City of H

7
=
=)

amilton

AUDIT, FINANCE AND ADMINISTRATION COMMITTEE

AGENDA
Meeting #:  21-016
Date:  October 7, 2021
Time: 9:30 a.m.
Location:  Due to the COVID-19 and the Closure of City

Hall (CC)
All electronic meetings can be viewed at:

City’s Website:
https://www.hamilton.ca/council-
committee/council-committee-
meetings/meetings-and-agendas

City's YouTube Channel:
https://www.youtube.com/user/InsideCityofHa
milton or Cable 14

Angela McRae, Legislative Coordinator (905) 546-2424 ext. 5987

1. CEREMONIAL ACTIVITIES

2. APPROVAL OF AGENDA

(Added Items, if applicable, will be noted with *)

3. DECLARATIONS OF INTEREST

4. APPROVAL OF MINUTES OF PREVIOUS MEETING

4.1. September 23, 2021
5. COMMUNICATIONS
6. DELEGATION REQUESTS

7. CONSENT ITEMS

7.1. 2021 Second Quarter Request for Tenders and Proposals Report (FCS21008(a))

(City Wide)



0.

10.

11.

12.

13.

14.

7.2. 2021 Second Quarter Emergency and Non-competitive Procurements Report
(FCS21009(a)) (City Wide)

7.3. 2021 Second Quarter Non-Compliance with the Procurement Policy Report
(FCS21010(a)) (City Wide)

7.4. Hamilton Mundialization Advisory Committee Minutes - June 16, 2021
STAFF PRESENTATIONS

8.1. Revised Water Leak Adjustment Policy (FCS21087 / LS21037) (City Wide)

Discussion of Confidential Appendix “B” to Item 8.1, in Closed Session, would be
pursuant to Section 9.1, Sub-section (f) of the City's Procedural By-law 21-021, as
amended, and Section 239(2), Sub-section (f) of the Ontario Municipal Act, 2001, as
amended, as the subject matter pertains to advice that is subject to solicitor-client
privilege, including communications necessary for that purpose.

Please see Item 14.1 for Confidential Appendix “B”.

8.2. Consultant Report to Accessible Transportation Services funded by Provincial Audit
and Accountability Fund (PW21055) (City Wide)

PUBLIC HEARINGS / DELEGATIONS
DISCUSSION ITEMS

10.1.  Audit and Accountability Fund Intake 3: Expression of Interest (FCS21084) (City
Wide)

10.2. Discontinuation of Water Billing Services by Alectra Utilities (FCS21082) (City Wide)
MOTIONS

NOTICES OF MOTION

GENERAL INFORMATION / OTHER BUSINESS

PRIVATE AND CONFIDENTIAL



14.1. Confidential Appendix "B" to Item 8.1 - Revised Water Leak Adjustment Policy
(FCS21087 / LS21037) (City Wide)

Discussion of Confidential Appendix “B” to Item 8.1, in Closed Session, would be
pursuant to Section 9.1, Sub-section (f) of the City's Procedural By-law 21-021, as
amended, and Section 239(2), Sub-section (f) of the Ontario Municipal Act, 2001, as
amended, as the subject matter pertains to advice that is subject to solicitor-client
privilege, including communications necessary for that purpose.

15. ADJOURNMENT
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AUDIT, FINANCE AND ADMINISTRATION COMMITTEE

MINUTES 21-015
9:30 a.m.
September 23, 2021
Council Chambers
Hamilton City Hall

Present:

Absent:

Councillors L. Ferguson (Chair), B. Johnson, M. Pearson, A.
VanderBeek, and M. Wilson

Councillor C. Collins — Personal, Councillor B. Clark — City Business

THE FOLLOWING ITEMS WERE REFERRED TO COUNCIL FOR CONSIDERATION:

1.

2020 Annual Report on Commodity Price Hedging (FCS21069) (City Wide)
(Item 7.1)

(Pearson/Wilson)
That Report FCS21069 respecting the 2020 Annual Report on Commaodity Price
Hedging, be received.

Result: Motion CARRIED by a vote of 5to 0, as follows:

YES - Ward 13 Councillor Arlene VanderBeek
YES - Ward 12 Councillor Lloyd Ferguson

YES - Ward 11 Councillor Brenda Johnson

YES - Ward 10 Councillor Maria Pearson

NOT PRESENT - Ward 9 Councillor Brad Clark
NOT PRESENT - Ward 5 Councillor Chad Collins
YES - Ward 1 Councillor Maureen Wilson

Tax and Rate Operating Budgets Variance Report as at June 30, 2021 -
Budget Control Policy Transfers (FCS21070) (City Wide) (Item 8.1)

(Johnson/VanderBeek)

(@)

(b)

That the Tax and Rate Operating Budgets Variance Report as at June 30,
2021 attached as Appendices “A” and “B”, respectively, to Report
FCS21070, be received,;

That, in accordance with the “Budgeted Complement Control Policy”, the
2021 complement transfers from one department / division to another with
no impact on the levy, as outlined in Appendix “C” to Report FCS21070,
be approved,;
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(c)  That, in accordance with the “Budgeted Complement Control Policy”, the
2021 extensions of temporary positions with 24-month terms or greater,
with no impact on the levy, as outlined in Appendix “D” to Report
FCS21070, be approved;

(d)  That, in accordance with the “Budget Control Policy”, the 2021 budget
transfers from one department / division to another or from one cost
category to another with no impact on the property tax levy, as outlined in
Appendix “E” to Report FCS21070, be approved;

(e)  That Council approve funding the unfavourable variances of Development
Charge Discretionary Exemptions from the 2021 corporate year-end tax
and / or rate surplus or from the Unallocated Capital Reserve 108020,
Waterworks Capital Reserve 108015, Sanitary Sewer Capital Reserve
108005 or Storm Sewer Capital Reserve 108010.

Result: Motion CARRIED by a vote of 5to 0, as follows:

YES - Ward 13 Councillor Arlene VanderBeek
YES - Ward 12 Councillor Lloyd Ferguson

YES - Ward 11 Councillor Brenda Johnson

YES - Ward 10 Councillor Maria Pearson

NOT PRESENT - Ward 9 Councillor Brad Clark
NOT PRESENT - Ward 5 Councillor Chad Collins
YES - Ward 1 Councillor Maureen Wilson

3. Employee Computer Purchase Plan (FCS21065) (City Wide) (Item 10.1)

(Pearson/VanderBeek)
That the new Employee Personal Computer Purchase Plan, attached as
Appendix “A” to Report FCS21065, be approved.

Result: Motion CARRIED by a vote of 5to 0, as follows:

YES - Ward 13 Councillor Arlene VanderBeek
YES - Ward 12 Councillor Lloyd Ferguson

YES - Ward 11 Councillor Brenda Johnson

YES - Ward 10 Councillor Maria Pearson

NOT PRESENT - Ward 9 Councillor Brad Clark
NOT PRESENT - Ward 5 Councillor Chad Collins
YES - Ward 1 Councillor Maureen Wilson

4, Road Maintenance Small Tools and Equipment Inventory Audit and Follow
Up to Audit Report AUD11006 (AUD21010) (City Wide) (Item 10.2)

(Pearson/Johnson)
(a) That Appendix “A” to Report AUD21010, respecting the Road
Maintenance Small Tools and Equipment Inventory Audit, be received;
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(b)  That the Management Responses as detailed in Appendix “B” and Private
and Confidential Appendix “D” to Report AUD21010 be approved;

(c) That the General Manager of Public Works be directed to implement the
Management Responses (attached as Appendix “B” and Private and
Confidential Appendix “D” to Report AUD21010) and report back to the
Audit, Finance and Administration Committee by September 2022;

(d) That Appendix “C” to Report AUD21010, respecting the follow up of Audit
Report AUD11006 - Tools Audit, be received; and,

(e) That Private and Confidential Appendix “D” to Report AUD21010, remain
confidential.

Result: Motion CARRIED by a vote of 5to 0, as follows:

YES - Ward 13 Councillor Arlene VanderBeek
YES - Ward 12 Councillor Lloyd Ferguson

YES - Ward 11 Councillor Brenda Johnson

YES - Ward 10 Councillor Maria Pearson

NOT PRESENT - Ward 9 Councillor Brad Clark
NOT PRESENT - Ward 5 Councillor Chad Collins
YES - Ward 1 Councillor Maureen Wilson

FOR INFORMATION:

(@)

(b)

CHANGES TO THE AGENDA (ltem 2)
The Committee Clerk advised that there were no changes to the agenda.

(Johnson/Pearson)
That the agenda for the September 23, 2021 Audit, Finance and Administration
Committee meeting be approved, as presented.

Result: Motion CARRIED by a vote of 5to 0, as follows:

YES - Ward 13 Councillor Arlene VanderBeek
YES - Ward 12 Councillor Lloyd Ferguson

YES - Ward 11 Councillor Brenda Johnson

YES - Ward 10 Councillor Maria Pearson

NOT PRESENT - Ward 9 Councillor Brad Clark
NOT PRESENT - Ward 5 Councillor Chad Collins
YES - Ward 1 Councillor Maureen Wilson

DECLARATIONS OF INTEREST (Iltem 3)

There were no declarations of interest.
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(c) APPROVAL OF MINUTES OF PREVIOUS MEETING (ltem 4)

(i)

September 9, 2021 (Item 4.1)

(Pearson/VanderBeek)
That the Minutes of the September 9, 2021 meeting of the Audit, Finance
and Administration Committee be approved, as presented.

Result: Motion CARRIED by a vote of 5to 0, as follows:

YES - Ward 13 Councillor Arlene VanderBeek
YES - Ward 12 Councillor Lloyd Ferguson

YES - Ward 11 Councillor Brenda Johnson

YES - Ward 10 Councillor Maria Pearson

NOT PRESENT - Ward 9 Councillor Brad Clark
NOT PRESENT - Ward 5 Councillor Chad Collins
YES - Ward 1 Councillor Maureen Wilson

(d) CONSENT ITEMS (Item 7)

(i)

Immigrant and Refugee Advisory Committee Minutes - May 13, 2021
(Item 7.2)

(VanderBeek/Pearson)
That the Immigrant and Refugee Advisory Committee Minutes of May 13,
2021, be received.

Result: Motion CARRIED by a vote of 5to 0, as follows:

YES - Ward 13 Councillor Arlene VanderBeek
YES - Ward 12 Councillor Lloyd Ferguson

YES - Ward 11 Councillor Brenda Johnson

YES - Ward 10 Councillor Maria Pearson

NOT PRESENT - Ward 9 Councillor Brad Clark
NOT PRESENT - Ward 5 Councillor Chad Collins
YES - Ward 1 Councillor Maureen Wilson

() STAFF PRESENTATIONS (Item 8)

(i)

Tax and Rate Operating Budgets Variance Report as at June 30, 2021
- Budget Control Policy Transfers (FCS21070) (City Wide) (Item 8.1)

Mike Zegarac, General Manager of Finance and Corporate Services
addressed the Committee with a staff presentation respecting Report
FCS21070, the Tax and Rate Operating Budgets Variance Report as at
June 30, 2021 - Budget Control Policy Transfers.

(Johnson/VanderBeek)

That the Staff Presentation respecting Report FCS21070 the Tax and
Rate Operating Budgets Variance Report as at June 30, 2021 - Budget
Control Policy Transfers, be received.
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(f)

9)

Result: Motion CARRIED by a vote of 5to 0, as follows:

YES - Ward 13 Councillor Arlene VanderBeek
YES - Ward 12 Councillor Lloyd Ferguson

YES - Ward 11 Councillor Brenda Johnson

YES - Ward 10 Councillor Maria Pearson

NOT PRESENT - Ward 9 Councillor Brad Clark
NOT PRESENT - Ward 5 Councillor Chad Collins
YES - Ward 1 Councillor Maureen Wilson

For further disposition of this matter, please refer to Item 2.
PRIVATE AND CONFIDENTIAL (Item 14)
() Closed Minutes — September 9, 2021 (Item 14.1)

(Pearson/Wilson)

(@)  That the Closed Session Minutes of the September 9, 2021 Audit,
Finance and Administration Committee meeting, be approved as
presented; and,

(b)  That the Closed Session Minutes of the September 9, 2021 Audit,
Finance and Administration Committee meeting, remain
confidential.

Result: Motion CARRIED by a vote of 5to 0, as follows:

YES - Ward 13 Councillor Arlene VanderBeek
YES - Ward 12 Councillor Lloyd Ferguson

YES - Ward 11 Councillor Brenda Johnson

YES - Ward 10 Councillor Maria Pearson

NOT PRESENT - Ward 9 Councillor Brad Clark
NOT PRESENT - Ward 5 Councillor Chad Collins
YES - Ward 1 Councillor Maureen Wilson

ADJOURNMENT (Item 15)

(Johnson/Pearson)
That, there being no further business, the Audit, Finance and Administration
Committee, be adjourned at 10:28 a.m.

Result: Motion CARRIED by a vote of 4 to 0, as follows:

YES - Ward 13 Councillor Arlene VanderBeek

YES - Ward 12 Councillor Lloyd Ferguson

NOT PRESENT - Ward 11 Councillor Brenda Johnson
YES - Ward 10 Councillor Maria Pearson

NOT PRESENT - Ward 9 Councillor Brad Clark

NOT PRESENT - Ward 5 Councillor Chad Collins
YES - Ward 1 Councillor Maureen Wilson
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Legislative Coordinator
Office of the City Clerk

September B@gfoﬂ of 264
Page 6 of 6

Respectfully submitted,

Councillor Ferguson, Chair
Audit, Finance and Administration
Committee
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i INFORMATION REPORT

Hamilton
TO: Chair and Members
Audit, Finance and Administration Committee
COMMITTEE DATE: October 07, 2021

SUBJECT/REPORT NO: | 2021 Second Quarter Request for Tenders and Proposals
Report (FCS21008(a)) (City Wide)

WARD(S) AFFECTED: | City Wide

PREPARED BY: Patricia Vasquez (905) 546-2424 Ext. 5972
SUBMITTED BY: Rick Male
Director, Financial Services and Taxation & Corporate
Controller

Corporate Services Department
SIGNATURE:

COUNCIL DIRECTION

Procurement Policy, Section 4.2 — Approval Authority, Item (6) requires a quarterly
status report for Request for Tenders and Request for Proposals be prepared and
presented to Council.

INFORMATION

This Report provides an update on the status of active Request for Tenders and
Request for Proposals and Cooperative Procurements for the second quarter of 2021.

Request for Tenders and Request for Proposals have been issued and awarded in
accordance with the City of Hamilton Procurement Policy. Those items with a status of
“‘Under Review” will remain on the Report until such time an award is made. Request
for Tenders and Request for Proposals listed under the “Cooperative Procurements”
section was entered into by the City of Hamilton (City) via a cooperative procurement in
accordance with the City’s Procurement Policy, Section 4.12 — Cooperative
Procurements.

OUR Vision: To be the best place to raise a child and age successfully.
OUR Mission: To provide high quality cost conscious public services that contribute to a healthy,
safe and prosperous community, in a sustainable manner.
OUR Culture: Collective Ownership, Steadfast Integrity, Courageous Change, Sensational Service,
Engaged Empowered Employees.
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SUBJECT: 2021 Second Quarter Request for Tenders and Proposals Report
(FCS21008(a)) (City Wide) - Page 2 of 2

Appendix “A” to Report FCS21008(a) details all Request for Tenders and Request for
Proposals documents issued by the City or entered into by the City through a
cooperative procurement. Award information is current as of July 8, 2021.

APPENDICES AND SCHEDULES ATTACHED

Appendix “A” to Report FCS21008(a) — 2021 Second Quarter Request for Tenders and
Proposals Report

PV/dw

OUR Vision: To be the best place to raise a child and age successfully.
OUR Mission: To provide high quality cost conscious public services that contribute to a healthy,
safe and prosperous community, in a sustainable manner.
OUR Culture: Collective Ownership, Steadfast Integrity, Courageous Change, Sensational Service,
Engaged Empowered Employees.
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CITY OF HAMILTON

Summary of Tenders and Proposals Issued — April 1, 2021 — June 30, 2021

Contract Title

Contracts Awarded

Closing Date Vendor

Award Amount

Reference

(mm/dd/yyyy)

C11-46-20 | Proposal for Management and 01/04/2021 Harbourside Organix 5 years + 2 options $3,167,836.47
Processing of the City of Hamilton's Inc. Amount shown is
Green Cart Material only for the first
year of the
contract.
C11-65-20 | Proposal for Professional 01/28/2021 | GM BluePlan Project Specific $452,720.00
Engineering Consultant Services Engineering Ltd.
Required for the Ferguson Avenue
(HD002/HDO003) Water Pumping
Station Upgrades
C11-69-20 | Proposal for Professional 02/09/2021 R.V. Anderson Project Specific $1,023,366.00
Engineering Consultant Services Associates Ltd.
Required for the New Elevated Water
Storage Facility in Pressure District 7
(PD7)
C13-09-21 | Proposal for Contractors Required for 02/19/2021 Pipetek Infrastructure 1 year + 2 options $525,975.00
Manhole, Mainline and Lateral Sewer Services Inc.
Inspections in the City of Hamilton
C11-02-21 | Proposal for Professional 02/25/2021 | GM BluePlan Project Specific $287,370.00
Engineering Consultant Services Engineering Ltd.
Required for the City of Hamilton
WaterCAD Model Update
C11-01-21 | Tender for Supply and Delivery of 02/26/2021 Crossroads Equipment | 1 year + 4 options $180,867.80

John Deere OEM Parts, Equipment
and Service
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Contracts Awarded
Closing Date
(mm/dd/yyyy)

C1-01-21 Proposal for City of Hamilton Website 03/01/2021 Evolving Web Inc. 5 years + 5 options $781,600.00
Redesign & CMS Replacement
Implementation Services
C11-04-21 | Tender for Supply and Delivery of 03/08/2021 | Grower's Choice 1 year + 4 options $1,044,711.06
Engineered Wood Fibre (safety Landscape Products
surface) to Various Playgrounds Inc.
C11-13-21 | Tender for Supply and Delivery of 03/08/2021 Posi Plus Service 1 year + 4 options $393,125.00
Vehicle Mounted Aerial and Crane Centre Inc.
Device Inspections and Repairs
C11-06-21 | Tender for Stormwater Management 03/12/2021 Ibrahim Nassri Trading | 1 year + 4 options $451,585.00
Vegetation Maintenance and Litter Inc.
Collection at Various Locations
C11-23-21 | Tender for Supply & Delivery of 03/17/2021 Stinson Equipment 1 year + 4 options $1,407,109.70
Aluminum Traffic Sign Blanks Limited O/A Stinson
Owl-Lite
C11-16-21 | Tender for Water Hauler for Lynden 03/19/2021 Bright Water Services 1 year + 1 option $97,435.41
Water Distribution System Inc.
Unidirectional Flushing
C11-21-21 | Tender for Watering Services 03/22/2021 1498548 Ontario Inc. 1 year + 3 options $1,079,176.96
Required for Newly Installed Trees
C15-18-21 | Tender for Jackson Street East - 03/22/2021 DESO Construction Ltd. | Project Specific $397,490.00
HW Catharine Street South to Walnut
Street South
C15-03-21 | Tender for Bridge 366 Rehabilitation - 03/23/2021 Coco Paving Inc. Project Specific $2,472,636.00
BR Mud Street West
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Contract Title
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Appendix ‘A’ to Report FCS21008(a)

Contracts Awarded
Closing Date
(mm/dd/yyyy)

Page 3 of 13

C15-28-21 | Tender for Concrete Works around 03/23/2021 B.Dillane Construction Project Specific $180,550.00
M Rail Tracks throughout the City of Inc.
Hamilton
C13-15-21 | Tender for Westmount Solar Thermal 03/24/2021 | Xtra Mechanical Ltd. Project Specific $160,000.00
Reclaim Project
C11-26-21 | Tender for Supply & Delivery of 03/25/2021 1 year + 4 options
Traffic Sign Posts and Hardware
Section 1 and 3 UCC Industries $1,277,841.50
International
Section 2 B.M.R. Manufacturing $638,350.00
Inc.
C15-38-21 | Tender for Lincoln M. Alexander 03/26/2021 | Associated Paving & Project Specific $635,751.00
M Parkway Asphalt Repairs Materials Ltd.
C9-03-21 Tender for General Contractor 03/29/2021 | Verly Construction Project Specific $777,250.00
Required for Roof and Chiller Group Inc.
Replacement
C15-22-21 | Tender for Paramount Drive, Atlas 03/31/2021 | Associated Paving & Project Specific $2,336,611.50
H Street to Old Mud Street - Road Materials Ltd.
Resurfacing
C13-24-21 | Tender for Prequalified Vendors for 04/01/2021 Les Surfaces Project Specific $768,519.85

the Resurfacing at Tim Hortons Field
in the City of Hamilton

Sécuritaires Carpell Inc.
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Contracts Awarded

Contract Contract Title Closing Date

Reference (mm/dd/yyyy)

C15-37-21 | Tender for Dundas Street - Burke to 04/06/2021 | Associated Paving & Project Specific $2,208,386.82

H Hamilton Boundary - Road Materials Ltd.
Resurfacing

C11-25-21 | Tender for Supply, Installation and 04/07/2021 | The Gordon Company 3 years $397,084.80
Maintenance of Large Caliper Trees
in new Subdivisions

C13-13-21 | Tender for Contractor Required to 04/07/2021 | VY GC INC. Project Specific $93,800.00
Supply and Install Waterfall Feature
at Gage Park Greenhouse

C13-22-21 | Tender for Stoney Creek Municipal 04/07/2021 | Caird-Hall Construction | Project Specific $194,460.00
Centre — EIFS System Rehabilitation Inc.

