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Metro Mobility Services Update

® Metro Mobility Service Center

Most staff hybrid/teleworking

On-site services- back to regular hours
MMSC staffing updates

® Service Contracts

Demand West Zone (2021-2026)
Demand East Zone (2021-2026)
Demand South Zone (2020-2025)
Agency (2018-2023)

Premium On-Demand Taxi (2020-2023)
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Phone: 651.602.1100 8. Pine Springs
TTY: 612.332 5081 ,_,gg;]'““ 2 aamie
Email: WReservations@metc.state. mn.us ) _
FAX: 312.332 4116 _ & Shoreview White Bear , |,
Marth LS S '.‘r
Fridiey e mu,—-' -

Metro East Zone: ™
First Transit : Ly
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By the Numbers - 2021

e 82.78 M Operating expenditure

* 1.80 M ridership (2.42M In 2019)

* 64,500 certified riders; 17,500 active riders

* 633 vehicles

* 94 cities

* $42.59 average subsidy per ride ($28.6 in 2019)
* 13.9 mile average trip length
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Ridership Trending Up

CHANGE IN RIDERSHIP
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Key Performance Indicators 2019 — 2022
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OTP: (pickups) The percent of trips  picked up within 30 minutes after the negotiated time.                                                                                                                                                                                                                                                    Actual GOAL: 93%    FTA: 90%
APPT: The percent of rides with appointment times that were less than or equal to 60 minutes early or more than 1 minute after the appointment time.                                                               GOAL: 93%   FTA Capacity Constraint:  90%  
On BOArt Time: The percent of trips that exceed the maximum onboard time by formula; 30 minutes plus 4 minutes per mile (as calculated by Trapeze).                                                                                                       FTA Commitment: < 5%
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Non-ADA denials

System Wide Non-ADA Denials through Q2
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Impact of Workforce shortages

June 2022 Filled Needed Operator Count

Transit Team (West,
East, Agency)

First Transit (East) 33 267 300

e 2021 vs. 2020 year over year hiring down 39% on large contracts

* Covid related absences with Delta and Omicron variants began peaking Q4 2021
In 2022 resulting in a ~25% driver shortage overall

 Effective Feb.1 2022, contract rates increased $3/hour, applied to front line
* Hiring and retention trends are improving

* Contractors foresee relief in capacity as newly hired drivers are trained and
become more experienced
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Covid related workforce absences impacted already tight labor market 


Number of drivers: Target drivers across contracts= 870. (Transit Team 570 +First Transit 300)
 
Number of current driver vacancies: 44. r
This is improving overall. Both contractors are observing a falling rate of FMLA/Covid leave. Transit Team is rapidly approaching their target goal.  While about 30 of the current listed below are in training, they report a marked improvement over where they were at the beginning of the year. They anticipate when this current group of trainees begin to operate on their own at the end of June, they will begin to see a major impact to their service performance. Transit Team has not had to deny any non-ADA trips since February of this year.
 
First Transit reports that while their applicant flow remains strong (scheduled 6-8 interviews per day) 25% of the scheduled interviews do not show for their scheduled time and do not respond for follow-up. And they can expect to lose at least 1 out of every class due to credentialling fail or pre-employ drug test fail. FT has some strong credentialling standards (a good thing) so depending on the number, excessive parking tickets can affect their eligibility.
 
Both contractors report that the implementation of driver wage increase has put them in a stronger position in the driver marketplace.
 
It is important to note that both contractors have hired a significant percentage of their workforce in recent months. From a service quality standpoint, a brand new driver in a seat will take some seasoning before performing to full capacity and things run a bit slower so it’s hard to draw a direct line between driver count and service quality. However we do expect that if this hiring trend continues and drivers are retained, then system performance will continue to improve.  As of June 1 we have begun to hold contractors accountable to all contractual performance measures that had been suspended due to covid related workforce impacts. 
,
Metro Mobility
Current Vacancies
Current # Filled
Targeted # Drivers
% Short
Transit Team
11
559
570
2%
First Transit
33
267
300
11%
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Customer Support and Engagement

* Call hold times within goal .
— 96.8% answered within 3 minutes (2021)

— Reservations wages improved with contract amendments
* Hard copy newsletters (fall, spring)

* Digital newsletter subscriber list increasing
- 5330 current subscribers (52% increase since 2020)

