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MTA

Municipal Transportation Agency

Eighth largest transit system in
United States,
by ridership

Service Area:
49 square miles

Service Area Population:
800,000 residents

750,000 weekday fixed route
boarding's, approx. 150,000
senior/disabled

14,000 registered Paratransit
riders (5,000 active taxi
customers)

825,000 annual paratransit
trips (312,000 trips on taxi)

SFMTA Overview
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SF Paratransit: A Network of Services

« SFMTA has been providing paratransit services since 1978

— SF Access: Traditional ADA-compliant, pre-scheduled,
shared ride van services: 26% of total service

— Group Van: Subscription van service for groups of
individuals going to a single location, such as adult day
health care center: 33% of total service

— Taxi: user-side subsidy: 38% of total service

« SFMTA contracts with a Paratransit Broker, Veolia

Transportation, to manage SF Paratransit and they sub-contract
with Taxi and Van Companies
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SF Paratransit Taxi

Sedan Taxi service started in
1981

— 1,587 cabs currently in
service

Wheelchair Accessible Ramp
Taxi service started in 1994 with
6 cabs

— 100 ramp taxis currently in
service

Average trip cost $13.38
Average trip distance: 3 miles
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Benefits of Paratransit Taxi

 High level of customer satisfaction
— Same day service
— User choice of taxi company
— Individual trips (not shared)
 Cost effective for transit agency
— Low cost per trip

e Integration of paratransit into an existing
valued service by customers
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Challenges of Paratransit Taxl

« May be hard to start new or modify existing taxi service:
generally there are multiple regulatory bodies

« Service quality challenges
— Peak time use competition with general public
 Less control of service

— Difficulty achieving standardized training and discipline from
company to company

— Independent Contractors
 Fraud mitigation necessary
« May need to manage demand
« Best used in conjunction with an ADA-compliant service
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Why Paratransit Taxi works in SF

* Longevity of program
e Dense service area

e Strong partnership with taxi industry fostered by
Paratransit Broker and SFMTA

* One reqgulatory body which is now part of SFMTA
« Strong Paratransit Coordinating Council involvement

o Debit Card fare payment system provides powerful
new tools to better manage program
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Debit Card Fare Payment System

e Debit Card System automates the fare payment
process

 Magnetic swipe debit cards issued to all paratransit
users for use as photo identification and electronic
payment

o All SF Taxis equipped with In Taxi Equipment (ITE),
which includes a smart meter, swipe reader, mobile
data terminals & GPS

 Similar to a credit card transaction, the ITE
communicates wirelessly with a central server that
maintains customer accounts
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Primary Goals of the Debit Card System

o Simplify fare payment
e Improve trip monitoring

capacity, reduce the potential
for misuse and fraud

e Eliminate costs associated
with processing and storing
Scrip

« Automate the billing and
reconciliation functions
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Debit Card System Components

Broker System Debit Card Software System Internet Debit Card Hardware System
(In-Taxi Equipment)

= Broker Software (Trapeze PASS CERT): manages customer eligibility
information

= Debit Card Software System: manages the accounts for all paratransit taxi users,
processes all taxi trip payment transactions, reconciles reimbursements between

the Broker and the Taxi Companies
» |n-Taxi Debit Card Hardware (ITE): communicates to the DCCS via the Internet

= Back Up Systems: Interactive Voice Response (IVR) System and specific manual
forms run on a “knuckle-buster”
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Debit Card Implementation Phase I
Software and Hardware

e \Work with cab co’s to get buy in on project
concept

¢ Define software and hardware system
requirements with technical experts

- Procure Debit Card Software through
RFP process

- Develop approved vendor/equipment
list and preferred equipment option
through IFB process

e Software modifications to link legacy systems at
Yellow Cab Cooperative and Luxor Cab to DCCS
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Debit Card Implementation Phase Il
Soft Launch, Outreach and Training

e Establish program business rules

e Soft Launch Spring 2009

— Over 200 paratransit taxi riders issued
paratransit debit cards

— Four cab companies participated

* Implementation Team monitored system weekly

e 32 outreach sessions to over 1,000 Paratransit
Taxi Customers

e Taxi driver training at each company 12
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Debit Card Implementation Phase llI:
Full Implementation

e December 2009

— All SF Paratransit Taxi Customers issued
debit cards with instructional letter

— Scrip sales stopped
— 80% of fleet equipped with ITE
 Weekly monitoring meetings

e Additional Paratransit Broker temp staff hired
to handle increase In calls
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Issuing a Debit Card

o Paratransit Taxi Customer issued a new debit card
when first registered, when re-certified, or when
card Is lost or stolen

e New card sent in mail with instructional letter, card
must be activated (IVR process)