C15-39-21 | Tender for Concrete Sidewalk 04/07/2021 | A. Cosmos Concrete & | Project Specific $492,150.00

M Repairs in the City of Hamilton Paving Ltd.
throughout Ward 4

C13-16-21 | Tender for Contractor Required for 04/08/2021 Burlington Paving Project Specific $245,948.50
Excavation, Supply and Installation of Company Ltd.
Asphalt at Various Parks and
Cemeteries as and when Required

C11-24-21 | Tender for Grounds Maintenance 04/09/2021 Forest Ridge Project Specific $437,180.96
Services as Required at Various City Landscaping Inc.
of Hamilton Facilities

C13-12-21 | Tender for Contractor Required to 04/09/2021 Oakridge Group Inc. Project Specific $190,627.55
Perform Site Preparation Work for
Eight New Playgrounds

C13-14-21 | Tender for City Hall and Library 04/09/2021 Energy Network Project Specific $531,246.87
Branches LED Upgrade Project Services Inc.
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Contracts Awarded
Closing Date

(mm/dd/yyyy)

C15-45-21 | Tender for Concrete Sidewalk 04/09/2021 Decew Construction Project Specific $826,250.00
M Repairs in the City of Hamilton Inc.
Throughout Ward 9
C13-21-21 | Tender for Recreation Facilities - 04/12/2021 Energy Network Project Specific $304,989.32
Energy Efficient LED Lighting Services Inc.
Upgrades
C15-43-21 | Tender for Installation of Asphalt 04/12/2021 Coco Paving Inc. Project Specific $379,797.00
M Speed Cushions Throughout the City
of Hamilton
C15-27-21 | Tender for Afton Avenue, Fraser 04/13/2021 | Coco Paving Inc. Project Specific $746,000.00
W Avenue, Robert Street - Watermain
Replacement
C15-23-21 | Tender for Garth Street at Mohawk 04/14/2021 DESO Construction Ltd. | Project Specific $244,000.00
W Road West - Large Valve
Replacement
C11-03-21 | Tender for Supply, Installation and 04/16/2021 | The Gordon Company 3 years $683,815.40
Maintenance of Large Caliper Trees
in Parks and Cemeteries
C11-30-21 | Tender for Boom Installation and 04/16/2021 First Response 1 year + 4 options $138,250.00
Maintenance Environmental 2012 Inc.
C15-48-21 | Tender for Transit Pad Replacements 04/21/2021 | A. Cosmos Concrete & | Project Specific $289,901.00
M Throughout the City of Hamilton Paving Ltd.
C18-05-21 | Tender for Replacement of Nurse 04/21/2021 ComNet Networks and | Project Specific $218,250.00

Call System and Phone System at
350 King Street West in Hamilton

Security Inc.
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Contracts Awarded

Contract Contract Title Closing Date

Reference (mm/dd/yyyy)

C11-15-21 | Tender for Provision of Concrete 04/22/2021 Renew Aggregate 1 year + 4 options $569,536.69
Crushing Services required for the Systems Inc.
City of Hamilton

C11-09-21 | Proposal for Demand Responsive 04/23/2021 Spare Labs Inc. 1 year + 4 options $123,600.00
Transit Pilot

C11-28-21 | Tender for Rural Roadside Mowing 04/23/2021 Bilan Brothers 1 year + 3 options $882,734.97
Services — Wards 5, 6, 9, 10, 11, 12 Contracting
and 14

C2-01-21 Roster for Consultancy Services for 04/28/2021 | Antec Appraisal Group | 3 years Hourly rates
the Provision of Assessment Base Inc.
Management, Property Assessment
and Taxation Appeals, Appraisal and Context Realty Advisors
Expert Witnesses

iILOOKABOUT

MTE Paralegal

Professional
Corporation

Jacob Ellens &
Associates Inc.

Humphreys Appraisal
Services Inc.

C13-27-21 | Tender for Streetlighting Concrete 04/28/2021 | Alineutility Limited Project Specific $176,505.00
Pole Replacements
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Contracts Awarded
Closing Date

Contract Contract Title

Reference (mm/dd/yyyy)

C11-31-21 | Tender for Supply and Delivery of 04/29/2021 | Cedar Infrastructure 1 year + 2 options $46,591.53
Catch Basin Frames, Grates and Products LP
Covers
C13-17-21 | Tender for Supply and Install Mount 04/29/2021 | Three Seasons Project Specific $155,700.00
Hope Gateway, Structural Support for Landscape Group
Gate Guardian Aircraft
C15-47-21 | Tender for Greenford Drive 04/30/2021 Coco Paving Inc. Project Specific $357,000.00
H Queenston Road to South End -
Road Resurfacing and Sidewalk
Repairs
C15-09-21 | Tender for Construction of New 05/04/2021 Decew Construction Project Specific $857,001.00
TR Traffic Control Infrastructure Inc.
C18-12-21 | Tender for Contractor Required for 05/04/2021 | Vics Group Inc Project Specific $1,790,000.00
the Replacement of Hot Water
Baseboard System at 95 Hess Street
South, Hamilton
C13-25-21 | Tender for Contractor for Removal 05/05/2021 Image Masonry Ltd. Project Specific $197,500.00
and Replacement and Waterproofing
of all Exterior Panels on the East,
West, and South Faces of the Multi
Agency Training Academy Building
C13-26-21 | Tender for Contractor Required for 05/05/2021 Brantco Construction Project Specific $251,391.00

Sport Court and Pathway
Replacements at Various Parks
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Contract Title
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Contracts Awarded
Closing Date

(mm/dd/yyyy)

C13-28-21 | Tender for Contractor Required for 05/05/2021 Sunrise Roofing Project Specific $336,206.00
Roof Replacement at the Biindigen Contractors Inc.
Community Hub, 785 Britannia Ave.,
Hamilton
C15-33-21 | Tender for Retaining Wall 05/06/2021 Oakridge Group Inc. Project Specific $765,795.00
AM Replacements at Various Locations
C12-06-21 | Proposal for Consulting Services for 05/07/2021 Federal Engineering, Project Specific $214,255.00
Public Safety Next Generation 9-1-1 Inc.
(NG9-1-1)
C15-55-21 | Tender for Stone Church Road East - 05/10/2021 | Associated Paving & Project Specific $393,563.00
H Upper James to Upper Wellington Materials Ltd.
Street - Road Resurfacing
C15-49-21 | Tender for 2021 Surface Treatment 05/11/2021 | Cornell Construction Project Specific $1,723,191.82
M Program Ltd.
C9-04-21 Tender for Supply and Delivery of 05/12/2021 Forest Ridge 1 year + 4 options $85,213.70
Grounds Maintenance Services for Landscaping Inc.
the Hamilton Police Service
C15-53-21 | Tender for Brock Road Resurfacing - 05/13/2021 Coco Paving Inc. Project Specific $1,360,000.00
H Concession 4 to Safari Road
C5-09-21 Tender for Supply & Delivery of Zoll 05/17/2021 BERRN Consulting Ltd | 1 year + 4 options $349,149.04
Public and Fire AED and Accessory
ltems
C11-33-21 | Tender for Supply and Application of 05/17/2021 Da-Lee Dust Control 1 year + 4 options $137,386.66

Calcium Chloride or Magnesium
Chloride for Dust Control

Ltd.
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Contracts Awarded
Closing Date
(mm/dd/yyyy)

Contract Contract Title

Reference

C13-08-21 | Tender for Restoration of the Keefer 05/17/2021 Heritage Restoration Project Specific $248,497.00
Steps at Hamilton Museum of Steam Inc.
and Technology
C15-46-21 | Tender for Charlton Avenue East and 05/18/2021 | Coco Paving Inc. Project Specific $356,839.00
H Wentworth Street - Road Resurfacing
C15-07-21 | Tender for Strachan Street East and 05/19/2021 DESO Construction Ltd. | Project Specific $2,180,000.00
HSW James Street North to East End
C18-02-21 | Tender for General or Electrical 05/21/2021 Energy Network Project Specific $571,771.73
Contractor for LED Lighting Retrofits Services Inc.
at Various Multi-Unit Residential
Buildings in Hamilton Owned by
CityHousing Hamilton
C2-02-21 Tender for Microsoft Enterprise 05/25/2021 | CDW Canada Corp. 3 years $2,248,286.72
Agreement
C15-50-21 | Tender for Cross Culvert 05/262021 CRL Campbell Project Specific $724,000.00
M Replacement Construction &
Drainage Ltd.
C15-24-21 | Tender for Andrew Warburton 05/27/2021 Oakridge Group Inc. Project Specific $1,391,931.60
P Memorial Park Redevelopment
C15-51-21 | Tender for Roadside Ditching 05/27/2021 | Anthony's Excavating Project Specific $340,900.00
M Improvement Program Central Inc.
C15-60-21 | Tender for 2021 Bonded Wearing 05/27/2021 | Walker Construction Project Specific $541,971.00
M Course Program Ltd.
C15-54-21 | Tender for Stone Church Road West 05/31/2021 | Associated Paving & Project Specific $1,038,347.00
H - Golf Links Road to Omni Blvd - Materials Ltd.

Road Resurfacing
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Contracts Awarded

Contract Contract Title Closing Date
Reference (mm/dd/yyyy)
C13-23-21 | Tender for Contractor Required for 06/15/2021 Claybar Contracting Inc. | Project Specific $595,848.00
Installation of Marine Fuel Dock at
West Harbour, Hamilton
C15-44-21 | Tender for First Street North - Road 06/17/2021 Rankin Construction Project Specific $293,860.00
H Resurfacing Inc.




Contract
Reference

Contracts Cancelled

Contract Title

Closing Date
(mm/dd/yyyy)
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Reason for Cancellation

C13-21-20 Tender for Mohawk 4 Ice Centre 08/26/2020 | This Request for Tenders was cancelled due to
Metal Roof Repair Project unavailable funding. A new Request for Tender
will not be issued.
C12-10-20 Proposal for Provision of Supply, 01/27/2021
Delivery, Installation and Service of The Request for Proposals was cancelled as no
Tires proponent met the benchmark. This
procurement was reissued under C12-10-21.
C13-11-21 Tender for General Contracting 04/29/2021 | The Request for Tenders was cancelled as all
Services for the Phase Il bids received were over budget.
Restoration of St. Mark’s Church
Cl1-11-21 Proposal for Prime Consultant 05/25/2021 | The Request for Tenders was cancelled due to
Services for Hamilton Police Service a change in specifications. A new Request for
Facilities Renovation Project Tender with revised specifications was issued
under C11-39-21.
Cl2-11-21 Tender for Supply and/or Delivery 06/15/2021

and Fitting of Various Safety
Footwear for Eligible City of
Hamilton Employees

The Request for Tenders was cancelled due to
a change in specifications. A new Request for
Tender will be issued in Q3 of 2021.
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Contracts Pending Award

Closing Date

Contract Contract Title

Reference

C15-01-21 BR

Tender for Bridge 235 South Service Road -
Scouring Protection & Bridge Rehabilitation

03/24/2021

Closed and Under Review

C5-01-21

Tender for Appliance Repair for Social Assistance
Recipients and CityHousing Hamilton Residential
Units

04/22/2021

Closed and Under Review

C11-07-21

Proposal for Professional Engineering Consultant
Services Required for the Waterdown Watermain
Trunk Twinning Schedule B Municipal Class
Environmental Assessment (EA) and Conceptual
Design

05/20/2021

Closed and Under Review

C12-10-21

Proposal for Supply, Delivery, Installation and
Service of Tires

05/28/2021

Closed and Under Review

C13-31-21

Tender for Contractors Required for Refrigerant
Plant Control Upgrades at City of Hamilton Arenas

05/31/2021

Closed and Under Review

C8-01-21

Proposal for Service Required for Bed Bug
Identification and Treatment for the Hamilton Public
Library

06/03/2021

Closed and Under Review

C5-06-21

Proposal for Paramedic Service Uniforms

06/14/2021

Closed and Under Review

C11-34-21

Proposal for Professional Engineering Consultant
Services Required for the Carlisle Water Storage
Facility Municipal Class Environmental Assessment
and Conceptual Design

07/12/2021

Not closed as of July 1, 2021
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Cooperative Procurements

City Contract Title Cooperative Effective Date Vendor Estimated
Contract Group (mm/dd/yyyy)

Reference City Spend

No cooperative contracts were engaged in the second quarter of 2021




Page 26 of 264



Page 27 of 264

—_—

i INFORMATION REPORT

Hamilton
TO: Chair and Members
Audit, Finance and Administration Committee
COMMITTEE DATE: October 07, 2021

SUBJECT/REPORT NO: | 2021 Second Quarter Emergency and Non-competitive
Procurements Report (FCS21009(a)) (City Wide)

WARD(S) AFFECTED: | City Wide

PREPARED BY: Patricia Vasquez (905) 546-2424 Ext. 5972
SUBMITTED BY: Rick Male
Director, Financial Services and Taxation and Corporate
Controller

Corporate Services Department
SIGNATURE:

COUNCIL DIRECTION

Council has directed Procurement to report on the use of Sections 4.10 and 4.11 of the
Procurement Policy on a quarterly basis.

INFORMATION

This Report is issued quarterly in accordance with the Procurement Policy. The report
details the procurement of goods and/or services during emergency situations and
those detailed in Section 4.11 — Non-Competitive Procurements for the second quarter
of 2021.

The Policy for Non-Competitive Procurements is used in narrowly defined
circumstances where it is justified that the policies for the general acquisition process
could not be followed. The “Emergency Procurement/Non-Competitive Procurement
Form” is completed by the Client Department and approved by the General Manager.

OUR Vision: To be the best place to raise a child and age successfully.
OUR Mission: To provide high quality cost conscious public services that contribute to a healthy,
safe and prosperous community, in a sustainable manner.
OUR Culture: Collective Ownership, Steadfast Integrity, Courageous Change, Sensational Service,
Engaged Empowered Employees.
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Committee and Council are advised that procurements made under a Policy 10 due to
COVID-19 have not been reported in this quarterly report. All COVID-19 related
procurements will be reported separately by staff.

During the second quarter of 2021, there were 80 purchases totalling $6,082,432.62,
which were processed through the use of an approved Policy 10 or 11. These are
summarized in Appendix “A” to Report FCS21009(a).

The breakdown is as follows:

e 10 purchases totalling $988,252.83 were issued under Policy 10, as “Emergency”
purchases, whereby goods and services were acquired by the most expedient and
economical means. The following purchases represent the largest dollar amount in
this category:

— Purchase Order 95921 for $520,000.00 was issued to Waste Management of
Canada Corp. for the maintenance and operation of the transfer stations and
community recycling centres. Due to a contract breach, the City had to bring in
a third-party contractor to take over some of the operation of the transfer
stations and community recycling centres. This extension is to pay all
remaining outstanding invoices received for this service.

— Purchase Order 97186 for $191,628.00 was issued to Siemens Canada Ltd. for
the purchase, license and installation of new cameras and two servers. New
equipment is required in order to maintain system continuity.

— Purchase Order 97274 for $131,520.00 was issued to Moffatt Equipment to
perform maintenance on the critical temporary set-up to pump water across the
QEW during high lake levels as well as the installation of a new chamber to
house piping and valve work. This work is essential to ensure high water levels
return and a reliable system is available to drain the Beach Blvd area.

e 21 purchases totalling $3,088,942.18 represent short-term “Extensions” of current
contracts which have expired, and unforeseeable circumstances have caused a
delay in awarding a new contract. The following purchases represent the largest
dollar amounts in this category:

— Purchase Order 96918 for $1,291,934.44 was issued to Super Shine Janitorial
Services Ltd. for the supply and delivery of corporate janitorial services.
Procurement has been working with all stakeholders throughout the City to revise
and update a new Request for Proposals (“RFP”) document and ensure the new
terms are compliant with the procurement process and health and safety
standards. This extension was required to provide sufficient time to complete the
procurement process and award a new contract.

OUR Vision: To be the best place to raise a child and age successfully.
OUR Mission: To provide high quality cost conscious public services that contribute to a healthy,
safe and prosperous community, in a sustainable manner.
OUR Culture: Collective Ownership, Steadfast Integrity, Courageous Change, Sensational Service,
Engaged Empowered Employees.



Page 29 of 264

SUBJECT: 2021 Second Quarter Emergency and Non-competitive Procurements
Report (FCS21009(a)) (City Wide) - Page 3 of 4

— Purchase Order 96798 for $511,687.87 was issued to Service Master Contract
Services for the supply and delivery of corporate janitorial services. Procurement
has been working with all stakeholders throughout the City to revise and update
a new RFP document and ensure the new terms are compliant with the
procurement process and health and safety standards. This extension was
required to provide sufficient time to complete the procurement process and
award a new contract.

— Purchase Order 96750 for $450,000.00 was issued to Envirosystems Inc. for the
supply and delivery of the operation, maintenance, removal and disposal
services for the City of Hamilton and the Halton Region hazardous depots. This
extension is required to give the City of Hamilton and Halton Region the time and
knowledge required to continue to provide services to residents as the
Hazardous Waste Program through Stewardship Ontario is changing and the
City is unsure of the changes at this time.

— Purchase Order 94070 for $105,621.65 was issued to Sunshine Building
Maintenance Inc. for the supply and delivery of corporate janitorial services.
Procurement has been working with all stakeholders throughout the City to revise
and update a new RFP document and ensure the new terms are compliant with
the procurement process and health and safety standards. This extension was
required to provide sufficient time to complete the procurement process and
award a new contract.

48 purchases totalling $1,985,531.61 were identified as “Single Source” purchases
whereby a particular vendor was recommended because it was more cost-effective
or beneficial to the City. The following purchases represent the largest dollar
amounts in this category:

— Purchase Order 96904 for $215,933.44 was issued to Bienenstock Natural
Playgrounds Inc. for the design and construction of a naturalized playground at
the Bernie Morelli Recreation Centre. The Province provided funding to invest in
an early ON Centre at the King George School, however the cost of construction
became unavailable and the Province approved the reallocation of the funding to
Bernie Morelli Recreation Centre. Due to the limited number of contractors and
time limitations, only Bienenstock Natural Playgrounds had the capability of
installing the natural playground system in the preferred location.

— Purchase Order 97095 for $186,272.00 was issued to First Watch Solutions Inc.
for the supply and delivery of software that provides immediate COVID-19,
Opioid overdose, Public Health and Social emergency information and analytics
for the City. This software program is unique and has no other comparable in the

OUR Vision: To be the best place to raise a child and age successfully.
OUR Mission: To provide high quality cost conscious public services that contribute to a healthy,
safe and prosperous community, in a sustainable manner.
OUR Culture: Collective Ownership, Steadfast Integrity, Courageous Change, Sensational Service,
Engaged Empowered Employees.
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market that can the provincial data stream and provide immediate Hamilton data
analytics which is required to support the City’s COVID/OPIOD Emergency
Response program.

— Purchase Order 96817 for $147,707.50 was issued to WSP Canada Inc. for the
development of a Complete, Liveable, Better (CLB) Streets Design Manual to
guide internal and external design staff in the development of street designs.
This project was originally planned in two phases and could be awarded to the
same or different consultant, however, due to scheduling delays because of
COVID-19, it was decided that it would be more efficient and cost-effective to
have WSP Canada Inc. continue with Phase 2 since they are familiar with the
project having developed a decision support and audit tool, engagement,
jurisdiction scan and project management services.

— Purchase Order 96925 for $120,000.00 was issued to Hamilton Waterfront Trust
(HWT) for the reimbursement of services required to maintain building operations
and booked events at 47 Discovery Drive. In January 2018, the City assumed
the lease for the Discovery Centre and engaged HWT until the EFFM Division
has completed the transition of these services.

APPENDICES AND SCHEDULES ATTACHED

Appendix “A” to Report FCS21009(a) — Second Quarter Emergency and Non-
Competitive Procurements Report.

PV/dw

OUR Vision: To be the best place to raise a child and age successfully.
OUR Mission: To provide high quality cost conscious public services that contribute to a healthy,
safe and prosperous community, in a sustainable manner.
OUR Culture: Collective Ownership, Steadfast Integrity, Courageous Change, Sensational Service,
Engaged Empowered Employees.
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Corporate Services

94113 SGLE $2,250.00 |[How2Map Inc. Information Technology
92203 EXTN $3,771.46 |CDW Canada Corp. Information Technology
97320 SGLE $4,740.00 |Flycast Partners Inc. Information Technology
97007 SGLE $9,991.67 |Escribe Software Ltd. City Clerk

97008 SGLE $12,283.00 |Escribe Software Ltd. City Clerk

96931 SGLE $35,000.00 |[WeirFoulds LLP Information Technology
97389 SGLE $48,960.00 |[SurveyMonkey Europe UC Information Technology
No PO EXTN $50,000.00 |Lawlor & Co (Hamilton) Ltd. Procurement

No PO |EXTN $50,000.00 |Kodiak Group Holdings Co. o/a Work Authority Procurement

No PO EXTN $130,000.00 |Imagewear a Division of Mark's Commercial Procurement

96797 EXTN $8,440.26  |Super Shine Janitorial Services Ltd. Recreation

97250 SGLE $13,000.00 |Scarsin Corp. Medical Officer of Health
96572 SGLE $24,518.00 |A. J. Stone Company Ltd. Hamilton Fire Department
97123 SGLE $25,000.00 |Northern Channels Corp. Lodges

97024 SGLE $30,000.00 |Dependable Emergency Vehicles Hamilton Fire Department
96855 SGLE $40,000.00 |Outdoor Outfits Ltd. Medical Officer of Health
96861 SGLE $75,000.00 |[The Uniform Group Inc. Hamilton Fire Department
77373 EXTN $80,000.00 [Goodyear Canada Inc. Hamilton Fire Department
96903 EXTN $98,832.00 |Hamilton Physiotherapy Clinic Lodges

97095 SGLE $186,272.00 [First Watch Solutions Inc. Hamilton Fire Department
96904 SGLE $215,933.44 |Bienenstock Natural Playgrounds Inc. Children’s Services and Neighbourhood Development
96798 EXTN $511,687.87 |Service Master Contract Services Recreation

‘Library

96651 EMER $20,000.00 |Rogers Wireless Library

97115 SGLE $42,333.00 [Bibliotheca Canada Inc. Library
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Name

‘Planning and Economic Development

Department/Division
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97132 SGLE $14,000.00 |Crowdriff Inc. Tourism and Culture

96815 SGLE $15,310.16 [University of Toronto Transportation Planning and Parking
96682 SGLE $18,000.00 [Forum Research Inc. Economic Development

96730 EXTN $20,000.00 [IBI Group Professional Services (Canada) Inc. Transportation Planning and Parking
97001 SGLE $20,000.00 |J J Mackay Canada Ltd. Transportation Planning and Parking
96734 SGLE $21,000.00 [University of Toronto Transportation Planning and Parking
No PO EXTN $49,000.00 ([Millen Road Animal Hospital Licensing & By-law Services

82501 SGLE $50,000.00 [Wood Canada Ltd. Growth Management

95149 EXTN $50,000.00 |All Season Landscaping & Maintenance Licensing and By-law Services
97011 EXTN $80,000.00 [Connco Group Ltd. o/a Northern Painters Tourism and Culture

96817 SGLE $147,707.50 |WSP Canada Inc. Transiortation Plannini and Parkini

96917 EXTN $3,000.00 [Servicemaster Contract Services Police
94627 EXTN $11,654.50 |Super Shine Janitorial Services Ltd. Police
96892 SGLE $13,260.00 |TYR Tactical Canada Police
97187 EMER $17,875.20 |Concept Controls Inc. Police
96896 EMER $19,702.05 [CDW Canada Corp. Police
97371 SHRT $19,706.00 1213247 Ontario Inc. Police
97408 SGLE $20,927.76 |Chubb Edwards UTC Fire & Security Canada Inc. |Police
96685 SGLE $28,875.00 |FTR Ltd. Police
97410 SGLE $40,000.00 [Stripe Art Inc. Police
96686 SGLE $46,145.00 |Grayshift LLC Police
94070 EXTN $105,621.65 |Sunshine Building Maintenance Inc. Police
97186 EMER $191,628.00 |Siemens Canada Ltd. Police
‘Public Works