* Virtual community conversations (Oct 2021, May 2022)
* Virtual assessments pilot initiated October 2021
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Meeting our customers where they are – adapting to covid 
Multiple ways to engage
Hard copy tradition newsletters; increasing our subscription list to allow more of our customers to receive program updates by email( 4900 + customers now on distribution list )
Listening sessions with stakeholders; Vision Loss Resources; MN Deaf Blind; Leading Age; Day program providers
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Premium On Demand Service Contract

e Transportation Plus Taxi opt-in service since 2004

» 2021 Ridership: 41,715 (~50% of pre-Covid) sl

e Current contract term 2021-2023 e
e customized Application with Metro Mobility authentication i
* matches service areas and hours @l
« comparable WAV service required ~gas E sy
» comparable customer experience to general public required e A A

» Council pays up to $15 per ride 60 s sl i

timated Route Details: 9.7 mi (16 mins)

Esli
Passenger Amount: $5.90
Metro Moblity - On Demand Amount: $15.00

Lyft alternative

e Authorization to award — March 2020
 Negotiations ended — August 2021
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Any  Metro Mobility customer eligible

PDO talking points to match April newsletter  
Taxi: Trip authorized by Metro Mobility in advance 
Majority of trips less than 4 miles

Growth in the last couple of years is consistent with overall ridership growth

NOTE TO CHRISTINE – we changed the fare structure in 2016 and my recall is the change was favorable for the customer and that likely accounts for the spike in the rides
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Technology Improvements in the Works

* Trapeze software upgrade (Sept)

* Real Time Traffic (50 bus pilot) follows software upgrade
* Web based vehicle monitoring (Aug 2022)

* Service Infractions module (Q4 2022)

* Customer Complaint application updates (July-Sept)

* Council website re-design
— Enterprise wide project; Metro Mobillity site is included
— User feedback needed

* Online application processing (project evaluation Q1 2023)
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Online booking launched in April  (# of rides booked to date online)

iHail application launch 
Scheduling Premium on Demand trips
You can now book your Metro Mobility Premium on Demand taxi ride using a customized iHAIL application directly through your mobile device or computer without going through your regular Metro Mobility provider. 
Our current taxi provider, Transportation Plus, designed the application to work with iPhones and Androids, and you can download it directly from their app stores.
This new application allows you to:
Register within the application as a Metro Mobility user 
Book your ride for now or later.
Choose the way you pay – online with credit card or in vehicle with cash or credit card.
Select a vehicle type – sedan, minivan (up to six passengers) or wheelchair accessible.
Set up a “vehicle approaching” notification by text, phone or e-mail.
Track your vehicle in the application.
 Adding this bullet here may be comforting for our customers
 
Incident Reports: Fulfills an important Safety Management System function- consolidated, interactive incident reporting module and one stop shop for contractors and Council staff alike to document, notify and record incident data and investigative findings.  Efficient use of council resources to “lift and load” and existing tool in use at ES. Kudos to development team and contractors
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Service Area and Hour updates

* ADA Service Area expansions in place since Feb 2022 (based on Dec 2021
regular route system expansion)

e ADA service area and service hour reductions will take effect Nov 28, 2022
(based on Dec 2019 regular route system reduction)

* Public announcements of reductions began in May
— Website detalling changes, including address locator
— Letters mailed to customers in affected zip codes
— Emall newsletter announcements to subscriber list

MetroMobilit
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ROLLING OUT SYSTEM SERVICE UPDATES
Under the Americans with Disabilities Act, Metro Mobility is required to provide service that is comparable to the service offered by the region’s all-day, local, regular-route bus and train system. Specifically, we must provide the federally mandated service within three-quarters of a mile of any all-day, local bus or rail route in the Twin Cities with similar hours of availability.
When the regular route system is updated with new routes or trips times, Metro Mobility does the same to align our service with those changes. Over the last few months, staff have worked to make updates to match areas or hours where service is expanding. 

With this alignment, you may see differences to the list of service areas and hours by community. Also, some trips that used to go on standby may now be guaranteed, while some trips that aren’t currently on standby may be in the future.

For now, we are only expanding hours and levels of service to match regular-route growth. Early next year, Metro Mobility will look at areas where regular-route service has been reduced. For updated information on Metro Mobility service hours by community, please go to Trip Provider Areas and Hours or contact the Metro Mobility Service Center at 651-602-1111 (TTY 651-221-9886) metromobility@metc.state.mn.us

https://metrocouncil.org/Transportation/Services/Metro-Mobility-Home/Trip-Providers-Areashttps:/metrocouncil.org/Transportation/Services/Metro-Mobility-Home/Trip-Providers-Areas-Hours-2022.aspx-Hours-2022.aspx
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Questions?

Andy Streasick, Manager Customer Service, Metro Mobility
651-602-1679
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