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Your comments matter to us.
Contact us by phone:
604-453-4641

or e-mail at:
access_transit@translink.bc.ca
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Making the transit system work for all users will require a
change in how TransLink approaches issues of accessibility.
In order to ensure that accessible transit is integrated into all
transit plans, projects and programs, an Access Transit Office
will be established within TransLink, and a Users’ Advisory

Commiittee struck to provide direct accountability.

4+ 1. The Access Transit Office would ensure the
recommendations of the Access Transit Project are
implemented. The Office would:

e Provide a single contact point for HandyDART users, managing
eligibility, registration, bookings and information

e Monitor system performance
e Review unresolved complaints
e |dentify issues

e Provide travel training for the entire transit system

committee

e Ensure that all other recommendations identified in the Access
Transit Strategy are implemented

e Standardize and integrate service across the region by creating
uniform policies and procedures to cover eligibility, trip priority,
service standards, operating hours, driver training, integration with
conventional transit, and fare and zone structure

e Design and implement a balanced scorecard and reporting
system to monitor performance. Performance measures should
include user satisfaction, service characteristics, fleet and facility
management and business performance

e \Work with the Users' Advisory Committee to ensure that
TransLink's future plans take customer needs into account

4+ 2. The Users' Advisory Committee will ensure
implementation of the Access Transit Plan and provide
ongoing advice on all plans, programs and other initiatives
that TransLink funds. A mechanism will be developed to
ensure the concerns of this group are addressed.
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The TransLink website needs upgrading so that people with
physical and cognitive disabilities can access information more
easily. For example:

e The website isn't friendly to adaptive software, particularly for
people with visual impairments, and does not meet international
web accessibility guidelines

e The range of information on the homepage makes it hard to find
the information people are looking for

e Finding transit information requires multiple steps, frustrating some
users

e The trip-planning function is difficult for some users to find, and it
doesn't recognize enough local landmarks

Transit staff require training so they can provide a better
experience for people with disabilities and help them use the
transit system more fully. For example, users said:

e Some drivers do not know how to adequately use the lift equipment

e Some front-line transit staff display limited understanding of and
sensitivity to people with disabilities

e Schedules, passenger loads and driving conditions make it extremely
difficult for drivers to provide the customer service that is needed
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Support is required to meet the unique needs of some existing
and potential transit users. For example:

e User training opportunities are not well advertised

e Information provided to the accessibility community is delivered
inconsistently and rarely provided proactively

e Materials, especially timetables, are often too few in numbers

e Brochures do not always use simple language, using too
many industry terms

e Some people need faster access to an operator when calling
for assistance

Signage and information needs improvement, especially at
stations, bus exchanges and on transit vehicles. For example:

e Many people have difficulty reading system-wide route maps
e There is limited signage leading toward major transit facilities

e There is limited signage indicating important area landmarks
when leaving transit facilities

e Signage for Expo and Millennium Lines are confusing and
difficult to see

e Signs at stations and exchanges are not designed for people
with visual impairments
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Many changes are needed in the operation and
management of HandyDART in order to improve service
quantity, timeliness and overall quality; to provide a
seamless regional custom transit service; and to better
integrate custom transit with the overall transit system.

The following recommendations involve substantial changes
that will have to be phased in over the next three years,
and reviewed in 2010.

1. Create an Access Transit Office within TransLink to make using
custom transit simpler. This office would provide a single contact
point for users and manage eligibility, registration, bookings and
information for HandyDART.

custom

2. Increase the number of trips and service hours to provide longer,
more consistent hours of service and more non-medical trips. In
2008, HandyDART service will have 30 more vehicles offering
60,000 more hours of service and 130,000 more trips.

3. TransLink should work with the provincial government to find
ways to better manage demand for medical and social service
trips so there is more service available for other kinds of custom
transit trips.

4. Reduce the number of service areas from eight to three. The
recommended service areas are:
e South of the Fraser
e Pitt Meadows and Maple Ridge
e North Shore, Richmond and Burrard Peninsula
(west of Pitt River).

5. Give existing service providers and their employees the
opportunity to form new entities to deliver services within the new
service areas starting January 2009. To facilitate this transition,
existing contracts should be extended to December 2008.

6. Make service easier to use by creating a more responsive and
flexible booking system. This system should offer shorter advance
booking times, extended call-in service hours, online booking and
trip management support, and better in-vehicle communications
with drivers and passengers.

7. TransLink should establish permanent storage and maintenance
facilities for custom transit vehicles by 2010 and actively seek and
test better vehicles to improve the comfort of passengers.
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