93927 EXTN $7,500.00 [Continental Battery Canada Corp. Energy, Fleet and Facilities Management
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Department/Division

95916 EXTN $7,500.00 |Airon HVAC Service Ltd. Energy, Fleet and Facilities Management
94118 SGLE $9,999.00 |Meltwater News Canada Inc. Engineering Services

92657 SGLE $11,581.00 |Jemma Consultants Ltd. Hamilton Water

95914 EXTN $15,000.00 [Airon HVAC Service Ltd. Energy, Fleet and Facilities Management
97411 SGLE $16,816.31 [Chubb Security Systems Energy, Fleet and Facilities Management
90102 SGLE $18,440.00 [GM BluePlan Engineering Ltd. Hamilton Water

97174 EMER $18,928.00 [Sikkens Construction Ltd. Transportation Operations and Maintenance
93955 SGLE $19,983.00 |Golder Associates Ltd. Engineering Services

88666 SGLE $20,000.00 |New World Park Solutions Inc. Environmental Services

97409 SGLE $20,000.00 [Hamilton Scenic Specialty Inc. Energy, Fleet and Facilities Management
96844 EMER $20,157.10 |Xpera Risk Mitigation & Investigation Energy, Fleet and Facilities Management
96877 EMER $20,550.00 |Wilcox Door Service Inc. Energy, Fleet and Facilities Management
86201 SGLE $24,580.00 |R.V. Anderson Associates Ltd. Hamilton Water

95900 SGLE $25,000.00 [Terrain Excavation Inc. Engineering Services

96856 SGLE $25,000.00 |Tacel Ltd. Transportation Operations and Maintenance
97029 SGLE $26,894.75 |Enviroair Industries Inc. Energy, Fleet and Facilities Management
96980 EMER $27,892.48 |Servicemaster of Hamilton D.R. Energy, Fleet and Facilities Management
96982 SGLE $30,000.00 |Toromont Industries Ltd. Energy, Fleet and Facilities Management
97317 SGLE $30,000.00 |[Binns Lock & Key Centre Energy, Fleet and Facilities Management
97153 SGLE $39,984.00 |Archmill House Inc. Transit

92227 SGLE $44,500.00 |Grguric Architects Inc. Energy, Fleet and Facilities Management
96728 SGLE $44,850.00 [Jupiter Energy Advisors Inc. Energy, Fleet and Facilities Management
97400 SGLE $46,679.02 |PlayPower LT Canada Inc. Environmental Services

97310 SGLE $50,000.00 [Current Lighting Solutions Canada Inc. Transportation Operations and Maintenance
97263 SGLE $60,810.00 [Dillon Consulting Ltd. Engineering Services

95915 EXTN $65,000.00 [Airon HVAC Service Ltd. Energy, Fleet and Facilities Management
97002 SGLE $99,908.00 |Luminator Mass Transit LLC Transit
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96925 SGLE $120,000.00 [Hamilton Waterfront Trust Energy, Fleet and Facilities Management
97274 EMER $131,520.00 |Moffatt Equipment Hamilton Water
96750 EXTN $450,000.00 |[Envirosystems Inc. Environmental Services
95921 EMER $520,000.00 |Waste Management of Canada Corp. Environmental Services
96918 EXTN $1,291,934.44 |Super Shine Janitorial Services Ltd. Energy, Fleet and Facilities Management
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i INFORMATION REPORT

Hamilton
TO: Chair and Members
Audit, Finance and Administration Committee
COMMITTEE DATE: October 07, 2021

SUBJECT/REPORT NO: | 2021 Second Quarter Non-Compliance with the Procurement
Policy Report (FCS21010(a)) (City Wide)

WARD(S) AFFECTED: City Wide
PREPARED BY: Patricia Vasquez (905) 546-2424 Ext. 5972

SUBMITTED BY: Rick Male
Director, Financial Services & Corporate Controller
Corporate Services

SIGNATURE:

COUNCIL DIRECTION

Procurement Policy, Section 4.19, Iltem (3) requires a quarterly report be prepared and
presented to Council to report the use of all Procurement Policy Non-Compliance
Forms.

INFORMATION

This Report is issued quarterly in accordance with the Procurement Policy. This report
details the use of all Procurement Policy Non-Compliance Forms for the second quarter
of 2021.

Procurements that are non-compliant with the Procurement Policy can be identified at
any time during the procurement process. Procurements are deemed to be
non-compliant with the Procurement Policy when the applicable Policy (Policies) and
published procedure(s) are not followed. Under Policy 19, the General Manager is
responsible for reviewing each incident and determines the appropriate level of
disciplinary action to be taken.

During the second quarter of 2021, there were seven (7) instances relating to the use of
Policy 19, totalling $863,300.31. The instances are summarized in Appendix “A” to
Report FCS21010(a).

OUR Vision: To be the best place to raise a child and age successfully.
OUR Mission: To provide high quality cost conscious public services that contribute to a healthy,
safe and prosperous community, in a sustainable manner.
OUR Culture: Collective Ownership, Steadfast Integrity, Courageous Change, Sensational Service,
Engaged Empowered Employees.
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APPENDICES AND SCHEDULES ATTACHED

Appendix “A” to Report FCS21010(a) — 2021 Second Quarter Non-compliance with the
Procurement Policy Report

PV/dw

OUR Vision: To be the best place to raise a child and age successfully.
OUR Mission: To provide high quality cost conscious public services that contribute to a healthy, safe and prosperous
community, in a sustainable manner.
OUR Culture: Collective Ownership, Steadfast Integrity, Courageous Change, Sensational Service, Engaged
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2021 Second Quarter Non-Compliance with the Procurement Policy Report

Amount Division

Corporate Services

No PO $360,000.00 HCE Telecom Inc. Information Technology

No PO $307,038.49 Long View Systems Inc. Information Technology

No PO $10,500.00 Spicers Canada Limited Paper Co. City Clerks
Healthy and Safe Communities

96935 $97,230.00 Burliniton Pavini Comiani Ltd. Recreation

No PO $1,848.49 Spicers Canada Limited Paper Co. Hamilton Public Librar
Planning and Economic Development

94514 $70,683.33 AECOM Canada Ltd. Transportation Planning and Parking

97629 $16,000.00 Sustainability Solutions Group Workers Planning Division
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Hamilton

Minutes
Hamilton Mundialization Advisory Committee
Wednesday, June 16, 2021
6:00pm - 8:00 p.m.

Due to the COVID-19 and the Closure of City Hall All
electronic meetings can be viewed the City’s YouTube
Channel: https://www.youtube.com/user/InsideCityofHamilton

YouTube Live Stream

Present: Anthony Macaluso, Pat Semkow, Bob Semkow,
Rein Ende, Jan Lukas, Rosemary Baptista

Absent: Freja Gray, Councillor VanDerbeek

Also Present: Cole Gately, Staff Liaison, Diversity & Inclusion

Taline Morris, Admin Assistant Diversity & Inclusion

1. Ceremonial Activities
A. Macaluso provided the Land Acknowledgment.
2. Approval of the Agenda

i. Photography contest added as item 10.3.

(B. Semkow/J]. Lukas)
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That the agenda of June 16, 2021 be approved
amendments.

CARRIED

3. Approval of Minutes

i. Minutes of May 19, 2021

(R. Baptista/R. Ende)

That the minutes of May 19, 2021 be approved, as
presented.

CARRIED

4. Discussion Items

i. Business arising from previous minutes (Item
10.1)

Website: Staff provided an update that the
mundialization website is not permitted as per
Clerk’s office. Staff also advised that Councillor
Vanderbeek inquired with the Clerk’s office about
options for permitting the website as the website
already up and running.

ii. Committee Meetings during the summer
months (Item 10.2)
Committee members agree to continue with past
committee tradition of not meeting over the
summer. Next committee meeting will be
September 2021.
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iili. Photography Contest (Item 10.3)
Committee members discussed running the
photography contest and requested staff support
in collating information on process. Committee
members to brainstorm themes over the summer.

6. Adjournment

(B. Semkow/P. Semkow)

That the Mundialization Committee meeting be adjourned at
6:27 p.m.

CARRIED

Next Meeting: September, 2021
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CITY OF HAMILTON
= CORPORATE SERVICES DEPARTMENT
(i Financial Planning, Administration and Policy Division

Hamilton and
CORPORATE SERVICES DEPARTMENT

Legal and Risk Management Services Division

TO: Chair and Members
Audit, Finance and Administration Committee
COMMITTEE DATE: October 7, 2021

SUBJECT/REPORT NO: | Revised Water Leak Adjustment Policy (FCS21087 /
LS21037) (City Wide)

WARD(S) AFFECTED: | City Wide

PREPARED BY: John Savoia (905) 546-2424 Ext. 7298
Bryan Boodhoo (905) 546-2424 Ext. 7164
SUBMITTED BY: Brian McMullen

Director, Financial Planning, Administration and Policy
Corporate Services Department

SIGNATURE:
SUBMITTED BY: Stephen Spracklin

City Solicitor

Legal and Risk Management Services
SIGNATURE:

Discussion of Appendix "B" to Report FCS21087/LS21037 in Closed Session is
subject to the following requirement(s) of the City of Hamilton’s Procedural By-law
and the Ontario Municipal Act, 2001:

e Advice that is subject to solicitor-client privilege, including communications necessary
for that purpose.

RECOMMENDATIONS

(@)  That the revised Water Leak Adjustment Policy, effective January 1, 2022, attached
as Appendix “A” to Report FCS21087 / LS21037, be approved;

OUR Vision: To be the best place to raise a child and age successfully.
OUR Mission: To provide high quality cost conscious public services that contribute to a healthy,
safe and prosperous community, in a sustainable manner.
OUR Culture: Collective Ownership, Steadfast Integrity, Courageous Change, Sensational Service,
Engaged Empowered Employees.
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(b)  That the Mayor and City Clerk be authorized and directed to execute all necessary
documents to engage ServLine by HomeServe to implement the revised Water Leak
Adjustment Policy attached as Appendix “A” to Report FCS21087 / LS21037, in a
form satisfactory to the City Solicitor and with content satisfactory to the General
Manager, Finance and Corporate Services;

(c) That the daily water fixed charges for all residential properties in the City of Hamilton
with individual water meters be increased by $0.01 effective January 1, 2022;

(d) That the contents of Appendix “B” to Report FCS21087 / LS21037 remain
confidential under solicitor-client privilege;

(e)  That staff be directed to undertake an amendment to the Water and Wastewater
Infrastructure Support Community Improvement Plan so the revised Water Leak
Adjustment Policy attached as Appendix “A” to Report FCS21087 / LS21037 can be
incorporated into the Community Improvement Plan to extend water leak adjustments
to residential rental properties and report back at a future Planning Committee
meeting.

EXECUTIVE SUMMARY

The City’s Water Leak Adjustment Policy (Policy) provides limited financial relief to eligible
customers to address abnormally high water and wastewater / storm bills associated with
plumbing failures. The Policy has allowed staff to address those instances when an eligible
metered water customer receives an abnormally high bill as a result of a plumbing failure.
The Policy provides widespread assistance that helps address housing affordability
challenges particularly for low / fixed income customers. In some cases, tenants may pay
higher bills due to leaking fixtures that the property owner (landlord) is responsible to repair.

Since 2002, the City has provided over $1.84 M for water leak bill adjustments related to
approximately 3,600 approved water leak bill adjustment requests. Over that timeframe,
administration of the Policy has been primarily provided by the City’s water billing agent,
Alectra Utilities (Alectra) with oversight provided by the City’s Financial Planning,
Administration and Policy Division. Faced with sustainability concerns, a review of the
Policy was undertaken and resulted in significant amendments being implemented in 2011
(refer to Report FCS11071). The Policy has not been extensively reviewed since 2011.

In response to ongoing customer complaints with the current Policy, staff conducted an
online literature review that identified a unique leak adjustment product being offered by a
service provider named ServLine by HomeServe (ServLine) to participating water utilities.
ServLine provides a turn-key service of administering water leak adjustments. ServLine is a
subsidiary of HomeServe USA which is also the parent company of Service Line Warranties
of Canada (SLWC).
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Dating back to 2014, the City’s partnership with SLWC to provide Hamilton residents an
optional water and sewer line warranty program has been successful and as such,
staff-initiated discussions with SLWC and ServLine regarding an insurance backed water
leak protection program. ServLine has partnered with Assurant Canada and Technology
Insurance Company as program underwriters, one of which would have an insurance policy
with the City. Both underwriters are “A” Rated, highly-regulated, insurance companies.
ServLine administers all aspects of the program on behalf of both parties.

The current Policy is recommended to be revised whereby the City will engage ServLine to
administer an enhanced water leak protection program for the City’s residential water
customers. Residential is defined as single line, single meter (up to 50mm in size)
residential occupancy and has its own Alectra water account number. The coverage will
provide leak protection up to $2,500 with no deductible once every two years. Adjusting
bills for homeowners’ eligible leaks would only occur through the ServLine protection
program. The ServLine leak protection coverage will follow the guidelines of the Policy
(refer to Appendix “A” to Report FCS21087 / LS21037 for details of the revised Water Leak
Adjustment Policy).

The revised Policy will address the limitations of the current Policy that have been the
greatest source of customer complaints.

Current WLA Policy Revised WLA Policy
Benefit Frequency 1 lifetime per account 1 claim every 24 months
occurrence
Benefit Overview City covers 50% of the ServLine will cover 100% of the
excess charges excess charges up to $2,500
Customer Eligibility Homeowners only with All homeowners including rental
owner occupancy residential properties

Once implemented, all leaks that fall within the guidelines of the City’s Policy would be paid
through insurance funds and no longer by the customer and the City.

There are three models under which the ServLine leak protection program has been offered
to the City.

Option 1: Opt-In Model

e Residential customers may contact ServLine to opt-in to enroll for leak adjustment
coverage.

e Monthly fee of $0.52 plus H.S.T. ($7.05 annually inclusive of H.S.T.).

e Estimated enroliment participation: 35% of approximately 145,0000 residential
customers.
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Option 2: Opt-Out Model

¢ Residential customers are automatically enrolled for leak adjustment coverage with no
waiting period. Customers may contact ServLine to decline leak protection.

e Monthly fee of $0.30 plus H.S.T. ($4.07 annually inclusive of H.S.T.).

e Estimated enrollment participation: 96-98% of approximately 145,0000 residential
customers.

Option 3: Universal Coverage Model

e All Residential customers are automatically enrolled for leak adjustment coverage and
there is no waiting period.

e Monthly program charge would be added to the base water rate (i.e. water fixed daily
charges would increase by one cent).

e Monthly fee of $0.27 plus H.S.T. ($3.66 annually inclusive of H.S.T.).

e Enrollment participation: 100% of approximately 145,0000 residential customers plus
new residential accounts as they occur.

Staff has reviewed the model options, either with all residential customers participating
(Options 2 and 3) or eliminate all customers from the current Policy and have eligible
customers enroll individually in the enhanced ServLine leak protection program (Option 1).
Several factors have contributed to the recommendation of a Universal Coverage model
(Option 3) to implement the ServLine leak protection service:

e |f adopted, Hamilton would be the first municipality in Canada to introduce such a
program.

e Alectra will not support billing under Options 1 or 2. Alectra has stated that it cannot
administer an insurance program in the manners of Options 1 or 2.

e Alectra e-bills 25% of Hamilton’s approximately 145,000 residential water customers and
one-third of water customers are on a pre-authorized payment plan with Alectra which
greatly diminishes the effectiveness of bill inserts to convey information to customers.

e The consequences of customers not enrolling in the ServLine program because a
significant portion of the customer base may miss the notice information could be severe
for those customers creating financial hardship.

e Auto enroliment of all eligible customers under a universal coverage approach prevents
customers from “falling through the cracks” and facing an unexpected and expensive
charge resulting from an eligible leak. Auto enrollment is effectively consumer
protection.

e Universal coverage model eliminates potential public relations concerns associated with
the opt-in model. For example, with opt-in, some customers may claim they would have
signed up but didn't know about the leak protection coverage or were not properly
notified.
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e The universal coverage model (Option 3) monthly cost is 93% less costly than the opt-in
model (Option 1) with the same leak protection coverage.

e All but six of the 176 participating water utilities ServLine works with have chosen to
implement an opt-out model (Option 2) with the remainder opting for universal coverage.
All the participating utilities are in the United States.

Refer to the Analysis and Rationale for Recommendations section of Report FCS21087 /
LS21037 for further details supporting the recommendation of a Universal Coverage model
to implement the ServLine leak protection service.

For the City to implement this enhanced leak protection coverage, it is recommended that
the daily water fixed charges for all residential properties with individual water, be increased
by $0.01 effective January 1, 2022.

An objective for the City remains to inform Hamilton homeowners about preventing water
waste to conserve water, while saving money. Customer communications regarding the
ServLine leak protection program will include leak prevention and detection information,
when possible. This will provide the City the opportunity for educational outreach regarding
tips to prevent water leaks and how to find them when invariably they do occur, at no cost to
the City as ServLine pays 100% for all leak protection program communications. It should
be noted, that all ServLine communication materials must be approved by the City.

Customers with ServLine coverage will have the option to access SLWC's local contractor
network to find water leakage and / or repair water leak(s) at the customer’s home.
Customers will contact ServLine and, where interested, the customer service agent will
provide a “warm transfer” to SLWC’s customer repair agents who would recommend one of
their local network contractors. ServLine has advised that discounted rates may be
available once the ServLine leak protection program is established in Hamilton and there is
a better understanding of requested leak detection / repair volumes. However, there is no
obligation to use ServLine’s contractors.

Adopting the revised Policy is expected to provide a solution that benefits residential
customers when confronted with an unexpectedly high water bill resulting from a plumbing
leak and for the water utility that currently absorbs a portion of the water loss expense.

The Policy currently provides qualifying leak adjustments to owner-occupied residential
accounts specifically and not to residential rental properties.

In August 2020, Council approved a by-law to designate a Community Improvement Plan
(CIP) for the Water and Wastewater Infrastructure Support Community Improvement Plan.
This incorporated two existing assistance programs: the Residential Protective Plumbing
Subsidy Program and the Lead Water Service Replacement Loan Program. The CIP also
enabled extension of the programs to rental dwellings by ensuring that such extension does
not constitute bonusing under the Municipal Act, 2001.
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The Water and Wastewater Infrastructure Support Community Improvement Plan also
provided a policy structure for the potential addition of other related water and

wastewater programs in the future, though such additions would require an amendment

to the CIP. Recommendation (e) of Report FCS21087 / LS21037 provides direction to staff
to bring forward a report before the Planning Committee to amend the Water and
Wastewater Infrastructure Support Community Improvement Plan to allow the revised Policy
to be extended to residential rental properties.

Alternatives for Consideration — N/A
FINANCIAL — STAFFING — LEGAL IMPLICATIONS

Financial: This program is intended to be cost-neutral for the City and as such, the
premium fees charged to the City will be recovered from the fixed charges
applied to residential water accounts.

ServLine has noted standard insurance industry practice is for premium rates to
be reviewed by the underwriter and adjusted regularly with the City based on
projected versus actual losses. Rates may be correspondingly adjusted up or
down. ServLine’s experience with current participating utilities is that the rates
from underwriters generally have been reduced once actual claim experience is
realized.

An expenditure account will be set up to pay ServLine on a monthly basis based
on the number of active eligible residential accounts. ServLine will be
responsible for all costs related to program implementation, as well as,
customer education and communication.

Eligible customers will only be responsible for their average bill with excess
water charges resulting from eligible plumbing leaks covered up to $2,500.
Fewer tax roll transfers of unpaid water arrears is expected as most customers
would no longer be responsible for some or all of excess water charges
associated with eligible water leaks.

The Rate supported budget will recapture up to $50 K annually in revenues
associated with recent Policy credit adjustments.

Hamilton would be the first Canadian utility to engage with ServLine and, as
such, ServLine has committed to having further discussions around a referral
commission for Hamilton’s assistance in providing references / testimonials to
prospective partners.

Staffing:  No impact to City staff. The proposed Policy will reduce the resources
dedicated by Alectra for the administrative support of the Policy in its current
form.
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Legal: Please see Appendix “B” to Report FCS21087 / LS21037 — Confidential Legal
Memo for detailed legal implications.

As Report FCS21087 / LS21037 recommends imposing increased fixed charges
to residential accounts, public notice has been given under the City’s Public
Notice Policy By-law 07-351.

HISTORICAL BACKGROUND

The City’s Water Leak Adjustment Policy (Policy) provides limited financial relief to eligible
customers to address abnormally high water and wastewater/storm bills associated with
plumbing failures. The Policy has allowed staff to address those instances when an eligible
metered water customer receives an abnormally high bill as a result of a plumbing failure.

In the late 1990’s, a significant proportion of water and / or wastewater customers
(estimated to be about 35%) were still flat-rate or non-metered customers who did not bear
any incremental cost associated with lost water due to plumbing leaks. The Policy (prior to
2007, it was referred to as Plumbing Relief) was established in 1997 by the Regional
Municipality of Hamilton—Wentworth to address the financial inequity that existed between
metered and non-metered accounts with respect to the financial impact of plumbing failures.

In 2001, the City embarked on a Universal Water Metering (UWM) program that required all
domestic water services to have water meters installed by the City. By 2005, with the UWM
fully completed, the rationale for the Policy no longer remained. Given that it is the property
owner’s responsibility to keep their plumbing system in good working order, the Policy may
have been phased out at that time. However, it was recognized that a high water /
wastewater / storm bill resulting from an unintentional water leak can present financial
hardship to a customer and, as such, the Policy has remained in effect.

The success of the UWM program translated into increased awareness of plumbing failures
by customers and resulted in ongoing demand for leak forgiveness. Since 2002, the City
has provided over $1.84 M for water leak bill adjustments related to approximately 3,600
approved water leak bill adjustment requests. Over that timeframe, administration of the
Policy has been primarily provided by Alectra with oversight provided by the City’s Financial
Planning, Administration and Policy Division. Faced with sustainability concerns, a review
of the Policy was undertaken and resulted in significant amendments being implemented in
2011 (refer to Report FCS11071). The Policy has not been extensively reviewed since
2011.
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Whenever a customer uses water, they are responsible for it even in the event of a leak.
Customer water leaks can negatively impact customers’ perception of their water utility.
When a customer receives an abnormally high-water bill resulting from a leaking pipe or
fixture, in accordance with the Policy, an adjustment credit may be approved that would only
reduce the bill, not eliminate all of the excess. However, the portion the customer must
cover can still be beyond their means, leaving them with a long payment plan and a feeling
of dissatisfaction with the water utility.

Property owners of income-producing residential properties (landlords) have been excluded
from being eligible under the Policy. This exclusion has been the basis of numerous
complaints from landlords and has resulted in several delegations before the Audit, Finance
and Administration Committee.