SV o .
foil d San Francisco Paratransit
Identification of Eligibility

for ADA Paratransit Service
Name Cheryl Damico (pcc)
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Taking a Paratransit Taxl Ride

e Paratransit taxi customer adds
value to card ($5 per $30 worth of
service) on

purchase date

e Monthly allotment
pre-determined

* Pre-pay option
 No more hoarding
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Paratransit Taxi Customer Presents
Debit Card and Driver Swipes




MTA

Municipal Transportation Agency

Final Swipe at End of Trip

vallow Cab COOP

8F ParaTransit
Ride Receirt

a1/84/19 @959

Cab 1-85%8

Trx 2003%

Gale $9.89

Tip $1.00

Total  $18.83

Apr 349383

Card 5009

Balance §id, £5

e e e e i R
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Electronic Data Collection

e Trip Data
— Date
— Time & Location of pick up and drop off
— Cab & Driver number
— Customer information
— Meter amount
— Tip 10% of meter amount with a $2.00
maximum (customer’ s choice)

18
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| Home | Patrons [ Cards | Reports | Transactions | Activity Logs

_ _ [
Load Transactions History Add Value

Card Mumber:

B Add Walue Methad: | Labby 3 Today's Date: 04/13/2010
- "1 -

Purchase Date: Mext Purchase Date:
_ @ E rorthly Allotment: Furchaze Window:

|
Patron 1D |
Patron Mame: |

Added during Purchase Walue allowwed to Ldd:

Winchorey;

Current Card Balance: Fezerve Card Balance: k]

Add alue [Cost): kil = Mwalue) = [dnit=)
Deposit:

SubTotal Patron Cost:

Preview Card Balance: Preview Reserve Balance: kil = Future “alue

Total Patron Cost: ki 000

FPayment Type:
v Cash
A rmount: = %

Check ar Money Qrder

Total Payment:
Change Due:

Add Walue
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Sample Geographic Data

T STUATE

2 '
, % 2 City Lights ' Broadw it Watan Bard
Cak St o gt Bookstore
g @ e
i L ) =
2.7 mi tabout 11 minz) B & ‘sco
{¥] ‘scc
1. Head east on Oak St toward Octavia St 0.2 mi pstem %
2. Turn left st Franklin St 346 1t w!
3. Take the 2nd right onto Fell St 04 mi
4. Takethe 1zt left orto Wan Hess Ave 1.0 mi Cal
5. Turn right &t California St 1.3 mi
6. Turn left ot Front 5t 341t
7. Take the 2nd left onto Sacramento St 2051t nore |
Destination will be on the left rium

, Sacramento st Turk St

hen Gate AV
Map data S2010 Google, Sankborm Wame Al

Bquare

Can St Fel St = B / »
Ok Time: 4/13/2010 &:31:55 PM Driver ID: L622132 Yehicle: 232 Fleet: Luxor Cab |
Hayes H o U - Y -
vaﬁey Francisco it ", \-\_; | gMission Bay
FOWERED EY ‘o b 1T
. . & ! &
Gooole Do WND WAZAN BN/

> |[=

@ {@:

Settings Help

IARDC DI AN 1941

aRensch 1941

en Miranda 1941

Gadzhiveva 1941

nila Karzh 1941

Petry 1941

GTOPHER GRAY 15841

t Mosher 1941

Ho Molina 1941
Chan Zhang 1941

| Hackett 1941
Koo Wioo 1941

V¥ [IARDO DIEION AN 1941
m 184




MTA  Municipal Transportation Agency

Dashboard: A quick look at the data

U=er: iasla_sdmin@simts
Last Log In Date: Tuesday,
13 April 2010 12:52 PM

Acivity Logs | Fleets | Securiy
;‘-_ Cardholders Statistics 1.. Top Cardholders _’ Transactions - Trend Analysis
.

| Total | Active | Inactive | Holder N Transactions Day GQuaritity Arnount
[1gez | d3mze | 13z | mider Name Marthly | Weekly | Daily Sunday 579 $5656.50
Maore... Jane Smith 213 49 7 Monday 1441 F13681.76
John Doe 183 42 5} Tuesday 1472 F14484.45
Jackie Johnson 152 35 3 Wednesday 0 $0.00
Robert May 122 28 4 Thursday 0 F0.00
John Smith 122 28 4 Friday 0 F0.00
More... Saturda 0 $0.00
| S
# Cards Statistics
A=zigned Hat Assigned Total 1472
Aitive | Inactive | Active | Inactive | Active | Inzctive
11567 | a7e7 | zazz | 191 [ 13888 | moTs
More...
| S

L 7

Copryright & 2006-2010 Cabconnect, Inc. Al Rights Reserved Terms of Use Privacy Palicy
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Transactions Screen

