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 446 buses,  92 fixed routes 

 227 direct and contract vans 

 500 sq. mi. bus and paratransit service area 

 13,500 registered VIAtrans customers 

 45M total passenger trips: 1.05M on VIAtrans 

 Primary income: 5/8 cent local sales tax 

 VIAtrans budget of $25M 



Review and revision of LC/NS policy, 2009: 

 Clearer penalties for repeat violators 

 First violation excused, w/ letter 

 Reset every 12 months 

IVR trip reminder and van arrival calls, 2010 

 

RESULT:  17%  fewer Cancel at Door and 29 % fewer 
No-{Ƙƻǿ ƛƴŎƛŘŜƴǘǎΣ нлмм ǾǎΦ нллфΦ  IƻǿŜǾŜǊΧ 
 

 



 

wŜǎŜǊǾŀǘƛƻƴ !ƎŜƴǘǎ ƴƻǿ ƳŀƪŜ άǿŀǊƴƛƴƎ Ŏŀƭƭǎέ 
after the third LC/NS incident.  

 

 RESULT: LC/NS suspensions reduced by 75%! 

 

 Communication was the key component. 



 

 Some customers have a substantially lower 
capacity for independent judgment. 

 Families and caregivers have higher 
expectations of ADA paratransit. 

 These customers are unlikely to have PCAs. 

 Van operators can be uncertain about 
appropriate levels of assistance. 
 



 άNear-Ƴƛǎǎέ ƛƴŎƛŘŜƴǘ ǊŜǎǳƭǘŜŘ ƛƴ ƴŜǿ ƛƴƛǘƛŀǘƛǾŜ 
for riders who have limited judgment. 

5b[! ǇǊƻŎŜŘǳǊŜǎ ŜǎǘŀōƭƛǎƘ ŀ άŎƘŀƛƴ ƻŦ 
ŎǳǎǘƻŘȅέ ŘǳǊƛƴƎ !5! ǇŀǊŀǘǊŀƴǎƛǘ ǘǊƛǇǎΦ 

 No pick-up or drop-off without a signature. 

 Optional, at decision of family or caregiver. 

 Signature requirement promotes shared 
awareness and responsibility. 



 Four sub-freezing days in SA, 02/11. 

 Six weeks of 100+ temperatures in summer. 

 Hot Weather Procedures involve IVR messages 
and additional van operator assistance. 

 Extreme Weather Procedures require virtual  
DNLA treatment, but without the signatures. 

 RESULT: no incidents in February, and only  
one  heat-related situation (ONAF.) 



Top management needs, and expects, to get 
important information in a timely manner.  

 

tŀǊŀǘǊŀƴǎƛǘ ǎǘŀŦŦ ŎǊŜŀǘŜ  ŀ άǎŜǊǾƛŎŜ ǎǳƳƳŀǊȅέ 
of customers attending VIA Board meetings. 

άbƻǘƛŦƛŎŀǘƛƻƴ ƳŀǘǊƛȄέ ŘŜǾŜƭƻǇŜŘ ŦƻǊ        
service incidents and accidents. 

  Daily distribution of PDP activity summary. 
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 Performance stats ς look below the surface 

 Same for customer complaints 

 Consider a customer satisfaction survey 

!ƭǎƻ ŎƻƴǎƛŘŜǊ ŀ ά¢ǊŀǇŜȊŜ ¢ǳƴŜ-¦Ǉέ 

 Strive for PDP consistency 

 Get involved in coordination discussions 
 

 



BENEFITS: 
 Complaint investigation and resolution 
 Operator awareness 
 Discipline 
 New operator training 
 Positive publicity 

 

 x  Cost, unions, open records, staffing 



 

Thank you! 
 

david.frost@viainfo.net 