Additionally, under the Policy, eligible customers can only apply for a one-time leak
adjustment assistance. Aging infrastructure inevitably causes more water leaks each year
so the Policy limitation providing a one-time adjustment per property results in customers
having to absorb the full cost of subsequent leaks.

Staff conducted an online literature review that identified a unique leak adjustment program
delivered by ServLine to participating water utilities. ServLine provides a turn-key service of
administering water leak adjustments. Currently, 176 water utilities are participating in the
ServLine leak adjustment program. ServLine is a subsidiary of HomeServe USA (a leading
provider of home repair solutions serving more than 4.2 million customers across Canada
and the US) which is also the parent company of Service Line Warranties of Canada
(SLWC). Dating back to 2014, the City’s partnership with SLWC to provide Hamilton
residents an optional water and sewer line warranty program has been successful and, as
such, staff initiated discussions with SLWC and ServLine regarding an insurance backed
water leak protection program.

POLICY IMPLICATIONS AND LEGISLATED REQUIREMENTS

Insurance procured for the City is exempt from the requirements of the Procurement Policy
save and except for Policy # 2 - Approval Authority. Council must approve budgetary
funding for any procurement of a value of $250 K or greater.

RELEVANT CONSULTATION

Corporate Services Department - Legal and Risk Management Services Divisions have
been consulted in the preparation of Report FCS21087/LS21037.

Public Works Department — Hamilton Water Division has been advised in the preparation of
Report FCS21087 / LS21037.

Alectra staff has been consulted in the preparation of Report FCS21087 / LS21037.
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ANALYSIS AND RATIONALE FOR RECOMMENDATIONS

After reviewing the Policy’s limitations and the continued hardships that remain for
customers, it is recommended to change the Policy from a cost-sharing model to an
insurance-based, cost recovery model administered by ServLine. The City of Hamilton
would be the name insured on the insurance policy from Assurant Canada or Technology
Insurance Company and Hamilton’s residential water customers would be the beneficiaries
of the policy. Both underwriters are “A” Rated, highly-regulated, insurance companies.
ServLine will administer all aspects of the program on behalf of both parties. ServLine with
its full-service customer leak solution will make payment for high water bills related to
customer repaired plumbing leaks in accordance with the revised Policy.

The current Policy is recommended to be revised whereby the City partner will engage
ServLine to provide the City’s residential water customers with enhanced water leak
protection coverage. Residential is defined as single line, single meter (up to 50mm in size)
residential occupancy and has its own Alectra water account number. The coverage will
provide leak protection up to $2,500 with no deductible once every two years. Adjusting
bills for homeowners’ eligible leaks would only occur through the ServLine protection
program. The ServLine leak protection coverage will follow the guidelines of the Policy
(refer to Appendix “A” to Report FCS21087 / LS21037 for details of the revised Water Leak
Adjustment Policy).

The revised Policy will address the limitations of the current Policy that are the greatest
source of customer complaints.

Current WLA Policy Revised WLA Policy
Benefit Frequency 1 lifetime per account 1 claim every 24 months
occurrence
Benefit Overview City covers 50% of the ServLine will cover 100% of the
excess charges excess charges up to $2,500
Customer Eligibility Homeowners only with All homeowners including rental
owner occupancy residential properties

Once implemented, all leaks that fall within the guidelines of the City’s Policy would be paid
through insurance funds and no longer by the customer and the City. For the City to
implement this enhanced leak protection coverage, a monthly user fee shall be established
by the City for residential customers.

The Policy provides widespread assistance that helps address housing affordability
challenges particularly for low / fixed income customers. In some cases, tenants may pay
higher bills due to leaking fixtures that the property owner (landlord) can not repair in a
timely fashion. Alternatively, where the landlord may be paying the utilities and then
passing the utility cost on to the renter, providing leak adjustments to landlords assists
renters who may have affordability challenges.
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There are three models under which the ServLine leak protection program has offered as
outlined below.

Option 1: Opt-In Model

e Residential customers may contact ServLine to opt-in to enroll for leak adjustment
coverage.

e Subject to a 30-day waiting period before submitting a claim.

e Customers who enroll will see the monthly program charge added to their water bill.

e Customers not enrolled bear full responsibility for all excess water charges caused by a
water leak.

e Decline participation is not documented.

e Monthly fee of $0.52 plus H.S.T. ($7.05 annually inclusive of H.S.T.)

e Estimated enrollment participation: 35% of approximately 145,0000 residential
customers.

Option 2: Opt-Out Model

e Residential customers are automatically enrolled for leak adjustment coverage with no
waiting period.

e Customers will see the monthly program charge added to their water bill

e Customers may contact ServLine to decline leak protection.

e Upon request, customers who choose to opt out within three months after the program
starts will receive a full refund of paid monthly fees.

e Customers declining to participate in the program would be documented and the monthly
service fee would be removed from the customer’s bill.

e Customers declining protection would be responsible for the entire cost of a leak.

e If the customer has declined and decides they want to get back in the program, there will
be a 30-day waiting period and they are responsible for any leak that may occur during
that 30 days.

e Monthly fee of $0.30 plus H.S.T. ($4.07 annually inclusive of H.S.T.).

e Estimated enrollment participation: 96-98% of approximately 145,0000 residential
customers.

Option 3: Universal Coverage Model

¢ All Residential customers are automatically enrolled for leak adjustment coverage and
there is no waiting period.

e Monthly program charge could be added to the base water rate (i.e. water fixed daily
charges would increase by one cent, $3.65 annually).

e If incorporated into the fixed water charges, this would essentially represent a rate
increase of 0.46% and customers would not see the program charge as a line item on
their bill.
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e There would be a 10% discount off the opt-out fee from ServLine.

e Monthly fee of $0.27 plus H.S.T. ($3.66 annually inclusive of H.S.T.).

e Enrollment participation: 100% of approximately 145,0000 residential customers plus
new residential accounts as they occur.

ServLine works with 176 participating water utilities across 18 American states to help cover
high water bill costs that result from leaking water pipes on a homeowner’s property. Apart
from six utilities, the utilities have elected to place a charge on the customer's bill for their
leak protection coverage as an opt-out model (Option 2 above). Six utilities have
incorporated leak protection into their base rate as a universal benefit adopting the universal
coverage model (Option 3 above).

Staff has reviewed the model options, either with all residential customers participating
(Options 2 and 3 above) or eliminate all customers from the current Policy and have eligible
customers enroll individually in the enhanced ServLine leak protection program (Option 1
above). Except for residential rental property owners, all residential customers have been a
part of the current Policy, so that the consequences of customers not enrolled in the
ServLine program (because of lack of attention on the customer’s part or some other issue)
could be severe for those customers.

In discussions with Alectra, it has stated that it is unable to administer the program under
Options 1 or 2.

The primary communication channel to advise customers of the changed Policy would be
inserts that accompany residential customers’ water bills. Bill inserts have traditionally been
an efficient manner to reach the majority of a utility’s customer base. The reality is that
fewer and fewer consumers are receiving paper bills. Many consumers are opting for online
billing from their utility. This is resulting in fewer people receiving a paper bill than in years
past and consequently, the effectiveness of bill inserts for utility companies to share
important information with customers is diminishing. Currently, Alectra e-bills 25% of
Hamilton’s approximately 145,000 residential water customers.

Additionally, approximately one-third of water customers are on a pre-authorized payment
plan with Alectra. For those customers, the water bill is no longer an invoice that requires
payment action as it has become essentially a statement of account resulting in some
customers not paying close attention to the information that is on their paper bill or is
enclosed as a bill insert. More than likely, a portion of the customer base would miss the
notice information. Hence, a universal coverage approach would prevent those customers
from “falling through the cracks” and facing an unexpected and expensive charge resulting
from an eligible leak.
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A universal coverage model would eliminate potential public relations concerns that would
be associated with the opt-in model. For example, with opt-in, some customers may say
they lost their paperwork, or they would have signed up but didn't know about the leak
protection coverage or weren't properly notified. They may claim that they mailed in a
sign-up form and it must have been lost by the utility. With this scenario, there is no decline
participation documentation.

Ultimately the objective of the recommendation to adopt the Universal Coverage model is to
improve the existing leak protection program and largely eliminate the full financial burden
from leaks for eligible customers.

Rationale for Insurance-backed Leak Adjustment Policy

An enhanced leak protection program will provide greater benefits to all customers. Of
course, some customers may pose the question of the cost of the enhanced Policy into
customers’ fixed charges when currently there is no unique user fee applicable to the
current Policy. Firstly, the current Policy adjustment write offs that provide credits to
customers' bills from eligible water leaks are an expense to the utility borne by all
customers. The Rate supported budget is expected to recapture up to $50 K annually in
revenues associated with current Policy credit adjustments.

Additionally, when a customer had a leak that would have qualified for a bill adjustment
under the current Policy, the customer still must pay 50% of the excess portion of the high
water bill. Under the recommended universal coverage model eligible residential customers
would no longer have to pay anything at all for an excess water bill from a qualifying
repaired leak up to $2,500 every two years.

All residential accounts established on or after June 1, 2018, must be opened and billed in
the name of the registered owner(s) of the property and not the name of any tenant(s). This
billing policy change was adopted, in part, so that with the water bill in the owner’s name,
potential water leakage would be more readily identified and repaired given that plumbing
issues are the responsibility of the landlord. As previously mentioned, property owners of
income-producing residential properties (landlords) are excluded from being eligible under
the current Policy.

This landlord exclusion has been the basis of numerous complaints from landlords and has
resulted in several delegations before the Audit, Finance and Administration Committee.
However, under the revised Policy, bill adjustments would be paid through insurance funds
and no longer by the customer and the City.
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Financial Hardship of Water Leaks

As reported on April 8, 2021, in the latest Consumer Debt Index survey from MNP LTD,
Canada’s largest insolvency firm, just over half (53%) of Canadians surveyed said they are
at most $200 per month away from being unable to pay all their monthly bills and debt
obligations. Approximately, 30% of Canadians reported they are already insolvent, with no
money left at the end of the month to cover their payments, according to the survey.

In recent years, the average adjustment under the current Policy has been approximately
$400 reflecting the City’s 50% share of the excess water costs. The customer’s 50% share
of $400 (or where they are not eligible under the Policy the customer bears the full cost of
$800), creates a significant financial burden that many customers cannot address with an
optional payment arrangement resulting in unpaid water arrears being transferred to the tax
roll. Note with each tax roll transfer an administration charge is applicable (2021 rate is
$40.70 including HST) and the transferred arrears will be subject to interest being applied at
a rate of 15% per annum.

Case Study One

Staff reviewed leak forgiveness inquiries received in recent years with many illustrating the
shortcomings of the current Policy including an inquiry that was received via the resident’s
Ward Councillor office.

An elderly property owner (80 years old) who has lived in the same home for nearly the past
four decades experienced a very high water bill in July 2020 amounting to $1,700 (water
and wastewater / storm combined). A leaking toilet was readily identified as the source of
the leakage and repaired. However, a submitted leak adjustment request was denied as
per the Policy as a leak adjustment was approved and credited to the owner’s water
account in May 2013 ($600 leak amount evenly shared between the customer and the City).
Alectra further noted that a leak adjustment request submitted in spring 2016 ($400 water
bill) for the same account was similarly denied due to the one lifetime adjustment per
account limitation of the current Policy.

With the revised Policy, a qualifying leak would be adjusted back to the customer’s average
bill over the previous 12 months. The cost for this service under the universal coverage
model is $3.65 annually, for up to $2,500 in protection every two years. In the case study,
the customer has paid $1,300 out of the total $1,600 incurred with three leak occurrences
experienced over a seven year period. Under the proposed leak protection program, the
customer would be relieved of costs exceeding their average bills resulting in savings of
$1,600. At an annual cost of $3.65 (includes HST), it would take over 27 years to pay $100
in leak protection premiums (incorporated into the customer’s fixed charges).
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Customer Service

An objective for the City remains to inform Hamilton homeowners about preventing water
waste to conserve water while saving money. Customer communications regarding the
ServLine leak protection program will include leak prevention and detection information,
when possible. This will provide the City the opportunity for educational outreach regarding
tips to prevent water leaks and how to find them when invariably they do occur at no cost to
the City as ServLine pays 100% for all leak protection program communications. It should
be noted, that all ServLine communication materials must be approved by the City.
Customers are educated on their responsibility and given peace of mind that a cost-effective
solution to manage the risk is in place.

Case Study Two

An inquiry from a resident’'s Ward Councillor received by staff in January 2021 demonstrates
that many residents have trouble in identifying the sources of water leakage and / or in
having the related plumbing issues repaired.

An elderly property owner (96 years old) unknowingly had a leaking toilet that initially
resulted in the owner’s typical monthly water bills of $30 to double. The owner diligently
monitoring the property’s water bills hired a plumber to identify and address the property’s
leak(s). However, despite two expensive repair calls the leaking toilet progressively
worsened over a seven month period and culminated in a large water bill in January 2021
amounting to nearly $500. A submitted leak adjustment request was denied as per the
Policy as a leak adjustment was approved and credited to the owner’s water account in
October 2016 ($290 leak amount evenly shared between customer and City).
Subsequently, customer contact with the Ward Councillor’s office sought clarification
regarding the Policy’s one lifetime adjustment per account limitation, as well as, notably a
request for a plumber recommendation.

SLWC Contractor Network Access

Alectra staff is in regular contact with customers regarding high water bills providing leak
detection tips that assist many customers to identify and resolve water leaks. However,
situations like Case Study Two unfortunately occur far too often.

Customers with ServLine coverage will have the option to access SLWC’s local contractor
network to find water leakage and / or repair water leak(s) at the customer’s home.
Customers would contact ServLine via a dedicated 1-800 toll free number and, where
interested, the customer service agent will provide a “warm transfer” to SLWC’s customer
repair agents who would recommend one of their local network contractors. ServLine has
advised that discounted rates may be available once the ServLine leak protection program
is established in Hamilton and there is a better understanding of requested leak detection /
repair volumes.

OUR Vision: To be the best place to raise a child and age successfully.
OUR Mission: To provide high quality cost conscious public services that contribute to a healthy,
safe and prosperous community, in a sustainable manner.
OUR Culture: Collective Ownership, Steadfast Integrity, Courageous Change, Sensational Service,
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Calling an unknown contractor from the internet to address a problem in the home can be
risky. SLWC network contractors are fully vetted, licensed and insured with work performed
carrying a one year warranty. There can be many financial risks of using unlicensed
contractors including poor quality work and non-permitted work.

Homes rely on water, as long as its safely contained in a pipe, sink, tub, or appropriate
appliance, like a dishwasher. Plumbing leaks, unfortunately, are common even in newer
houses and it is likely that every house will suffer from at least one. What is more, not all
leaks are obvious. In fact, they can be awfully insidious, making it crucial to catch and
repair a leak as soon as possible. Enhancing the City’s Policy with ServLine insuring and
administering leak adjustments, would provide customers a freedom of worry from an
unexpected financial burden when hit by a water leak.

Water and Wastewater Infrastructure Support Community Improvement Plan

The Policy currently provides qualifying leak adjustments to owner-occupied residential
accounts specifically and not to residential rental properties.

In August 2020, Council approved a by-law to designate a CIP for the Water and
Wastewater Infrastructure Support Community Improvement Plan. This incorporated two
existing assistance programs: the Residential Protective Plumbing Subsidy Program and
the Lead Water Service Replacement Loan Program. The CIP also enabled extension of
the programs to rental dwellings by ensuring that such extension does not constitute
bonusing under the Municipal Act, 2001.

The Water and Wastewater Infrastructure Support Community Improvement Plan also
provided a policy structure for the potential addition of other related water and

wastewater programs in the future, though such additions would require an amendment

to the CIP. Recommendation (e) of Report FCS21087 / LS21037 provides direction to staff
to bring forward a report before the Planning Committee to amend the Water and
Wastewater Infrastructure Support Community Improvement Plan to allow the revised Policy
to be extended to residential rental properties.

ALTERNATIVES FOR CONSIDERATION

N/A

ALIGNMENT TO THE 2016 - 2025 STRATEGIC PLAN
Healthy and Safe Communities

Hamilton is a safe and supportive City where people are active, healthy, and have a high
quality of life.

OUR Vision: To be the best place to raise a child and age successfully.
OUR Mission: To provide high quality cost conscious public services that contribute to a healthy,
safe and prosperous community, in a sustainable manner.
OUR Culture: Collective Ownership, Steadfast Integrity, Courageous Change, Sensational Service,
Engaged Empowered Employees.
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Clean and Green
Hamilton is environmentally sustainable with a healthy balance of natural and urban spaces.

People and Performance
Hamiltonians have a high level of trust and confidence in their City government.

APPENDICES AND SCHEDULES ATTACHED

Appendix “A” to Report FCS21087 / LS21037 - City of Hamilton Water Leak Adjustment
Policy

Appendix “B” to Report FCS21087 / LS21037 - Confidential Legal Memo

JS/BB/dt
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Hamilton

POLICY TITLE: Water Leak Adjustment Policy

POLICY NO: PP-005 LAST REVISION DATE: 7/1/2018
EFFECTIVE DATE: January 1, 2022 MANAGER REVIEWED: Kirk Weaver
TO BE REVIEWED: January 2027

MAINTENANCE RESPONSIBILITY: Senior Policy Advisor, Financial Planning,
Administration & Policy Division

Section 1. City and Customer's Responsibilities

As outlined by the City’s Waterworks By-law, the City's ownership and maintenance
obligations for the water distribution system includes the public water mains and the portion
of the water service line up to and including the water curb valve located at the property line.
The water meter is owned and maintained by the City.

The property owner is responsible for the water service line from the water curb valve to the
structure, as well as, the premise plumbing and fixtures. It is the customer's responsibility to
keep their water lines and plumbing system in good working order. That said, water leaks do
occur from time to time resulting in unexpectedly high water bills.

Section 2. Water Leak Adjustment Protection

The City of Hamilton has partnered with ServLine by HomeServe (ServLine) to provide the
City's residential water customers with water leak adjustment coverage of one (1) adjustment
of up to $2,500 for leaks on the customer's premises during any 24-month rolling period.
This coverage provides payment of unexpectedly high water bills due to qualifying leaks.
See Item F below for services impacted by this protection. The following conditions,
provisions and limitations apply:

A. Qualifying Leaks - Any leak, other than those non-qualifying leaks listed below, that
generates a minimum additional charge resulting in a City water utility bill that is twice the
average water bill of that customer calculated over a twelve (12) month period, up to a
maximum adjustment of $2,500 during any twenty-four (24) month period. For water
customers who have been on the City's water system for less than twelve (12) months, a
water leak adjustment will not be made until at least three (3) months of average usage
has been established.

A leak is defined as an unintentional water loss caused by broken plumbing fixtures and /
or pipes within a residence or building. A leak occurs when there is a failure of the
plumbing system to do what it was designed to do.
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B. Non-Qualifying Leaks or Usage - The following leaks or use of water do not qualify
for a water leak adjustment under this policy:

1. Residential customers who do not have an individual water meter and / or the meter
is greater than 50mm in size;

2. Mastered metered Residential;

3. Industrial, Commercial and Institutional customers;

4. Leaks associated with structures that have been left or abandoned without

reasonable care for the plumbing system (i.e. unattended homes that have not had

the building control water valve turned off inside the structure and water drained from
plumbing system or homes that have been left for any period of time without heat);

Leaks on water service lines, irrigation systems or irrigation lines;

Filling of water features, fountains or fish ponds or leaks associated with water

features;

7.  Filling of, leaks associated with, and / or general water usage associated with
outdoor recreational activities such as, but not limited to, hot tubs, pools, slip-n-slides
and sprinklers;

8. Watering of lawns or gardens and washing or pressure-washing driveways, cars,
windows or siding of any structure;

9. Negligent or intentional acts such as leaving water running (i.e. failing to winterize
outside water faucets, leaving the outside faucet on, interior faucets left running, and
/ or any other water left on in the home without a faulty plumbing issue), meaning
there must be an actual break and repair for leak reimbursement, neglect of private
property;

10. Leaks in any structure other than the primary residential structure, such as, but not
limited to, detached garages or storage buildings;

11. Water loss due to theft, vandalism or construction damage;

12. Leaks associated with water using equipment prohibited by the City’s Waterworks
By-law (for example, municipal water-powered backup sump pumps).

oo

C. Submission of Claims

1. Claims must be submitted to ServLine within sixty (60) days from the billing date.

2. Claims must be accompanied by proof that the leak has been repaired before an
adjustment will be made (i.e. copy of invoice for materials, bill from plumber, receipt
for repair parts utilized by the homeowner for repair, meter consumption information,
when available).

3. Contact ServLine to initiate a claim.

D. Limitations - A leak adjustment can encompass no more than four (4) billing cycles.
No customer shall receive more than one (1) leak adjustment during any twenty-four (24)
month period. Water leak adjustment coverage assists with the payment of high water
bills due to qualifying water leaks but does not provide any reimbursement for the repair
or replacement of water lines or plumbing fixtures. Customers who qualify for leak
adjustments will be responsible for paying their four-month average bill. ServLine will pay
up to $2,500 of an excess water bill resulting from a qualifying leak. Amounts in excess of
$2,500 will continue to be the responsibility of the Customer.
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E. Enrollment — As of January 1, 2022, all Residential customers who have an individual
water meter up to 50mm in size are transitioned into the enhanced program, for the water
leak adjustment coverage through the City’s partner, ServLine. Qualifying new
Residential Customers are automatically enrolled.

F. Services Impacted - Leak adjustments approved are applicable to water and
wastewater / storm charges.

Section 3. Contacting ServLine
All questions concerning this water leak adjustment policy should be directed to ServLine

who administers the program on the City’s behalf.
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WATER SUPPLY - PROPERTY OWNER
RESPONSIBILITIES

- Responsible for the water service line from the water curb valve to the
structure.

- Responsible to keep their home’s water lines and plumbing system in
good working order.

Even a well maintained home can experience water leaks from time
to time resulting in unexpectedly high water bills.

CORPORATE SERVICES

H Hamllton — FINANCIAL PLANNING, ADMINISTRATION AND POLICY
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HAMILTON'S CURRENT WATER TEAK
ADJUSTMENT POLICY

- Established in 1997 by the Region

- Addressed the financial inequity that existed between metered and non-
metered accounts with respect to the financial impact of plumbing
failures.

- By 2005 universal metering was completed, Policy remained in effect

- High water bills resulting from an unintentional water leak remain and
can present financial hardship to a customer

- Water leak bill adjustments since 2002
- over $1.84 M
- approximately 3,600 approved requests

: CORPORATE SERVICES
H Ham—ﬂton FINANCIAL PLANNING, ADMINISTRATION AND POLICY
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CURRENT WLA POLICY MODEL

- The WLA s a cost shared model whereby the bill adjustment amount or
credit provided by the City is equal to half (50%) of the water
consumption amount above the average of the similar period from the
previous year. The customer is responsible for the remaining 50%.