Uszer: iaala_admin@sfmta
Lazt Log In Date: Tuesday, > "‘r. i
13 April 2010 12:52 PM u

Logout  Setftings Help

@I

[ Home | Patrons | Cards | Reports | Transactions | Activity Logs | Fleets | Security |

44 A [ 1234567881071 » W [Record 75 - 80 of 136 951]

Date From: | 112:00:00 AM | DO Date Fram: | M | 12:00:00 AM | PU Date From: | | 12:00:00 AM |
Date Tor | 115353 P | DO Date To: |@ 11:58:53 PM PUDste To: | 115353 M |

Izl 2460181 041302010 08:43 P 073823 0413202010 08: 4754 Ph L410627 v Luxor Cab 1038 Jane Doe 1941

@ 2461551 D4A3R00 0547 PM | 074370 041 3620 0 05: 45:43 Pl L470E15 v Luxar Cab &77 John M. Smith 1941
@ 270031 1 D4A3R000R39 P |DBG222 041 3620 0 05: 3540 il YOO02976 v Yelow Cab 0554 Jason Wiliams 1941
@ 270030.1 D4A3R000R3EPM | DBE704 044 3620 0 05: 35:55 Pl YOODg219 v Yelow Cab 0532 Jane Do 1941
@ 155661 A0 0R3EPM | 067156 041 3620 0 05: 36:42 Pl M3423E65 v Mstiorial Cat 0434 Richard Matthews 1941
@ 2700291 D4A3R00 OR35S PM | DBES03 0441 3620 0 05: 35:45 Pl YOOD4160 v Yelow Cab 0505 Mary Mciurray 1941
@ 2700251 D4A3RO00R3SPM | DBE1H 044 3620 0 05: 35:13 Pl ¥OO0S008 v Yelow Cab 0435 Jack Johnson 1941
@ 270027 1 D4A3R000E34 P |0B5735 04 3620 0 05: 34:39 Pl YOO02526 v Yelow Cab 0856 Jane Doe 1941
@ 2700261 4A3R000E34 P |0B520 041 3620 0 05: 34:00 Pl YOODESTS v Yelow Cab 0815 Brisn Song 1941
@ 2700251 D4A3R0I00R33PM |BALCHK 044 3620 0 05: 3305 Pl YOO07971 v Yelow Cab 0056 Robert Stevens 1941
II":l ot 4300 DR 32PM |BALCHK 04 3620 0 05: 31:39 Pl LE22132 v Luxar Cab 232 Jennifer Brawn 1941
@ 2700241 D4A3ROD0R2EPM | 061457 04 3620 0 05: 28:27 Pl YOODESE! v Yelow Cab 0139 Jane Doe 1941
@ 2457601 D4A3R00 0529 PM | 061592 044 3620 0 0: 27:50 Pl L431E07 v Lusxor Cab 93 Jasan Wiliams 1941
@ B1721 D4A3R00 0G24 P | 058626 04 3620 0 05: 24:42 Pl MIE20570 v Green 1252 Jack Johnsan 1941
m E - 164051 D4A3R00 0G24 P | 058593 04 3620 0 05: 24:22 Pl ME3E4022 v Desnto Cab 0730 John M. Smith 1941
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Debit Card Benefits

Better monitoring and enforcement of program rules
— Service area

— Walt trips

— Others not allowed to use debit card

— Over-tipping eliminated

Improved cost controls for SFMTA
Administrative benefits

— Reduction in admin costs for taxi co’ s

— Increased Accountability

— Faster invoicing process

Driver and passenger benefits — ease of use

23
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Improved Monitoring of Ramp Taxi

Program
* Wheelchalir pick-up data
monitored very closely

 New ramp taxi incentive
program implemented

0

e New ramp taxi
enforcement program
Implemented based on
updated Transportation
Code regulations

el b
\
i
-
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Lessons Learned & Still Learning....

o Taxi Industry support is critical
* Local Weights and Measure need to be part of planning process

» Orientation and training must be on-going for both drivers and
passengers

* Old habits are hard to change — program rules now enforceable
« Be aware of the “little things” that can result in system outages
« Pay attention to taxi industry insurance issues

» Practice review of transactions to monitor trends and identify
patterns of unacceptable behavior

* Enforce, enforce and enforce — this allows you to remove riders
and drivers that abuse the system

25
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"o'?Q

access to independence

« Annette Williams, Manager, Accessible Services
San Francisco Municipal Transportation Agency
Tel 415.701.4444
annette.willlams@sfmta.com
 Marc Soto, General Manager, Paratransit Broker
Veolia Transportation
Tel 415.351.7010
marc.soto@veoliatransdev.com o6
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