327917911	-7.5811738725371836E-2	-0.19907108374807259	-0.21773261234383745	FARE PROGRAMS CALLS	
2016	2017	2018	2019	2020	5.7524790445406815E-3	0.21396666303518908	-1.5951718567710715E-2	4.8448507785960215E-2	-3.1922759100595832E-2	TOTAL	
2016	2017	2018	2019	2020	-0.33104193803567494	-9.5748913611256259E-2	-0.17978461636787779	-5.9477749040222294E-2	-0.17457818848084128	
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FIGURE 17a. PRESENTATIONS & OUTREACH EVENTS:
YEAR-TO-DATE ANNUAL TRENDS (% CHANGE)

49% 48%

2017 2018 2019 2020

M PRESENTATIONS ~ m OUTREACH EVENTS ETOTAL





image11.png
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FIGURE 19a. PRESENTATIONS & OUTREACH PARTICIPANTS
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