- Residential and not-for-profits are eligible

- Residential rental property owners (landlords) and Commercial are not
eligible

- One-time only adjustment per owner

H Hamilton CORPORATE SERVICES

— FINANCIAL PLANNING, ADMINISTRATION AND POLICY
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CASE STUDY ONE

e July 2020 - Elderly homeowner received $1,700 water bill related to a
leaking toilet

e Ineligible for leak adjustment due to leak adjustment received in May
2013 ($600 leak share evenly between City and customer)

e Account had also experienced a $400 water bill in spring 2016
e Customer has paid $1,300 of $1,600 incurred with three leaks
e With revised WLA Policy, $1,600 would be paid by ServLine

e At $3.65 annual cost, it would take over 27 years to pay $100 in leak
protection premiums (incorporated into the customer’s fixed charges)

: CORPORATE SERVICES
H Ham—ﬂton FINANCIAL PLANNING, ADMINISTRATION AND POLICY
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CHALLENGES WITH CURRENT WLA POLICY
1) Customer Affordability of 50% Share

2) One-time only Adjustment per owner

3) Residential Rental property owners are not eligible

: CORPORATE SERVICES
H I_Iam—ﬂton — FINANCIAL PLANNING, ADMINISTRATION AND POLICY
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ENVIRONMENTAL ECAN

* A number of Ontario municipalities have adopted cost shared WLA
policies modelled on Hamilton’s Policy

« Unique leak adjustment product being offered by a service provider
named ServLine by HomeServe (ServLine)

« ServLine provides a turn-key service of administering an insurance
backed water leak adjustment program to water utilities

« 176 water utilities across 18 American states are ServLine partners

H Hamilton CORPORATE SERVICES

FINANCIAL PLANNING, ADMINISTRATION AND POLICY
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SERVLINE

- ServLine is a subsidiary of HomeServe USA which is also the parent
company of Service Line Warranties of Canada (SLWC)

- ServLine has partnered with Assurant Canada and Technology
Insurance Company to act as program underwriters who would have
an insurance policy with the utility. Both are “A” Rated, highly-
regulated, insurance companies.

- ServLine will administer all aspects of the program on behalf of both
parties

H Hamilton CORPORATE SERVICES

“ FINANCIAL PLANNING, ADMINISTRATION AND POLICY
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POLICY ENHANCEMENTS

Current WLA Policy

Revised WLA Policy

Benefit Frequency

1 lifetime per account
occurrence

1 claim every 24 months

Benefit Overview

City covers 50% of the
excess charges

ServLine covers 100% of
excess charges up to
$2,500

Customer Eligibility

Homeowners only with
owner occupancy

All homeowners including
rental residential
properties

IH| Hamilton

CORPORATE SERVICES
FINANCIAL PLANNING, ADMINISTRATION AND POLICY
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REVISED WLA POLICY MODEL OPTIONS

Policy Model Options Option 1 Option 2 Option 3
Model Type Opt-In Opt-Out Universal
Automatic Enrollment No Yes Yes
Monthly Premium (plus H.S.T.) S0.52 S0.30 S0.27
Annual Premium (incl. H.S.T.) $7.05 S4.07 S3.66
Estimated Enrollment * 35% 97% 100%

* approximately 145,000 active residential accounts

: CORPORATE SERVICES
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RECOMMEND UNIVERSAL COVERAGE MBDEL

e All Residential customers are automatically enrolled for leak
adjustment coverage at the lowest cost

e Universal coverage prevents customers from “falling through the
cracks” and facing an unexpected and expensive charge resulting from
an eligible leak

e Universal coverage model eliminates potential public relations
concerns that would be associated with the opt-in model

e Alectra has stated that is unable to administer the program under
Options 1 or 2

: CORPORATE SERVICES
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CUSTOMER SERVICE

e Ongoing objective for the City remains to inform Hamilton homeowners
about preventing water leaks to conserve water while saving money

e Customer communications regarding the ServLine leak protection
program will include leak prevention and detection information when
possible

e Customers are educated on their responsibility and given peace of
mind that a cost-effective solution to manage the risk is in place

e ServLine has dedicated staff to provide outstanding customer service
and a simple and seamless claims experience

e ServLine will handle all leak-related calls, claims, and questions

: CORPORATE SERVICES
H Ham—ﬂton FINANCIAL PLANNING, ADMINISTRATION AND POLICY
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CASE STUDY TWO

o Fall 2020 - Elderly homeowner unknowingly had a leaking toilet
resulted in typical monthly water bills of $30 to double

e Following two plumber service calls, leak worsens over 7 month period
culminating in Jan 2021 water bill of nearly $500

e Ineligible for leak adjustment due to leak adjustment received in
October 2016 ($290 leak share evenly between City and customer)

e Customer has paid $1,300 of $1,600 incurred with three leaks

e Customer contact ward councillor for plumber recommendation as leak
still not addressed

: CORPORATE SERVICES
H Ham—ﬂton FINANCIAL PLANNING, ADMINISTRATION AND POLICY
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SLWC CONTRACTOR NETWORK ACCESS

e Customers with ServLine coverage will have the option to access
Service Line Warranties of Canada’s local contractor network to find
water leakage and/or repair water leak(s) at the customer’s home

e \When requested, ServLine will provide a “warm transfer” to SLWC'’s
customer repair agents who would recommend one of their local
network contractors

e ServLine has advised that discounted rates may be available once the
ServLine leak protection program is established in Hamilton

: CORPORATE SERVICES
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COMMUNICATION STRATEGY

» Bill Inserts to accompany December residential water bills to alert
residents to new WLA program with ServLine as administrator

» News release announcing enhancement of City’s WLA Policy in
partnership with ServLine as administrator

» Update City and Alectra websites with revised WLA Policy

» Flyers that can be provided to Municipal Service Centres and
Councillor offices

» Use City social media such as Twitter to increase awareness

» Communications materials for Council and City/Alectra customer
service staff

: CORPORATE SERVICES
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REPORT RECOMMENDATIONS

(a) That the revised Water Leak Adjustment Policy effective January 1, 2022,
attached as Appendix “A” to Report FCS21087 be approved;

(b) That the Mayor and City Clerk be authorized and directed to execute all
necessary documents to engage ServLine by HomeServe to implement
Recommendation (a) of Report FCS21087, in a form satisfactory to the City
Solicitor and with content satisfactory to the General Manager, Finance and
Corporate Services;

(c) That the daily water fixed charges for all residential properties in the City of
Hamilton with individual water meters be increased by $0.01 effective
January 1, 2022.

(d) That the contents of Appendix “B” to Report FCS21087/LS21037 remain
confidential under solicitor-client privilege.

: CORPORATE SERVICES
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REPORT RECOMMENDATIONS

(e) That staff be directed to undertake an amendment to the Water and
Wastewater Infrastructure Support Community Improvement Plan to
implement Recommendation (a) of Report FCS21087 / LS21037, so the
revised Water Leak Adjustment Policy can be incorporated into the
Community Improvement Plan to extend water leak adjustments to

residential rental properties and report back at a future Planning Committee
meeting.

H Hamilton CORPORATE SERVICES

FINANCIAL PLANNING, ADMINISTRATION AND POLICY
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THANK YOU
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i INFORMATION REPORT

Hamilton
TO: Chair and Members

Audit, Finance and Administration Committee
COMMITTEE DATE: October 7, 2021

SUBJECT/REPORT NO: | Consultant Report to Accessible Transportation Services
funded by Provincial Audit and Accountability Fund
(PW21055) (City Wide)

WARD(S) AFFECTED: | City Wide
PREPARED BY: Michelle Martin (905) 546-2424 Ext. 2765

SUBMITTED BY: Maureen Cosyn Heath
Director, Transit
Public Works Department

SIGNATURE:

COUNCIL DIRECTION
At its meeting on November 18, 2019, the Public Works Committee approved the
following (Item 10.6):
WHEREAS, the number of riders has increased by 78% since 2013;
WHEREAS, 17,000 clients are registered and about half use the service;

WHEREAS, in 2019, 787,226 trips were taken, so the average person uses it 87
times per year;

WHEREAS, cost has increased significantly in recent years;

WHEREAS, the Accessibility for Ontarians with Disabilities Act, 2005 (AODA),
requires we only charge the same as a bus fare; and,

WHEREAS, since the service started in 1975, we have done no reassessment of
any of the 17,000 clients, which AODA permits;

THEREFORE, BE IT RESOLVED: That the City Auditor General be requested to
complete an eligibility audit of clients registered for the Disabled and Aged

OUR Vision: To be the best place to raise a child and age successfully.
OUR Mission: To provide high quality cost conscious public services that contribute to a healthy,
safe and prosperous community, in a sustainable manner.
OUR Culture: Collective Ownership, Steadfast Integrity, Courageous Change, Sensational Service,
Engaged Empowered Employees.
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Regional Transportation Service (DARTS) and report back to the Public Works
Committee in Q1 2020.

Audit outcomes (AUD20009) were presented by the Office of the City Auditor to the
Public Works Committee at its meeting on December 4, 2020. At this meeting, the
Committee approved the following (Item 9.1):

(@) That Appendices “A”, “C”, and “D” of Report AUD20009, respecting the
Accessible Transportation Service (ATS) Eligibility Audit Report, be
received,;

(b)  That the Management Responses as detailed in revised Appendix “B” be
approved; and,

(c) That the General Manager of Public Works be directed to instruct the
appropriate staff to have the Management Responses implemented.

Subsequently, the General Issues Committee, at its meeting of December 9, 2020,
approved the following (Iltem 9.13):

(@) That the General Manager, Finance and Corporate Services, be authorized
and directed to submit expression of interests associated with third-party
reviews of municipal services to identify potential savings and efficiencies,
in accordance with the terms and conditions associated with the Audit and
Accountability Fund Intake 2 by December 18, 2020;

(b)  That the third-party reviews only be undertaken should the City be
successful in obtaining funds from the Ministry of Municipal Affairs and
Housing;

(c) That staff be directed to single source third-party consultants to complete
reviews should the City be successful in obtaining funds from the Ministry
of Municipal Affairs and Housing;

(d)  That the Mayor and City Clerk be authorized to execute a transfer
payment agreement between the City of Hamilton and Her Majesty the
Queen in right of Ontario as represented by the Minister of Municipal
Affairs and Housing for the transfer of funds from the Audit and
Accountability Fund, together with all necessary or advisable associated
documents, in a form satisfactory to the City Solicitor and with content
acceptable to the General Manager, Finance and Corporate Services;

OUR Vision: To be the best place to raise a child and age successfully.
OUR Mission: To provide high quality cost conscious public services that contribute to a healthy,
safe and prosperous community, in a sustainable manner.
OUR Culture: Collective Ownership, Steadfast Integrity, Courageous Change, Sensational Service,
Engaged Empowered Employees.
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(e) That where required to give effect and authorize the signing of a transfer
payment agreement between the City of Hamilton and Her Majesty the
Queen in right of Ontario as represented by the Minister of Municipal
Affairs and Housing for the Province of Ontario for the transfer of funds
from the Audit and Accountability Fund, one or more By-law(s) be
prepared in the form satisfactory to the City Solicitor for consideration by
Council; and,

)] That a certified copy of the approved by-law authorizing the signing of the
transfer payment agreement be forwarded to the Ministry of Municipal
Affairs and Housing upon Council approval.

INFORMATION

The information section is presented in two parts: first, the local context for
consideration and second, the details related to the Audit and Accountability Fund grant
received from the province.

Local Context

When accessible transit service was first introduced locally in 1975, the transit
landscape was vastly different, and essentially operated as two different services,
specialized and conventional. Integration between the systems was not possible
because of the built environment and vehicle styles.

Since then, significant improvements have led to a more integrated approach to public
transit. This is supported legislatively with the goal for a fully accessible Ontario by
2025, as set out in the Accessibility for Ontarians with Disabilities Act (2005) (AODA).

HSR’s commitment to a fully accessible transit system includes, but is not limited to:

e As set out in the City of Hamilton’s Multi-Year Accessibility Plan, persons with
disabilities access barrier free services and programs when using Hamilton
Street Railway (HSR) and Accessible Transit System (ATS).

e 100% of the 273 buses in the fleet are fully accessible, with low floors, on-board
bus stop announcements, ramps and kneeling ability, and interior configuration
designed for personal mobility devices.

e Bus stop amenities, including pads and shelter standards, ensure that future
infrastructure upgrades meet the AODA standards. The system features more
than 1,500 accessible bus stops and new protypes are being tested for areas
where traditional benches cannot be used due to space restrictions.
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e Innovations in service delivery, such as the launch of an on-demand pilot, testing
“software as a service” approach to trip booking for an improved customer
experience.

e Alignment with 10 Year Local Transit Strategy and the guiding principles in the
(Re)envision initiative address the importance of equity, diversity, and inclusion
for barrier-free transportation choice in support of the Term of Council Priorities
2018-2022.

e Continued consultation and engagement with the City’s Advisory Committee for
Persons with Disabilities, Transportation Working Group, community members
and community stakeholders to improve accessible transit services.

The City of Hamilton is committed to providing integrated and accessible transportation
service which supports the unique needs of its residents so they can travel when and
where they want to go, while respecting flexibility, independence, and community
participation. Further, the Transit Division’s Accessible Transportation Services (ATS)
recognizes the need to address recommendations arising from the Accessible
Transportation Services (ATS) Eligibility Audit (AUD20009) for the long-term efficiency
and sustainability of a specialized transit system. Given the changing landscape in
service delivery, significant investment in accessible transit infrastructure, and noting
that no reassessment of eligibility criteria has been undertaken locally, Hamilton is
behind some of its peer agencies (examples: York Region, Durham Region, Calgary
Transit) in this regard.

ATS acknowledges that not everyone is able to access conventional transit, despite the
progress in system enhancements, and that some residents require door to door transit
to meet their needs. Others, with appropriate supports and travel training, may be able
to migrate to conventional transit. Some residents will be well-served with a combination
of services. Both conventional and specialized services remain necessary, but
integration and innovation will advance opportunity to travel freely between the systems
to better meet individual needs.

ATS has received a report from Dillon Consulting based on the recommendations
arising from AUD20009 (Appendix “A” attached to Report PW21055- Review of ATS
Eligibility Determination Process and Services). Ultimately, the audit and subsequent
recommendations from Dillon Consulting provide the City of Hamilton an opportunity to
develop an integrated model of service delivery using a “family of services” approach so
that customers can access appropriate accessible service based on their unique needs.
These actions, in turn, will help form a total transportation solution and support the
City’s vision to be the best place to raise a child and age successfully.

Staff will consider the proposed recommendations in the local context and will report
back with recommendations to the Public Works Committee in Q4 of 2021. This time is
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necessary to allow for fulsome consideration of the report recommendations, to
consider peer transit agency experience, seek commentary from the service contractor
(DARTS) and, most importantly, provide ATS time to engage and consult with
community members before determining a robust approach for system enhancements.

Provincial Audit and Accountability Fund

In response to the internal AUD20009, the Transit Division was successful in obtaining
funding from the provincial Audit and Accountability Fund to develop the business case
for key recommendations. Under the terms of the related Transfer Payment Agreement
executed on March 24, 2021, Transit undertook to “retain an independent third-party
reviewer” to:

e Develop an operational plan to further investigate the differing third-party
assessment outcomes and conduct municipal benchmarking. The operational
plan will also include standard operating procedures and assessment guidelines;
a quality control process; assessment of strengthening the professional
qualifications and experience required for making eligibility determinations; and,
performance metrics to measure process efficiencies and community impact.

e Develop a business case for the various service options (e.g. Integrated service
delivery), to explore the feasibility, potential savings, efficiencies, and benefits to
the community.”

The Transit Division engaged Dillon Consulting Limited on May 6, 2021 to address the
following recommendations from AUD20009 (Appendix “A” attached to Report
PW21055- Review of ATS Eligibility Determination Process and Services):

e “Recommendation 1: We recommend that management use the third-party
evaluator’s results, municipal benchmarking and their own experiences to
evaluate and potentially redesign the eligibility assessment process.”

e “Recommendation 3: We recommend that standard operating procedures and
assessment guidelines be created for all assessment processes. These
procedures may include instructions and evaluation strategies to assist staff in
making consistent and supported eligibility decisions.”

¢ “Recommendation 6: We recommend that management assess the need for
strengthening the professional qualifications and experience required for making
eligibility determinations.”
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e “Recommendation 8: We recommend that management explore the feasibility,
potential savings, costs and benefits of the following service options: expanded
Taxi Scrip Program, integrated service model, expanded travel training, shuttles
and community buses.”

e “Recommendation 13: We recommend that management create performance
metrics to measure process efficiencies and community impact and report on
these regularly.”

Staff from Dillon Consulting worked closely with ATS staff, and began with an
examination of current processes, assessed costs, benefits and best practices related
to the above. The report was completed at the end of August 2021. (Appendix “A”
attached to Report PW21055) - Review of ATS Eligibility Determination Process and
Services).

The report from Dillon Consulting includes the results of benchmarking interviews
conducted with transit agencies from across the Greater Toronto Hamilton Area and the
country, who are now at varying stages of implementing an integrated service model,
where transit trips can be accomplished using a combination of conventional and
specialized transit, to meet the needs of the traveller.

Under the Terms of the Transfer Payment Agreement referenced above, the work had
to be completed by a third-party, in this case, Dillon Consulting, and the final report from
Dillon Consulting (Appendix “A” attached to Report PW21055) must be submitted to the
Province and published on the City of Hamilton’s publicly accessible website by October
15, 2021.

APPENDICES AND SCHEDULES ATTACHED

Appendix “A” to Report PW21055 - Review of ATS Eligibility Determination Process and
Services
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Executive Summary

Study Purpose

In November 2019, the Public Works Committee of Hamilton City Council asked the
Office of the City Auditor (O.C.A.) to complete an audit of the Accessible Transportation
Services (A.T.S.) eligibility processes. This request arose as a result of rising trip counts
and costs of the specialized transit service overseen by A.T.S.

The audit, completed in December of 2020, focused on identifying ways to increase
process efficiencies and explore opportunities for cost savings. Through the completion
of the audit, the O.C.A. identified 14 key recommendations to improve the cost
effectiveness of the service. This report addresses five of these recommendations, as
described below:

e Recommendation #1: Evaluate and potentially redesign the eligibility assessment
process.

e Recommendation #3: Create standard operating procedures and guidelines for all
assessment processes.

e Recommendation #6: Assess the need for strengthening the professional
gualifications and experience required for making eligibility determinations.

e Recommendation #8: Explore the feasibility, potential savings, costs and benefits
of an expanded taxi scrip program, integrated service model, expanded travel
training, shuttles and community buses.

e Recommendation #13: Create performance metrics to measure process
efficiencies and community impact and report on these regularly.

This report provides the business case which A.T.S. agreed to develop to assess the
costs, benefits, and best practices of the above noted recommendations.

Methodology

The first step in the development of this business case is better understanding the
existing operations of A.T.S. This included the collection and review of data from the
Office of the City Auditor, A.T.S. registration forms, policies and procedures, travel
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training documentation, and information on the taxi scrip program, and other reports
such as the Lifemark report, and the recommendations from a previous study
completed by Nelson\Nygaard. Following this information gathering and background
review stage, the consulting team undertook a SWOT (Strengths, Weaknesses,
Opportunities and Threats) analysis of the existing application process, Taxi Scrip
process, and travel training program. This was followed by a series of benchmarking
interviews with specialized transit agencies across Canada to assist A.T.S. in identifying
means to implement recommendations from the O.C.A. The results of these interviews
provide valuable insight to the varied operations of agencies across the country.

The findings of the benchmarking interviews and SWOT analysis, combined with
industry best practice, all aided in the development of this Business Case and
recommended implementation plan.

Conclusion

It was concluded that three areas would provide the largest potential for cost savings:

1. Update the application process and conduct reassessments of existing passengers
2. Expand the travel training program and move towards integrated trips
3. Identify opportunities to increase the number of group trips.

The recommendations are detailed in full below.

The expansion of the Taxi Scrip program and the introduction of Community Bus were
also explored. While these were identified as a potential to increase accessible
transportation options for A.T.S. customers, they were not identified as opportunities to
increase cost savings.

Priority Recommendations

The following recommendations are prerequisites to all other recommendations and are
strongly recommended to begin implementation as soon as practical following the
adoption of this report.
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1. Hire Transit Abilities Coordinator
This individual will ensure that A.T.S. has the in-house capacity to implement the
priority recommendations of updating the application process and implementing
reassessments of existing registrants. This should be completed as soon as
possible as a way to initiate change management. The cost would be
approximately $100,000 annually for a full-time employee.

2. Implement Late Cancellations and No Show Points System
While not directly related to the recommendations reviewed as part of this study
from the City Auditor, this will lead to improved service and cost savings and will
help to increase the ability to group trips. This initiative was planned to go to
Council, but was delayed due to the COVID-19 pandemic. This would require the
hiring of a full-time clerk (Customer Service Representative) to administer the
policy. The cost would be approximately $75,000 annually for a full-time
employee.

3. Initiate Change Management Plan
This should involve retaining an outside firm to assist A.T.S. in building the
organizational capacity to lead itself through implementing the recommendations
in this report. With certain areas, such as the revised application process,
representing a significant change, this will be an important step. It is anticipated
that this will cost between $15,000 to $30,000, plus the cost of implementation.

4. Hire full-time Accessible Transit Coordinator
This position will ensure that A.T.S. has the in-house capacity to implement the
integrated trip model and travel training program. Their role initially will also be
to work with the Transit Division to set up both programs. The cost would be
approximately $90,000 annually for a full-time employee.

5. Communications Campaign
There will be some initial work to inform registrants and the community in
general of changes to A.T.S., including the various benefits. This will include the
revised application process, reassessment process, travel training and integrated
trips, and the Late Cancellation and No Shows points program. About $10,000 to
$15,000 combined per year was assumed.
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Summary of Recommendations

The following recommendations should be implemented once the new staff hires and
travel training program have been implemented. The exact order of implementation
should be determined by A.T.S. staff with consideration of the needs and resources
available, and will also be informed by the Change Management process noted above.

Application Process and Form

The following is a summary of recommendations to respond to Recommendation #1, #3
and #6 of the Auditors Report on the Application Process and Form and qualifications
for eligibility determinations.

The review of the audit revealed a potential cost savings of $6.1 million by 2026 and
$7.0 million by 2031 over the ‘business-as-usual’ scenario, noting the assumptions in
Section 3.6 of this report. It should be noted that these savings are calculated for the
purpose of confirming the recommendations of the Auditor Report, and should be
recalculated with more current assumptions upon implementation.

The cost to achieve this potential savings is approximately $247,000 per year, plus a
one-time implementation cost of $65,000 for change management and set-up. The
recommendations and costs to achieve the above noted savings are noted below:

Application Process

1. Review and Update the application process to:

a. Request potential applicants to make an initial contact to A.T.S. so that
staff may use a structured screening process to assess if applying for
specialized transit is appropriate.

b. Advance an Integrated Trip (Family of Services) approach including travel
training.

Costs to City: Completed by existing staff, and organized by new Transit Abilities
Coordinator (cost below).

Increase In-House and Contracted Expertise and Capacity

1. Engage health professional expertise to assess applicants’ abilities and determine
eligibility through an in-house Transit Abilities Coordinator position (1 FTE).
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2. Establish a contract with a third-party health services provider to complete more
detailed abilities assessment, when required, and to undertake an updated
appeals process.

Costs to City: $100,000 per year to hire a full-time Transit Abilities Coordinator.
$120,000 per year for a Third Party health services provider to complete
assessments for more complex needs and to support an updated Appeals
process.

Conditional Eligibility

1. Increase conditions of eligibility as part of the intake process to include various
conditions as noted in Section 3.5.3.

Costs to City: Completed by existing staff, and organized by new Transit Abilities
Coordinator (cost below).

Reassessment

1. Set a maximum eligibility limit of three to five years for new applicants.

2. Reassess existing registrants, including Taxi Scrip Only, using the updated
application process and Integrated Trip (Family of Services) approach over a four-
year time period.

Costs to City: Completed by new Transit Abilities Coordinator (cost above).

Auditor Recommendation #8: Integrated Trips and Travel Training

The following is a summary of recommendations to respond to Recommendation #8 of
the Auditors Report to expand the Travel Training program and implement an
Integrated Trip model (Family of Services) as a cost saving measure.

The review of the audit revealed a potential cost savings of $493,400 by 2026 and
$1,417,100 by 2031 over the ‘business-as-usual’ scenario, noting the assumptions in
Section 4.7 of this report. It should be noted that these savings are calculated for the
purpose of confirming the recommendations of the Auditor Report, and should be
recalculated with more current assumptions upon implementation.

The cost to achieve this potential savings is approximately $111,400 per year, plus one
time expenditures of $125,100 for scheduling software upgrades and $80,000 for
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supervisor vehicle upgrades (to accessible vehicles). It is assumed that the existing
annual Travel Training budget of $175,000 would be repurposed to cover some or all of
these costs. The recommendations and costs to achieve the above noted savings are
noted below:

Integrated Service Delivery Model

1. Identify potential integrated routes and stations using the criteria noted in Table
11. Two recommended corridors were identified:

a. 10 B-Line Express between Eastgate Terminal and downtown Hamilton.

b. Burlington Transit Route 1 and/or Lakeshore West GO Train between
Aldershot GO Station and downtown Hamilton / West Harbour Station and
Burlington Route 1 and GO Line (would require discussions with Burlington
Transit and Metrolinx).

2. Use the Guidelines identified in Table 11 to design stops, stations and platforms
of the future BLAST network, L.R.T. line and GO Rail stations with consideration
for future specialized transit trip integration, ensuring dedicated platforms for
this purpose are made available and accessibility features are prioritized.

3. Implement the integrated trip model on one or two corridors in the short-term,
selecting suitable trips on a case-by-case basis that provide customers with
comparable travel times as direct door-to-door trips and reduce vehicle
kilometres on specialized transit services.

Costs to City: Completed by Transit Division staff and supported by new
Accessible Transit Coordinator (cost below).

Booking Integrated Trips

1. Working with the Transit Division, specialized transit services, and Trapeze to
better understand the functionality of the existing scheduling program and
access components of the platform that allow the specialized transit reservations
personnel to see the conditions of eligibility of each client, including where a
client has been deemed able to take an integrated trip.

2. Provide specialized transit booking agents with access to H.S.R. routes to
determine which trip may be appropriate for an integrated trip.

Costs to City: Completed by new Accessible Transit Coordinator (cost below).
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Conditional Eligibility

1. Develop a voluntary integrated trip delivery approach in the short-term.
Integrated trips should be made mandatory based on a registrant’s abilities
when:

a. The application process has been revised and new conditions of eligibility
are in place (Section 10.2).

b. Additional integrated routes and corridors are identified and implemented
(e.g. the introduction of the BLAST network); and

c. Scheduling software integration between conventional and specialized
transit services is complete.

Costs to City: Completed by A.T.S. staff and supported by new Accessible Transit
Coordinator (cost below).

Incident Management

1. Replace a portion or all supervisor vehicles with wheelchair accessible vans when
they reach end of life.

2. Purchase wheelchair accessible vans for all expansion supervisor vehicles.

3. Develop policies and processes for incident management, including how to
respond when pass-bys occur, specialized transit vehicles are late for a
connection, severe weather conditions exist, a specialized transit customer needs
assistance due to a mobility aid issue, e.t.c.

Costs to City: $20,000 for 2022, $40,000 by 2026 and an additional $20,000 by
2031 for upgrade of supervisor vehicle to an accessible vehicle (assumes four in
total).

Travel Training

Hire a full-time in-house Travel Trainer, with a title of Accessible Transit Coordinator, to
lead the following functions:

1. Develop a comprehensive travel training program using the material already
developed as part of the existing Community Access to Transportation (C.A.T.)
Travel Training program targeted for persons with developmental disabilities.
This would need to be modified and expanded to be applicable for other A.T.S.

City of Hamilton
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registrants (e.g. persons that use a mobility aid) and Hamilton residents that are
not registered for specialized transit (e.g. seniors, students and newcomers).

2. Update travel training material to consider the production of a short “how to
ride” video or visual guide to share online via the “Riding H.S.R.” web page. This
material should then be shared as a resource with other community
organizations, many of whom already provide general orientation on services like
transit.

3. Liaise with community organizations to develop and administer a ‘Train-the-
Trainer’ program, where representatives would be certified by A.T.S. to deliver
the program one-on-one or in group settings where appropriate. Another branch
of the “Train-the-Trainer” program could be the introduction of “Bus Buddies” so
that in addition to receiving specialized training on a particular trip, volunteers
could be trained to accompany people for their first few integrated trips to
ensure a high level of comfort with the network.

4. Help implement the Integrated Trip model noted above, including:

a. Review and confirm routes and terminals/stations and stops that meet
integrated service criteria noted in Table 11.

b. Develop communication materials to promote the change in trip delivery
model to new registrants, existing customers, specialized transit booking
agents/schedulers/dispatchers and specialized/conventional transit
operators.

c. Oversee any updates to Trapeze and operating agreements that need to
be completed to provide integrated trips.

d. Work with the Transit Abilities Coordinator to identify potential customers
that may be eligible for an integrated trip.

5. Conduct one-on-one Travel Training with individuals identified as having a
conditional eligibility based on traveling to an unfamiliar destination.

Costs to City: $90,000 per year to hire a full-time Accessible Transit Coordinator.
Next Steps

1. To better optimize the potential for savings, work with the specialized services
contractor to change the fee structure DARTS has with its current subcontractors
based on a per-kilometre rate in order to optimize potential cost savings of
integrated trips.
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Costs to City: Completed by A.T.S. staff.

Auditor Recommendation #8: Community Bus

The following is a summary of recommendations to respond to Recommendation #8 of
the Auditors Report to introduce a Community Bus as a cost saving measure.

A Community Bus would require an annual expense of approximately $260,000
(including the amortized cost of a new bus). To off-set this expense, over five boardings
per Community Bus hour would have to be diverted from Specialized Transit onto
Community Bus. Based on experience elsewhere and a review of a potential market in
Hamilton, this is not considered realistic for Hamilton. Therefore, it is recommended
that a Community Bus is not implemented as a means of achieving immediate cost
savings for A.T.S.

This should not exclude the potential of introducing a Community Bus, as it still provides
the potential to improve mobility options for Specialized Transit customers (both
existing and future). Should H.S.R. seek to implement a Community Bus to improve
accessibility and provide further travel options to A.T.S. registrants, two
recommendations are provided below:

1. Engage with residents of major seniors homes and apartments in the local area
where Community Bus is being targeted to ensure their wants and needs were
taken into consideration while designing the route.

2. Assess the potential to use On Demand transit as a service model instead of
Community Bus, based on input and data from the On Demand pilot service in
the community of Waterdown.

Auditor Recommendation #8: Taxi Scrip

The following is a summary of recommendations to respond to Recommendation #8 of
the Auditors Report to increase the subsidy and number of Taxi Scrips as a cost savings
measure.

Based on the above analysis, it is anticipated that there would be no cost savings to
A.T.S. if the subsidy to Taxi Scrip was increased and the number of booklets made
available to registrants was also increased. Therefore, it is therefore recommended that
the City:
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1. Does not increase the subsidy to Taxi Scrip or the number of booklets made
available per month for Taxi Scrip.

2. Consider reassessing existing legacy Taxi Scrip clients as per the recommendation
in Section 3.6.3 of this report.

Auditor Recommendation #8: Group Trips (Shuttle Bus)

The following is a summary of recommendations to respond to Recommendation #8 of
the Auditors Report on the introduction of Shuttle Buses.

The review of the audit revealed a potential cost savings of $589,000 by 2026 and
$1,338,300 by 2031 over the ‘business-as-usual’ scenario, noting the assumptions in
Section 7.6 of this report. It should be noted that these savings are calculated for the
purpose of confirming the recommendations of the Auditor Report, and should be
recalculated with more current assumptions upon implementation.

The cost to achieve this potential savings is approximately $80,400 per year. The
recommendations and costs to achieve the above noted savings are noted below:

Reduce Late Cancellations and No Shows

1. Prioritize the implementation of a Late Cancellations, No Shows Points program
in the short-term as a way to improve efficiencies and increase the potential for
Group Trips.

2. Initiate an information campaign to advise riders that it is being implemented
and to send messaging of the need to cancel in advance as much as possible and
its importance to ensure rides are there for others to access.

3. Work with scheduling software vendor and operator to ensure that the Trapeze
functionality to track these points is enabled in their registrant database.

4. Hire another Clerk to help administer the program.

Costs to City: $75,400 per year to hire a Clerk (Customer Service Representative) and
$5,000 per year to communicate information on the new Late Cancellations and No
Show Point System policy.

Focus Large In-House Dedicated Vehicles during Periods of High Trip Density

1. Review the potential to increase the use of non-dedicated vehicles where trip
density (trips per square kilometre per hour) is low in order to deploy specialized
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transit service delivered by DARTS operators in the higher demand time periods
and locations.

2. Schedule and deploy larger capacity vehicles (DARTS buses and Pro Masters)
during these periods (weekdays between 9:00 a.m. and 4:00 p.m.), while focusing
subcontracted services during lower demand periods (e.g. evenings and
weekends).

3. Work with DARTS to review the subcontracting model to create more cost
efficiencies per shared rides.

Costs to City: A.T.S. time to work with contractor on scheduling of service.
Partnerships with Community Agencies

1. Work with the DARTS to develop partnerships with community agencies that
provide services such as adult day programs to create scheduled Group Trips
dedicated to specific destinations using higher capacity vehicles.

2. In the medium-term, review fleet mix to assess the most cost effective mix of
vehicle types and ownership.

Costs to City: Could be completed by existing A.T.S. staff or the new Accessible
Transit Coordinator (position and cost noted above).

Recommendation #13: Performance Metrics

The following is a summary of recommendations to respond to Recommendation #13 of
the Auditors Report to create performance metrics to measure process efficiencies and
community impact and report regularly.

1. Monitor the following Key Performance Indicators bi-annually to assess the
effectiveness of the above noted recommendations:
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.. Industry
KPI Description Standard Current
Cost per Trip | The cost of providing specialized <$25.00 $27.04
transit service to one passenger for
one trip.
Trips per The average number of trips that 25-5.0 2.17
Hour are provided per vehicle hour of
service.
Trip Density | The number of trips provided per N/A N/A
square kilometre per hour.
No Shows The number of booked trips that a 0% 16.5%
customer cancels late or does not
arrive at the pickup location within
5 minutes of the pickup time.
Registrants | The rate of specialized transit N/A 0.018
per Capita registrants per capita. registrants
per capita
Trip Denial Trip denials occur when an agency 0% 1.6%
is unable to provide a specialized
trip within an acceptable time
window.
Average Trip | The average length of a trip N/A 9.75 k.m.
Length provided by specialized transit in
kilometres, minutes or hours.
On-Time The percentage of trips arriving on- 90%-99% 98.9%
Performance | time for pickup at origin and
destination points within the
allowed window for pickups.
Missed Trips | Incidences when an operator does 0% 0.8%
not pick up a passenger as
scheduled.

Customer Satisfaction Survey

1. Implement a comprehensive Customer Satisfaction Survey to better understand
the needs of clients, and the impact that any changes may have on their
experience with the service.
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2. Undertake the survey biannually or at a similar frequency as on conventional
transit service.

3. Consider using a telephone survey of a representative sample of active
registrants (including caregivers for those not able to participate directly) to
administer the survey.

Benchmarking for Improved Eligibility Assessment

1. Collect and monitor the following benchmark data to assess the effectiveness of
the revised application process and eligibility assessment:

a. Number of Applicants by Period. Should be tracked quarterly and
annually and show a decrease in new applications per capita from
baseline.

b. Registrants per Capita. The number of registrants per capita should
decrease to industry standards with the revised application process.

c. Conditional Eligibility. Should show an increase in conditional approval
over current applications.

d. In-Person Assessments: The number of in-person assessments should be
tracked by period (quarterly and annually) once the revised application
process is in place.
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1.0 | Introduction

1.1 Study Purpose
Dillon Consulting Limited in association with Trestle Consulting was retained by the City
of Hamilton to develop a business case and implementation plan of the City of
Hamilton’s Auditor’s recommendations on the City of Hamilton Transit Division
Accessible Transportation Services (A.T.S.). The audit focused on identifying ways to
increase process efficiencies and explore cost saving opportunities, with a focus on
eligibility determination process and service delivery.

1.2 Summary of City Auditor’s Recommendations

In November 2019, the Public Works Committee of Hamilton City Council asked the City
Auditor to complete an audit of the Accessible Transportation Services (A.T.S.) eligibility
processes. This request arose as a result of rising trip counts and costs of the specialized
transit service overseen by A.T.S. The overall objective of the audit was to assess current
accessible transit eligibility processes and services with an aim to identify opportunities
for efficiency, effectiveness and cost containment.

The City Auditor identified 14 key recommendations to improve the cost effectiveness
of the service. This report addresses five of these recommendations. They are repeated
below:

e Recommendation #1: Evaluate and potentially redesign the eligibility assessment
process;

e Recommendation #3: Create standard operating procedures and guidelines for all
assessment processes;

e Recommendation #6: Assess the need for strengthening the professional
qualifications and experience required for making eligibility determinations;

e Recommendation #8: Explore the feasibility, potential savings, costs and benefits
of an expanded taxi scrip program, Integrated service model, Expanded travel
training, Shuttles and Community buses; and

e Recommendation #13: Create performance metrics to measure process

efficiencies and community impact and report on these regularly.

City of Hamilton

Review of A.T.S. Eligibility Determination Process and Services “\\\\\\\“\W/
- Final Report /
September 2021 — 21-1969 DICLON



Appendix "A" to ReRﬂQWZ’]% of 264

Page 22 of 131
1.0 Introduction 2

-

This report forms the business case that A.T.S. agreed to develop to assess the costs,
benefits, and best practices of the above recommendations.

\_

City of Hamilton

Review of A.T.S. Eligibility Determination Process and Services E——
- Final Report /
September 2021 — 21-1969 DILLon




2.0

2.1

—

Appendix "A" to ReRﬂQWZ’]Q@ of 264

Page 23 of 131
2.0 Background - A.T.S. 3

Background — A.T.S.

Overview

Accessible Transportation Services (A.T.S.) is the Section of the City of Hamilton Public
Works Transit Division that is responsible for specialized transit services. Some aspects
of the service are contracted out. The contractor is the Disabled & Aged Regional
Transportation System (DARTS). The current responsibilities of the City and the
contractor related to the planning and delivery of specialized transit services are noted
in Table 1 below:

Table 1: Summary of Responsibilities between Transit Division and the Contractor for
Specialized Transit Services

Contractor for Specialized

Transit Division ] ]
Transit Services

Responsibility

Eligibility e Develop Eligibility Criteria e N/A
Process and e Review Applications for
Registration service

e Lead the appeals process

Trip Booking, e Develop policy on booking e Book client trips
Scheduling and window, waiting time, e Schedule and dispatch trips
Dispatching attendants and companions,
trip denials, late cancellations
and no shows
e Address cancellations and no
shows
Operations e Qversight of Contractor e Driver hiring and training
e Customer Service (complaints |® Operations & compliance
and commendations) e Contract with taxi provider

for overflow/on-demand
trips

e C(lient profile maintenance

N
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Responsibility

Transit Division

Contractor for Specialized
Transit Services

Vehicle
Procurement,
Storage and
Maintenance

Two low-floor buses leased
to the contractor

Vehicle procurement (buying
and leasing)

Vehicle maintenance and
storage (contractor and City
of Hamilton owned and
leased vehicles)

booklets of taxi script
coupons

Keep record of monthly
purchases by customer and
enforce limit

Determine which taxi
operators are eligible to
provide taxi scrip trips

Passenger Fares Fare policy Collect and reconcile
Implement PRESTO passenger fares
smartcard
Fare sales

Travel Training Coordinate and deliver travel N/A
training programs

Taxi Scrip Print, distribute, and sell N/A

N
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Review of A.T.S. Eligibility Determination Process and Services

- Final Report

by the City of Hamilton Transit Division directly.

total non-ambulatory trips provided.

September 2021 - 21-1969

In 2019, there were a total of 195 specialized transit employees (122 full-time and 73
part-time), of which 126 were operators (66 full-time and 60 part-time). The majority of
the staff, including all operators, are employed by DARTS, with the remainder employed

To meet the demand for specialized transit trips, DARTS also has a separate contract
with three personal transportation providers (i.e., subcontractors), and uses a taxi
company for overflow/on-demand trips when required. These Subcontractors deliver
service that cannot be accommodated by a DARTS vehicle, to a maximum of 10% of the
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Registrant Breakdown

2.3

As of 2019, A.T.S. had 9,819 active registrants. This can be broken down into the
following:

e 2,768 are ambulatory registrants;
e 6,357 are non-ambulatory registrants; and
e 694 are registered with A.T.S. for Taxi Scrip only.

As noted above, 694 legacy registrants are eligible for Taxi Scrip only. This is an old
eligibility outcome that is no longer offered to applicants.

Service Area and Hours of Operation

24

Specialized transit services are provided to the entire City of Hamilton (1,117 k.m.?),
including the rural areas of the city that are not all serviced by conventional transit
(service area of 243 k.m.2). The service area has a total population of 549,900 people.
Specialized transit also travels to three destinations in Burlington, which can be used as
transfer points to Burlington’s specialized transit service.

Service is provided during the following hours:

e 5:00a.m.-2:00 a.m.; Monday-Friday;
e 6:00a.m.-2:00a.m.; Saturdays; and
e 6:30a.m.-12:30 a.m.; Sundays and Holidays.

Operations

Hamilton’s fleet of specialized transit vehicles is largely owned and operated by the
contractor, DARTS, except for two low-floor buses owned by the City of Hamilton and
leased to DARTS. There are 68 total vehicles in DARTS’ fleet, which includes the low-
floor accessible buses, vans, minivans and non-accessible minivans. Of these vehicles,
DARTS owns 70% of them and leases the remaining 30%.

The overall Specialized Transit fleet (including Subcontractor vehicles) consists of
approximately 165 vehicles, of which 148 are used for peak service (based on 2019
data).

N

City of Hamilton

Review of A.T.S. Eligibility Determination Process and Services “\\\\\\\\\\\\\\W/
- Final Report /
September 2021 — 21-1969 DICLON




Appendix "A" to Reftage21d:2 of 264
Page 26 of 131

2.0 Background — A.T.S. 6

—

There are four different types of operating models provided by A.T.S. The percent of
trips and the budget for each service type is noted in Table 2 below.

Table 2: Service Delivery Models

% of .
Operating Model Trips Annual 2019 Costing Unit Cost*

. Cost Model

Delivered
Dedicated DARTS In- 34.7% $11,278,071* | Hourly Rate $72.02/
House service hour
Dedicated DARTS 52.7% | $11,105,879* | Per Trip Rate | $22.40/trip
Subcontracted Service
Non-Dedicated DARTS 2.3% $391,267* Per Trip Rate | $18.16/trip
subcontracted Service
A.T.S. Taxi Scrip 10.3% $407,713** | Subsidy per 4.84/trip
Booklet sold

*As reported by DARTS using actual 2019 costs (this does not include revenue or
administration costs)

**This is based on 40% of the value of Taxi Scrip vouchers claimed in 2019 by taxi
operators (based on trips made).

Dedicated in-house service is provided by DARTS employed drivers with vehicles that
are owned or leased by DARTS. Operators are paid an hourly rate no matter how many
trips are delivered. Therefore, each additional trip delivered on a dedicated in-house
service will reduce the cost per passenger.

Dedicated subcontracted service is provided by three Subcontractors to DARTS, who
employ operators and use their own vehicles dedicated to the specialized transit
service. These Subcontractor contracts are procured and negotiated exclusively by
DARTS, and are based on a cost per passenger trip. Under this model, the Subcontractor
is incentivized to deliver a good volume of trips in order to receive sufficient
compensation to cover costs and support a living wage for drivers. Each trip added is an
additional charge and grouping trips together does not result in an improved efficiency.
The majority of passengers (approximately 95% in 2019) on the contracted service are
ambulatory, as the DARTS union agreement stipulates that a maximum of 10% of non-

ambulatory trips may be provided by DARTS’ subcontractors.

N
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Non-dedicated subcontracted trips typically make up approximately 2% of all trips.
These are trips that are subcontracted by DARTS to on-demand taxi vehicles as
overflow, if a trip cannot be accommodated using a dedicated service. These are only
used for ambulatory passengers and generally receive higher numbers of complaints,
which is part of the reason that trips are not routinely booked on this service.

Taxi Scrip trips make up the remaining 10% of trips made in 2019. These are trips paid
for by A.T.S. eligible registrants using Taxi Scrips, when booked on either of two
authorized taxi companies: Blue Line and Hamilton Cab. Taxi Scrip booklets are sold to
A.T.S. registered clients at a 40% discount and can be used to pay for the price of a
regular taxi fare. The average cost to A.T.S. per trip is $4.84.

DARTS also charges an administration fee to A.T.S. per trip booked, scheduled and
dispatched through DARTS. This does not apply to Taxi Scrip trips.

The total amount of service provided in 2019 was 844,007 trips. The dedicated service
includes 81% ambulatory and 19% non-ambulatory trips. Non-dedicated service was
primarily (99.6%) used to provide trips for ambulatory passengers. In addition to the
above, 83,238 trips where made using Taxi Scrip, of which the majority were ambulatory
passengers.

Fares are collected through cash and the PRESTO smartcard. The PRESTO smartcard
allows for customers to pay using either individual fares or monthly passes. PRESTO e-
tickets are also available on a smartphone app on Apple and Android phones. The
Transit Division stopped selling paper tickets and passes to A.T.S. clients on March 31,
2021 and stopped accepting paper fare media for travel on specialized transit on June
30, 2021.

Existing Utilization and Anticipated Growth

A key reason for the auditor review of A.T.S. was due to concerns over rising costs. Over
the past five years (2015 to 2019), A.T.S. costs have increased by 31%. Table 3 illustrates
this in more detail, including some of the potential factors that have influenced the
increase in cost. Performance measures by year are also noted to assess costs relative to
other factors (e.g. increasing trips). It should be noted that 2019 is used as a base year
due to the change in travel behaviour that occurred with the start of the COVID-19

\_ pandemic in early 2020.
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Measure* 2015 2019**
Population 532,590 549,897
Active Registrants 6,530 9,819
Ridership Total 679,966 940,097
Ridership Dedicated 579,124 832,980
Ridership Non-dedicated 100,842 100,117***
Operating Expenses $19,009,441 $25,420,913
Registrants per Capita 0.012 0.018
Trips per Registrant 104.1 93.3
Operating Cost per Trip $26.88 $27.04
Late Cancellations and No Shows 97,491 196,097

Scrip data received from A.T.S.

by A.T.S.

2019:

50% during this same period;

same period; and

trip requests.

N

City of Hamilton

*Source: C.U.T.A. Specialized Transit Fact Books, 2015, 2019
**Source: 2019 data was adjusted based on revised data received from DARTS and Taxi

shows, operating costs have increased by 31%.

***This includes both subcontracted taxi service by DARTS and Taxi Scrip trips provided

The following summarizes changes which have occurred between the years 2015 and

e The number of active registrants has grown by approximately 50%. This was not
all due to population growth, as the number of registrants per capita also grew by

e Ridership has increased by approximately 35%. This is primarily due to the
growth in registrants, as the number of trips per registrant decreased during this

e Late cancellations and no shows have increased by 101%. This adds to operating

costs as Subcontractors are still paid for booked trips, and dedicated trips
become less efficient as there is not enough time to fit in and optimize same day

As a result, with an increase in active registrants, overall trips and late cancellations/no
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Projected Baseline Growth

N

1.

9.

A do-nothing scenario was developed to be used as a baseline to compare against any
potential cost-savings that would arise from the various recommendations from the City
Auditor. This is presented to the year 2031 and is illustrated in Table 4.

The do-nothing scenario is based on the following assumptions:

2019 is used as a base-year due to the COVID-19 pandemic. It is also assumed
that specialized transit ridership will recover from the pandemic prior to 2025.
Growth in A.T.S. registrants is based on both the growth in population and the
impacts of an aging population, and is based on the forecast completed for the
2019 City of Hamilton Development Charges Study: Transit Background Paper.
This was adjusted by reducing the number of Taxi Scrip Only Legacy registrants by
10% per year.

Ridership growth on specialized transit service contracted to DARTS is calculated
by applying the 2019 number of trips per registrant (92.5) to the projected
growth in registrants, and carrying it through the 2031 horizon year.

Ridership growth on Taxi Scrip is calculated by applying the 2019 number of trips
per registrant (27.9) for registrants that use Taxi Scrip (2,980), and carrying it
through the 2031 horizon year.

The 2019 trip denial rate of 1% remains constant throughout.

The ratio of trips delivered by dedicated DARTS in-house service, dedicated
subcontracted service, non-dedicated taxi service in 2019 continues through to
2031. This is noted in Table 2 above. The ratio of Taxi Scrip trips is reduced by
reducing the Taxi Scrip Only Legacy registrants by 10% per year, as noted above.
The 2019 ratio of dedicated (contractor DARTS and subcontracted) annual trips
(822,458) per peak vehicle (148) was used to calculate the growth in peak vehicle
requirements with ridership growth. This ratio is 5,557 trips per peak vehicle.
The 2019 spare ratio of 17% was reduced to the desired spare ratio of 10% and
carried through to 2031. Spare ratio is defined as the ratio of spare vehicles over
peak vehicles required to operate peak service. Having a healthy spare ratio is
required to ensure there are enough vehicles to operate peak service, taking into
account vehicles being out of service for maintenance and repair.

Operating cost increases based on growth in trips was based on the following
2019 statistics:
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a. Dedicated In-house service - Hourly rate of $72.02 applied to growth in
service hours;
b. Dedicated contracted service - Per trip rate of $22.40 based on growth in
dedicated passengers;
c. Non-dedicated service - Per trip rate of $18.16 based on growth in non-
dedicated passengers;
d. Taxi Scrip trips - Based on an average municipal subsidy per trip of $4.84;
e. Administration: Remained consistent to 2031.
10. All costs remain at 2019 levels for comparative purposes.
11. All expansion vehicle costs were assumed to be included in the 2019 rate, as
these are primarily leased vehicles.

Based on the assumptions above, Table 4 below forecasts the growth of specialized
transit active registrants, ridership and operating costs over a 10-year period.

Note: Active registrants are defined as registrants that have taken at least one trip on
A.T.S. within the past 12 months.

Table 4: Baseline Specialized Transit Projection to 2031

Measure 2019 2022 2026 2031
Population 549,897 562,906 595,429 636,080
Active Registrants 9,819 10,117 10,706 11,757
Ridership Total 940,083 984,100 1,057,000 1,174,900
Ridership In-House 326,617 344,000 371,300 413,800
Dedicated
Ridership Contracted 495,841 522,300 563,700 628,200
Dedicated
Ridership Third Party 21,549 22,700 24,500 27,300
Vehicles
Ridership Taxi Scrip 83,238 82,400 84,500 91,500
Ridership Taxi Scrip 12,838 12,700 13,000 14,100
Companions
Fleet Total 148 156 168 188
Fleet Peak Vehicles 17 15 18 21
Fleet Spare Vehicles 165 171 186 209
Dedicated Service Hours 377,168 397,600 428,100 479,100

N —
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Measure | 2019 2022 2026 | 2031
Operating Cost Total $25,420,913 | $26,642,300 | $28,526,900 | $31,575,900
Operating Cost
Dedicated $22,383,950 $23,588,400 | $25,430,300 | $28,394,500
Operating Cost Non- $391,267 = $412,200 | $444.800 & $495,700
Dedicated
Taxi Scrip $402,713 $398,700 $408,300 $442,700
Operating Cost
Administrative $2,242,983 = $2,243,000 @ $2,243,000 | $2,243,000
Cost per Trip $27.04 $27.07 $26.99 $26.88

purposes.

**Note: All Forecasts rounded to the nearest 100.

Note on Forecasting and Cost Projections

*Note: Projection does not take into account the impact of COVID-19 for comparative

Between 2019 and 2031, it is estimated that the operating costs will increase by 24%,
but the overall cost per trip will decrease by 1% if none of the recommendations from
the Auditor report are implemented. This decrease is partially due to a decrease in Taxi
Trip rides due to the gradual decrease in Taxi Scrip Only legacy registrants.

isolation.

implemented.

N
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Ridership, service hour, vehicle and cost forecasts noted in this report are forecasts
based on certain assumptions occurring and should only be used to advise the City of
Hamilton on the potential for cost savings for each of the Auditor recommendations.
Each forecast presented in the assessment of Auditor Recommendations below:

1. Was conducted independently of other recommendations in the Auditor Report
to allow the City to determine the effectiveness of each recommendation in

2. Is compared against the baseline growth in registrants and ridership presented in
Table 4 to the year 2031, which assumes the potential growth in ridership and
operating costs from population growth and an aging population to the year
2031, assuming none of the recommendations in the Auditor’s Report are

3. Does not include passenger revenue (only a comparison of costs).
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4. Assumes no impact on ridership and registrants due to COVID-19 for comparative
purposes.

5. Assumes no change to 2019 costs per hour and per trip (unless noted in the
assumptions in each of the recommendations.

6. Assumes implementation at the beginning of 2022.

Ridership and cost estimates should be updated with more current information if a
decision is made to move forward with the recommendations contained in this report.

N
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Application Process and Form

Auditor Recommendation

3.2

The auditor identified three recommendations regarding eligibility process that are
addressed in this section of the report:

e Recommendation #1: Evaluate and potentially redesign the eligibility assessment
process

e Recommendation #3: Create standard operating procedures and guidelines for all
assessment processes

e Recommendation #6: Assess the need for strengthening the professional
qualifications and experience required for making eligibility determinations

As described in the Audit’s findings, ‘Eligibility outcomes drive service level and costs’.
As an accommodated service, specialized transit exists to ensure persons unable to use
conventional transit due to a disability have access to a comparable level of service to
those without mobility limitations.

However, conventional transit is becoming more and more accessible. The Transit
Division has invested in a fully accessible fleet on its conventional service (the H.S.R.)
and is increasing the number of accessible stops on the network. The city is also seeing a
growth in universally accessible places and services. Persons with disabilities are
advocating for a more integrated and accessible environment to minimize the need for
special and often separate services. While specialized transit continues to be an
important component of a transit agency’s continuum of services (often called Family of
Services), the advancing accessibility of conventional transit services on the H.S.R. is
providing another mobility option for certain individuals that may have previously had
challenges using the service. This needs to be reflected in the Accessible Transportation
Services eligibility application process.

Vision

As early as 2003, the Transit Division articulated a vision to design and implement an in-
person eligibility process that would support the goal of identifying ability and potential

\ for fixed-route use, and serve as a tool to place the individual on the least restrictive
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mode of public transit for each trip, based on personal ability, and the accessibility of
the environment and the transit system. This is described in the Nelson\Nygaard
Consulting Associates 2009 report Implementation of New Eligibility Policy at Accessible
Transportation Services.

A person-centred approach focused on ability is a foundation to building a Family of
Services (integrated service) model to ensure that individuals can access the right transit
service at the right time under the right conditions (see Recommendation #8 of the
Audit Report). An easy to understand, on-line application with clear policies and
processes is desired, as is access to professional knowledge and expertise to help
persons with disabilities understand their travel options. The Re (envision) H.S.R.
initiative and Age-Friendly Hamilton link well into a vision of universally accessible,
inclusive services that meet the needs of a diverse and growing population as much as is
reasonably achievable.

Assessment of Existing Process and Form

Under the current process, to determine eligibility, individuals complete an application
form describing what disability or condition prevents them from using public transit,
information about their functional abilities, and their current use of public transit, if
applicable. A healthcare professional, including Physician, Nurse Practitioner,
Chiropractor, Registered Nurse (R.N.), Physiotherapist, Occupational Therapist or
Recreational Therapist, is required to provide information and certify accuracy about
the medical diagnosis and how it compromises the applicant’s mobility to use
conventional transit service (H.S.R.), including the date of onset, staging and prognosis.
The health professional is asked if the applicant requires the assistance of a Support
Person in order to travel on conventional transit and/or specialized transit and the
reason, if someone is required.

Applicants submit their completed application to City of Hamilton Accessible
Transportation Services (A.T.S.) for review. The current application indicates that travel
training is available for persons interested in learning how to travel on H.S.R. buses.

The A.O0.D.A. outlines that the City has 14 calendar days to make an eligibility decision
once they have received a completed application. Transit Customer Care

Representatives (C.C.R.) review applications for completeness. If incomplete, they
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follow-up with the applicant requesting the missing information. The C.C.R. compares
the applicant’s responses with that of the health professional and makes an eligibility
determination.

If determined eligible, the applicant is given an A.T.S. client number and mailed an
information package on using specialized transit, a guide to using Taxi Scrip, and any
other supplementary information that may be required. For example, during COVID-19,
applicants received information on safety protocols. Registered A.T.S. clients can begin
booking specialized transit trips and purchasing Taxi Scrip once they are set up in the
system.

Applicants can appeal a decision made by A.T.S. regarding their level of eligibility for
specialized transit service. A form is provided on the A.T.S. website for a person to
complete and submit, including the reason for the appeal. Individuals, or a
representative, may appear before an A.T.S. Eligibility Appeals Panel. A.T.S. uses a third
party assessment process to offer an independent process. One request for an appeal
was received in 2019.

3.3.1 Summary of Existing Registrants

In 2019, A.T.S. processed 3,378 applications. Table 5 below shows a breakdown of the
eligibility outcomes in 2018 and 2019. Less than 1% of all applications received were
denied in 2019, with the majority of applicants (76%) receiving unconditional eligibility
and another 18% approved for temporary status. Hamilton currently uses a very
‘generous’ eligibility process based on a health professional verifying an applicant's
information. This results in almost all applicants receiving full eligibility for specialized
transit in the categories of unconditional, temporary or visitor. One percent or less are
assessed as conditionally eligible. As transit systems continually improve the
accessibility of their services, more persons with disabilities applying for specialized
transit are being assessed as conditionally eligible, that is, have the ability to access
conventional transit for some or all of their trips.

In addition, Hamilton has no process in place for reassessment of existing registrants
and has maintained those who were deemed eligible prior to 2012 (legacy registrants).

As concluded in the Audit, there are opportunities to improve the application process

\  for specialized transit.
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Table 5: 2018 and 2019 New Applicants - Summary of Eligibility Outcomes

Type of Eligibility

| 2018 (#) | 2018(%) | 2019 (#) | 2019 (%)

Unconditional 2,608 81% 2,551 76%
Conditional - Seasonal 10 0.3% 30 1%
Temporary 439 14% 616 18%
Visitor 101 3% 139 4%
Not eligible 0 0% 5 0.1%
Other (pending; unable to 16 1% 37 1%
process; e.t.c.)

Total 3,204 100% 3,378 100%

The preparation of this report created an opportunity to undertake an analysis with key
Transit Division staff to help build a critical path forward to implement the
recommendations of the Audit. The following Strengths, Challenges (Weaknesses),
Opportunities and Threats were identified through an interactive workshop:

Strengths

e Council Support: Hamilton City Council requested the Audit and are engaged in
improving processes for this important transit service;

e Leadership Commitment: Transit leadership is committed to making
improvements guided by evidence-based decision-making. An organizational
change to re-establish a Manager of A.T.S. position will assist in creating a
champion to lead the required improvements; and,

e Dedicated and Committed Staff: An existing complement of administrative A.T.S.
staff are supportive of standardized processes and policies and bring a
commitment to serving specialized transit customers. There is potential to
manage roll out of reassessment with current staff if done at a reasonable pace
(i.e. not all at once).

Challenges

e Capacity and Expertise: There is limited staff capacity and expertise within A.T.S.
to implement the required processes and policies needed to sustain these
improved processes. A more robust application process, travel training and an
integrated service (Family of Services) requires personnel with expertise and

N\ capacity to implement and sustain improvements over time;
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e Lack of Continuity: Since 2009, when the Nelson\Nygaard report presented a
way forward and the City began the journey of improving the application process,
there has been a turnover of personnel which has stalled the advancement of
improvements; and,

e Access to Information: A.T.S. administers the application process and client
information. Management of client profile and eligibility information is
performed by A.T.S. staff and is not within the scope of the contractor for
specialized transit reservations, scheduling and trips. To enable more conditions
of eligibility, detailed eligibility criteria specific to individuals would need to be
available to the contracted Reservationists to administer trip by trip eligibility.

Opportunities

¢ Implementing Audit Recommendations: The Audit offers A.T.S. an opportunity
to update its processes to align with best practices and advance a Family of
Services (integrated service delivery) approach to support individuals to access
the level of service that matches their abilities; and,

e Access the Right Expertise: There is an opportunity to increase the capacity of
A.T.S. staff with the required expertise and qualifications to advance and sustain
a more integrated service across conventional and specialized transit service
offerings.

Threats

e Change for Stakeholders: The Advisory Committee for Persons with Disabilities
expressed concern that people will lose access to services and/or will not get the
service they need. Not all healthcare providers fully comprehend the abilities
required to use transit - more education is needed to ensure a good
understanding of improved accessibility of transit, overall; and,

¢ No Reassessment: Reassessment has been a decision by Council. The Audit
report notes that the City maintained the status of all existing A.T.S. clients as of
November 1, 2012 when the A.0.D.A. eligibility requirements were adopted,
meaning these clients were automatically given unconditional eligibility without
being reassessed under the new eligibility criteria. No ongoing reassessment of

A.T.S. registrants is happening. This does not align with prevailing or best

\ practices across the industry.
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3.4 Benchmark Review

A benchmark review was completed with a number of peer specialized transit agencies
to determine best practices and lessons learned. The following section summarizes the
key highlights from interviews conducted with each of these agencies on their
application process.

3.4.1 Application and Eligibility Assessment Process

Similar to Hamilton, peer agencies require applicants to provide detailed information
about the conditions that prevent them from using conventional transit, and request
medical verification. In addition, an in-person component is undertaken by many to
varying degrees using personnel with qualifications in health care fields.

An in-person interview typically involves a one-on-one meeting with an applicant that
takes approximately 20 to 45 minutes to observe and review the person’s abilities to
access conventional public transit. An in-person assessment involves undertaking
standardized tests to determine an applicant’s abilities specific to the skills required to
make a trip on conventional transit.

Calgary Transit Access in-house staff, with health care qualifications, meet with a large
portion of applicants (90%) to assess their abilities using applicable tools, as required.
London Transit contracts with an Occupational Therapist (O.T.) to meet with
approximately 90% of applicants to understand their abilities and determine eligibility.

York Region and Durham Region both employ internal staff with healthcare
qualifications to administer the application process and determine eligibility.

Grand River Transit, Peel Region and the T.T.C. Wheel-Trans use an ‘eligibility key’ to
assist their internal administrative staff to compare an applicant’s responses with that of
the healthcare professional completing the medical verification portion. These three
agencies then access an external health services organization to undertake in-person
interviews/assessments for a portion of applicants ranging from 50 to 70% in Kitchener
Waterloo to 10 to 15% in Peel and the T.T.C.

Regina Transit reports that they receive a large portion of their applications from long
term care facilities and persons participating in day programs. These individuals have
\_undergone a detailed assessment to qualify for other services that Regina Transit
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accepts as an equivalent. About 5% of other applicants participate in an in-person
meeting with the agency.

Ottawa outsourced its specialized transit application and eligibility determination
process to Lifemark Health Services in 2017. Occupational Therapists review applications
and make the determination. An in-person component is a potential part of the process
if required. So far, only one in-person assessment has been undertaken.

The Nelson\Nygaard report in 2009, recommended an in-person component for all
applicants to ensure an equitable process for determining eligibility for specialized
transit as well as to ensure that applicants understand their available travel options.
C.U.T.A.’s Canadian Code of Practice for Determining Eligibility for Specialized Transit
(2013) also emphasized the importance of the in-person component to deliver accurate
assessments of abilities. In addition, Easter Seals Project ACTION guide, p.3-17,
Determining ADA Paratransit Eligibility — An Approach, Recommendations and Training
Materials (updated December 2014) notes ‘including in-person interviews in the process
typically results in finding far more applicants able to use fixed-route services some of
the time’.

Conditional Eligibility

In the category of conditional eligibility, the individual can be reasonably expected to
make some trips on the conventional service under certain conditions.

Less than 1% of existing Hamilton A.T.S. registrants are categorized as ‘conditional’. An
opportunity exists to increase conditional eligibility with a more robust assessment
process. Existing conditions of eligibility are currently based on:

e Seasonal - ability to travel on conventional transit during summer monthly only;
and
e Trip by trip - travel to approved locations only.

A small number of applicants are assessed as seasonal, that is, 0.3% in 2018 and 1% in
20109.

Other specialized transit agencies apply more conditions of eligibility. Calgary Transit
Access uses these ten conditions which make up about 65% of their registrants: Snow

N
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and ice; Cold weather; Hot weather; Rush hour; Dusk to dawn; Travel Training; Path of
travel; Cannot transfer; Distance; Attendant required (mandatory P.C.A.).

T.T.C. Wheel-Trans assign these conditions as they advance their Family of Services
initiative: Accessible T.T.C.; Unfamiliar Routes Only; Life Sustaining Treatments;
Travelling Alone; Darkness; Rush Hour A.M.; Rush Hour P.M.; Summer Service; Winter
Service. Most recent data indicate that 64% of active registrants have conditional
eligibility.

In York Region, regardless of any disability, everyone starts off with conditional eligibility
and is approved for Family of Services unless temporary or seasonal. Only after
unsuccessful travel training would they be determined as unconditionally eligible.

Conditionally eligible registrants typically make less trips on specialized transit, due to
the opportunity to use conventional transit for a portion of their trips. The existing
Hamilton application process is not set up to identify conditional registrants. By
adopting more specific conditions of eligibility, including an in-person component for a
large portion of applicants, A.T.S. can advance its processes to more accurately match
service level to applicant abilities.

Hamilton has an opportunity to increase the conditions of eligibility to support a family
of services or integrated service model. Trip by trip eligibility is a foundational
component of a Family of Services or integrated service approach.

3.4.3 Reassessment of Registrants

Reassessment or recertification, as it is sometimes called, involves reviewing existing
registrants’ eligibility for specialized transit after a specific time period to assess any
changes in their abilities as well as improvements to the transit service’s accessibility
and advancements in assistive devices. Reassessment enables the transit service to
ensure good matching of services available to those with the greatest needs and
supports a continuous improvement approach to service delivery.

Reassessment of individual registrants is typically completed every three to five years
and is incorporated into the agency’s application review processes.

As noted in the Audit Report, A.T.S. has approximately 3,800 legacy active clients who

\ use DARTS and/or Taxi Scrip accounting for about one quarter of DARTS trips and Taxi
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Scrip booklets sold in 2018. In addition, those persons registered after 2012, have not
undergone a reassessment process.

Most peer agencies have completed a reassessment of specialized transit registrants
within the past few years or have a three to five-year reassessment cycle. Calgary,

and Grand River Transit set a maximum eligibility period at the time of

registering for the service. This builds the reassessment into the administrative

processes of these organizations. The benefits of reassessment include maintaining
current and accurate information, ensuring fairness and equity is applied across the
board and verifying that customers continue to be aligned with the right level of service

Table 6 below outlines peer agency approaches to doing reassessment of registrants:

Table 6: Peer Approach to Reassessments

Agency Approach to Reassessment

Regina Five-year maximum eligibility

Calgary Grant eligibility for a maximum of three years

G.R.T. Eligibility expiry dates of three to five years set by Eligibility Specialists
at the time of application approval registrants with permanent
disabilities

Ottawa Reassessments delayed due to pandemic — planning to do three year
renewal process

D.R.T. Currently reassessing registrants prior to 2015; considering
implementing a reassessment cycle

T.T.C. New eligibility process implemented in 2017. No reassessment unless
registrant submits updated information to change conditions

Peel In 2017, completed reassessment of registrants with change in

TransHelp conditions of eligibility

Y.R.T. If customers don’t travel in 18 months, they are asked to reapply. If
they don’t, they become inactive. Reassessed if some reason arises to
do so. Otherwise, only for temporarily eligible registrants

London A mass reassessment undertaken as part of an eligibility update.
Otherwise, only temporarily eligible registrants are reassessed

N
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3.5 Recommendations

Based on the above assessment, the following changes to the application and eligibility
determination process are recommended.

3.5.1 Application Process

It is recommended that the application process be reviewed and updated to:

Request potential applicants to make an initial contact to A.T.S. so that staff may use a
structured screening process to assess if applying for specialized transit is appropriate.

Update the application form using information from peers to advance a Family of
Services approach including travel training. Specific examples include York Region
MobilityPLUS; T.T.C. Wheel-Trans; and Calgary Transit Access.

3.5.2 Increase In-House and Contracted Expertise and Capacity

It is recommended that A.T.S. engage health professional expertise to assess applicants’
abilities and determine eligibility, and that A.T.S. establish an in-house Transit Abilities
Coordinator position (1 Full-time equivalent). It is important that the person filling this
position have qualifications in relevant healthcare services to administer the application
process and to build internal capacity that supports a robust in-person evaluation
component. Sample position descriptions are available from peers with similar roles. In
addition, the Transit Abilities Coordinator can support travel training and orientation of
specialized transit riders and work with the proposed Accessible Transit Coordinator
(Travel Trainer) to implement improvements and coordinate efforts.

With an updated eligibility process, an enhanced customer appeal process will be
required in order for applicants to request a review of their decision, including denial of
specialized transit and the conditional eligibility assigned through the determination
process.

It is also recommended that A.T.S. re-establish a contract with a third-party health
services provider to complete more detailed abilities assessment, when required, and to
undertake an updated appeals process.

N
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3.5.3 Conditional Eligibility

It is recommended that A.T.S. increase conditions of eligibility as part of the intake
process to include the following:

e Snow and Ice (formerly Winter Only or Seasonal) - it is more specific to the
hazard experienced by individuals with conditions that expose them to falling;

e Hot weather and/or Cold weather;

e Dusk to Dawn (Darkness);

e Travelling Alone (No escort) - able to use specialized transit when alone. If
accompanied, can access conventional;

e Unfamiliar Routes Only or Unfamiliar Destinations - have not travel trained to
access these routes/areas;

e Extreme Fatigue (Life Sustaining Treatment) - unable to use conventional after
treatment; and,

e Accessible Transit / Family of Services (Integrated Service) - able to travel on
accessible conventional service and needs specialized service for portions related
to path of travel barriers, distance, time of day, e.t.c.

3.5.4 Reassessment

It is recommended that A.T.S. set a maximum eligibility limit of three to five years for
new applicants. For existing registrants (both active and inactive), including Taxi Scrip
Only, it is recommended that they be reassessed using the updated application process
and Family of Services approach in order to ensure those with the ability to use the now
more accessible conventional transit for all or a portion of their travel needs and / or
with supports such as travel training are aligned with the most appropriate service level.
A more detailed discussion on the integrated service model is provided in Section 4.0 of
this report.

The reassessment should be completed over a four-year time period and if the
recommended Transit Abilities Coordinator is adopted, this increased internal capacity
could assist as well as the Customer Service Representatives who would no longer be
required to do the full assessment of applications.

N
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3.6 Potential Cost Savings
The four recommendations above are expected to lead to a reduction in registrants and
the average trip rate made on specialized transit per registrant. The following
assumptions were used to calculate potential cost savings.

3.6.1 Application Process:

1. Initial contact with staff when applying for specialized transit services can be
accommodated within existing resources available within the A.T.S. Section of the
Transit Division. No additional staff required.

2. Updating the application form can be completed in-house using existing
resources. This will need to be updated on the City website, which can be done
internally. It is assumed that the majority of these changes can be completed
with existing resources and a one-time budget of $5,000 is expected to cover
external resources to support full accessibility of materials.

3. In-house Transit Abilities Coordinator salary assumed to be $100,000 ($80,000
salary and 25% benefits).

4. Third Party health services provider to complete assessments for more complex
needs and to support an updated Appeals process - $120,000 annually.

5. Taxi fares for applicants that do not have transportation to attend in-person
assessments (assume 30% of applicants). Estimated to cost of $22,000 annually.

6. Keeping citizens informed and engaged is a key success factor. Budget $5,000
annually for communications and engagement initiatives regarding the
application process and reassessment (see below).

7. Revised application process anticipated to result in the following (which is
illustrated in Table 7 below):

a. A 20% reduction in number of applications made for A.T.S. services in first
year after implementing in-person component;

b. Anincrease in number of Conditional registrants to 30.6% by 2026 and
40.6% by 2031;

c. Anincrease in application denials to 3%; and

d. No change in Temporary/Visitor registrants assuming Visitors are accepted
under reciprocal agreement with peers.

N
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Table 7: Change in Eligibility Type by Year (% of Total)

Year ‘ Unconditional ‘ Conditional \ Temporary \ Visitor
2019 91.11% 0.47% 6.83% 1.59%
2026 61.0% 30.6% 6.83% 1.59%
2031 51.0% 40.6% 6.83% 1.59%

8. The number of trips made by each type of registrant is assumed to remain the
same for unconditional, temporary and visitor registrants. For conditional
registrants, this was increased from 32.67 trips per registrant to 50% of the trip
rate of unconditional registrants (as noted in Table 8 below). This is a
conservative estimate since the existing trips per registrants is based on a very
small sample size.

Table 8: Change in Trip per Type of Registrant

Year ‘ Unconditional ‘ Conditional \ Temporary Visitor

2019 98.04 32.67 36.92 31.09

2026 98.04 49.02 36.92 31.09

2031 98.04 49.02 36.92 31.09
3.6.2 Conditional Eligibility

1. No cost in changing the application to include more conditional eligibility.

2. Registrants who have conditional eligibility typically make fewer trips on
specialized transit than registrants with unconditional eligibility. This is because
certain trips can be made on accessible conventional transit routes (based on the
conditions of eligibility noted). This will increase further if an Integrated Service
Model is in place (see Section 4.0 of the report).

3.6.3 Reassessment Process

1. This can be completed using existing staff and the recommended Transit Abilities
Coordinator, spread over a four-year period.

2. Staff would reassess all registrants starting with those taking the most trips and
have been registered for more than three years.

3. Reassessment is expected to achieve the following results:
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a. 10% of active registrants would choose to not maintain their status (not go
through the process);

b. 70% of active registrants that go through reassessment would maintain
unconditional eligibility; and

c. 30% of active registrants that go through reassessment would move to
conditional eligibility.

Based on the following assumptions, the implementation of the above
recommendations will result in an initial investment of $5,000 for office equipment and
set up of a new staff person, an annual investment of $5,000 for communications and
engagement, an annual investment of $22,000 to pay for taxi fares to support
transportation for a portion of applicants to in-person assessment interviews, and an
ongoing investment of $220,000 for an in-house Transit Abilities Coordinator and an
external Third Party contractor.

A change management plan should be developed to ensure an effective change
management strategy is prepared and implemented to support a successful
implementation of these improvements. This is estimated to cost between $15,000 to
$30,000 for the strategy and an additional $30,000 for implementation.

These costs, along with the potential reduction in registrants and trips per registrant
were added to the baseline financial model to determine any potential cost savings that
would occur with the implementation of the above recommendations. This is illustrated
in Table 9.

Table 9: Potential Cost Savings for Updated Application Process

Ridership and Costs ‘ 2019 2022* 2026 2031
Baseline Specialized 940,083 984,100 | 1,057,000 | 1,174,900
Transit Trips

Reduction in Specialized

Transit Trips from New Not -38,500 254300 | -281,600
Application Process and applicable

Reassessment

Adjusted Specialized 940,083 945,600 802,700 893,300
Transit Ridership

Baseline Operating Cost $25,420,913 | $26,642,300 | $28,526,900 | $31,575,900
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3.7

Ridership and Costs 2019 2022* 2026 | 2031
Reduction in Operating Not
Costs Based on Change in applicable -5943,496 | -$6,391,307 @ -$7,248,038
Application Process
I fT it Abiliti N
Salary of Transit Abilities ot +$100,000 = +$100,000 = +$100,000
Coordinator applicable
Third-Party Contractor Not
(Detailed Assessments/ . +$120,000 +$120,000 +$120,000
applicable
Appeals)
Transportation for a
. . Not
portion of in-person ) +522,000 +522,000 +522,000
. . applicable
interviews
One-time Set-up Costs Not
(office) and ongoing . +$10,000 $5,000 $5,000
R applicable
communications, e.t.c.)
One-time Change Not
+
Management Costs applicable >60,000 20 20
Total ing C ith
otal Operating Cost with ' «, ¢ /51 913 | $26,008,600 $22,381,300  $24,576,800
New Application Process
Cost Difference S0 -$633,700 -$6,145,600  -$6,999,100

*Note: Based on Year-One of Implementation and does not account for the impacts of

COVID-19

Overall, the implementation of the above recommendation is anticipated to result in

annual savings of $6.1 million by 2026 and $7.0 million by 2031 from ‘business-as-usual’

costs in the during the same horizon years. Much of this is due to the reassessment of

existing clients and the reduction in trips made on specialized transit by conditionally

eligible registrants.

Next Steps

There are a number of other benefits that will be realized through the revised
application process noted above. These do not have monetary value.

A robust, abilities-based application process exposes citizens to the broad range of

accessible services available to them in their community. It supports independent living

and people sometimes with severe disabilities learn that they can do it and may not
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If approved, recruiting the Transit Abilities Coordinator to support the work required to
update the application and eligibility determination process is the priority.

\_
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Integrated Service Model / Travel Training

Supporting people to get to the places they need to go is at the core of public transit’s
reason for being. Making transit systems more and more universally accessible is a
vision municipalities share in order to meet the needs of as many travelers as possible.
Access to conventional transit that is accessible and functional has benefits for both
riders and transit agencies. It offers the greatest level of freedom and flexibility for
riders with a diverse range of abilities and needs.

Determining eligibility is about supporting individuals to access the right transit service
for their needs. It necessitates focusing on a person’s ability to use conventional transit
under the right circumstances and the right conditions. With more and more accessible
features and a customer experience focus becoming prevalent in transit agencies, an
integrated approach to delivering services to people with different abilities is growing.
Supporting use of conventional transit through travel training, good policies and
procedures to create a supportive environment that welcomes persons with different
abilities are elements of an integrated service model (also known as Family of Services).

Trending towards more integrated service, many agencies began offering this type of
service in the 2000s. Low floor accessible buses started operating in the early 1990s with
the majority of transit systems now deploying fully accessible fleets. As conditional trip
by trip eligibility is integrated into the initial application and eligibility determination
process, people applying for specialized transit can be assessed using a more accurate
approach to match abilities with the service required to meet their needs.

As the costs of specialized transit service grows, transit agencies are exploring ways of
integrating fixed-route and specialized transit in ways that remain consistent with the
intent of legislation such as A.0.D.A. and continue to improve accessibility for all
passengers, regardless of ability.

One of the most effective means of managing the costs of providing specialized transit
services is shifting riders to accessible conventional transit service for part, or all, of
their trip. The remainder of this section will examine the benefits and potential cost
savings that would result from the development of a more integrated service delivery

model for current specialized transit users, and the role that travel training could have in
\_enabling a shift to conventional transit use and more integrated trips.
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4.1 Auditor Recommendation

Recommendation #8 of the City Auditor’s Report directs that the merits of different
service options should be explored as a means of reducing costs, including adopting an
integrated service model and expanded travel training.

Integrated service models are used or being introduced in Durham, York, Calgary and
Toronto, and involve individual trips being provided by more than one accessible vehicle
or by a combination of specialized and conventional transit service.

The report surmises that transit costs to the City will be reduced if more registered
specialized transit customers use accessible fixed-route transit, even for part of their
trip. The City Auditor suggests that this service model may be effective “within the
H.S.R. service area where a client’s most limiting factor is the distance they must travel
to the nearest bus stop”.

A key element to the successful transition of clients from specialized service to
conventional transit is the provision of travel training. The City Auditor’s Report states
that travel training could be expanded to include a wider range of transit customers,
including those who only use conventional transit, or do not yet use transit at all. The
report also suggests that “a more inclusive training program may be beneficial if A.T.S.
implements an eligibility renewal program or adopts an integrated service model”.

This section of the report assesses the potential of this Auditor recommendation to be
realized in Hamilton, and the potential for cost savings.

4.2 Background

4.2.1 Vision

A workshop was held with Transit Division staff to identify their vision that integrates
conventional services with specialized transit to promote independence, inclusion and
self-sufficiency for the customer. Operationally, the services would function in tandem.
Staff would be trained on the service provision of both components with
communication and information flowing freely between them to optimize service
provision and enhance the customer experience. Operators of conventional transit

would be familiar with categories of disability used by A.T.S. and be prepared to support
\__customers of all abilities in using conventional service. Accessible infrastructure would
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be prioritized as a standard practice, ensuring that all users can safely and reliably
access transit services.

Defining and Integrated Service Model

An integrated service model would encourage the use of any type of transit service
available to help a registered specialized transit client make their trip, subject to the
conditions of their specialized transit eligibility. This typically would involve providing a
multi-modal trip booking when the conditions of a client’s eligibility are not met. For
example, when a client calls to book a specialized transit trip, based on their eligibility,
their trip might involve the customer using specialized transit at either or both the start
and/or end of their trip to access an accessible fixed-route (conventional) transit service
at an accessible fixed-route station, terminal or stop.

The reduction of the trip distance being provided by specialized transit service provides
a proportional reduction in operating costs for that trip, while also ensuring that the
specialized transit service is more likely to be available to those that cannot use an
accessible fixed-route service. By contrast, when a client has unconditional eligibility, or
conditional eligibility but their conditions are present, they will still receive a door-to-
door specialized transit trip.

In deciding whether or not an integrated trip is appropriate, most transit agencies also
consider the following elements:

e How many transfers/legs would the integrated trip require? Is the client capable
of making them?

e Does the transfer location provide a safe, comfortable, and accessible waiting
environment? Are there staff available at the transfer location to assist in the
transfer if required?

e Does the conventional route that the client would be transferring to provide
frequent and reliable service?

e Does the specialized driver need to wait for customers to board their next
vehicle?

e |Isthe leg of the trip which would be made on conventional service long enough
to justify the transfer? Are clients being inconvenienced by adding a transfer for
only a short trip on conventional transit?

N
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e Will the client have a similar trip duration for an integrated trip as they would a
door-to-door trip?

4.2.3 Customer Benefits

An integrated service delivery model has the opportunity to introduce riders to
conventional service who otherwise may not have chosen to use it independently. The
conventional portion of an integrated trip would include an additional level of support
from a booking agent, as well as travel training if it is provided, which may serve to
reduce uncertainty about using conventional service. Furthermore, if a customer
becomes comfortable using conventional service as part of an integrated trip or
independently, this would increase their overall mobility and could be seen as an
improvement in service.

4.2.4 The Role of a Travel Training Program

Travel Training is a service that teaches new and potential transit users how to plan and
successfully complete trips on conventional transit. It can be targeted to existing and
prospective specialized transit customers to promote their use of conventional service
where possible, particularly in cases where a registrant is conditionally eligible for
specialized service.

Providing travel training may also result in customers eligible for specialized services
electing to use conventional transit, in order to take advantage of the increased
flexibility and mobility it provides. Training may also be provided to users who have
never been eligible for a specialized (or integrated) trip, providing education and
awareness of how to use transit services to a wide range of audiences such as seniors,
students and newcomers. A generalized travel training program may also divert or
postpone registration for specialized transit services.

Elements of a travel training program may include:

e Group sessions providing general information about how to use transit;

e Written materials and brochures, including trip planning guides;

e Using an out of service bus to practice boarding and alighting with or without a
mobility device;

N

City of Hamilton

Review of A.T.S. Eligibility Determination Process and Services “\\\\\\\“\W/
- Final Report /
September 2021 — 21-1969 DICLON



Appendix "A" to ReR&@WZ’]@@ of 264

Page 53 of 131
4.0 Integrated Service Model / Travel Training 33

/;

e One-on-one on-street training wherein a Travel Trainer accompanies a customer
through a trip from origin to destination or for a portion of the trip; and

e Partnering with community organizations that serve persons with disabilities and
seniors to support them with information and tools to provide transit training as
part of their programs.

4.2.5 Travel Training for Integrated Service Delivery

Travel Training is often offered in conjunction with an integrated service model,
providing customers the opportunity to learn how to transfer to and from conventional
portions of an integrated trip. Many conditionally registered persons with disabilities
may be able to use conventional transit for part of their trip, but accessing or
transferring to conventional service may present additional complexities. In many cases
these barriers can be overcome for recurring trips made through one-on-one training, in
which a Travel Trainer helps the customer identify the correct platform or location to
board a conventional vehicle, board the vehicle, pay their fare, secure their mobility
device (if applicable), identify their stop, disembark, and find their specialized vehicle to
transfer to (if applicable). In some cases, the training may also include how to plan a trip
using maps and timetables.

4.3 Assessment of Existing Travel Training Program

A.T.S. has an existing Travel Training program in place for persons with developmental
disabilities. The program is contracted to an outside organization to recruit participants
and train them to use transit based on a combination of classroom and one-on-one on-
bus training. The City provides a contract of $175,000 per year to train 100 participants
to the Community Access to Transportation Program (C.A.T.). It should be noted that the
program was temporarily discontinued due to the COVID-19 pandemic, although C.A.T.
offered virtual training online from March to June 2021 under the terms of a revised
interim funding agreement with the Transit Division.

The strengths and challenges of the existing program were assessed, as well as the
potential external opportunities and threats that should be considered in expanding the
travel training program.
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Strengths

e Travel Training Curriculum: A.T.S. has access to the fully developed travel
training curriculum currently being used by the Community Access to
Transportation Travel Training program provided to participants with
developmental disabilities, and there is a high level of awareness of the program
within the special education departments of local high schools. This provides a
strong foundation upon which the expansion of the Travel Training program can
be built and tailored to meet the unique needs that may arise to ensure that
some specialized transit users have individualized help; and,

e Train-the-Trainer: A.T.S. could pursue a “Train-the-Trainer” program using the
existing curriculum and community networks. A.T.S. could train community
advocates or organizations on the use of the conventional transit network, and
then provide them with support (e.g. maps, timetables, tickets) as they assist
their clients in navigating the conventional network.

Challenges

¢ In-House Resources: There are no in-house resources available to staff a
dedicated coordinator for Travel Training, should that be required. It is also
anticipated that an increase in budget to account for an additional staff member
will not be available unless there is evidence that doing so will directly reduce
specialized transit trips or trip costs. As noted above, however, it is possible that
A.T.S. could leverage the existing Travel Training budget to hire a Travel Trainer
and use existing materials and community partners to offer expanded travel
training;

e Communications: In order to identify specific trips that a customer could be
trained on and what service should be offered to a travel trained customer, new
communication processes would need to be in place between A.T.S. and the
specialized transit services contractor, and conventional H.S.R. scheduling
information would need to be integrated in the specialized transit scheduling
software. This would require additional functionality and training on the Trapeze
software.
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Opportunities

e Community Partners: There are a number of potential partners in the broader
community who could participate in the Travel Training program in some
capacity. High school and university students could be recruited as trainers as
part of required volunteer hours or as summer student positions;

e Peer-to-Peer Training: There are also models wherein individuals who have
disabilities conduct travel training, which has the added benefit of peer-to-peer
interactions which may increase uptake; and,

e Funding: There is potential government funding support available for these
positions. The Nelson\Nygaard report recommended hiring an internal resource
to champion awareness and training, which would offer additional capacity
internally to advance improved accessibility.

Threats

e COVID-19: COVID-19 has restricted the ability to conduct in-person training,
which is essential for on-bus experiential learning, and to build comfort with
using the network; and,

e Customer Participation: There is hesitancy on the part of some customers to
participate in Travel Training as they may wish to remain on specialized transit
service.

Assessment of Accessibility of H.S.R. Service

The successful roll out of an integrated service delivery model is contingent on a
conventional transit network which offers safe, accessible, and reliable service. The
following section provides an overview of the existing network, including its strengths,
challenges, opportunities and threats.

Strengths

e Fleet: The entirety of H.S.R.’s bus fleet is equipped with accessible low floor
buses which provide access for customers using wheelchairs, scooters and
walkers. These vehicles have ramps that can be extended to create a flat surface
for boarding and alighting with no steps. All buses have the International Symbol

for Accessibility on the front and side of the vehicle to indicate this feature. Each
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bus has two rear-facing wheelchair spaces which can accommodate persons
using wheelchairs and scooters within the standard size of 30 feet wide by 48
feet in length. Conventional buses are also equipped with features which provide
automated verbal on-board announcements and electronic visual display of all
destination points or stops while the vehicle is being operated on route. If this
system is inoperable, then operators will provide manual verbal announcements
of all destination points or stops;

e Driver Training: All staff are required to complete A.O.D.A. Customer Service
Awareness Training. As well, training regarding accessible service is incorporated
as part of the hiring process. The role of operators in integrated trips, both
conventional and specialized, would need to be clearly established through
policies and procedures. This information must also be clearly communicated to
the customer;

e Bus Stop Infrastructure: H.S.R. established Transit Bus Stop Accessibility Criteria
& Guidelines in 2014 which can be used to identify which bus stops are
accessible. The criteria do not consider the context of the site outside the
immediate vicinity of the stop itself in terms of cleared pedestrian infrastructure.
H.S.R. is in the process of developing a software to manage and maintain a
database of accessible bus stops in the system. There is interest in making this
database available publicly to further promote the conventional service’s
accessibility. At time of writing, approximately 65% of H.S.R. stops are currently
deemed accessible, which will increase to 69.1% by the end of the 2021
construction season based on planned upgrades; and,

e Community Awareness and Promotion: The Transit Division hosts an Annual
Transit Accessibility Public Event, which provides the opportunity for the agency
to share information and updates regarding accessible transit service to
customers as well as an opportunity for customers to provide feedback and input
regarding areas of interest and concern.

Challenges

¢ Incident Management Process: Implementing an integrated service delivery
model requires a strong incident management process to support vulnerable
persons using conventional transit. The transfer process between specialized
\ transit service to conventional transit can present risks such as bus pass-ups, loss
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of power in a motorized mobility device, or unexpected service disruptions.
H.S.R. would benefit from having stronger policies in place to mitigate potential
issues. Further, as existing H.S.R. supervisor vehicles are also not accessible, it is
noted that H.S.R. would a benefit from having accessible supervisory vehicles to
provide on-site support as a means to address some of these risks (e.g. transport
a non-ambulatory specialized transit. passenger that was not able to board a
conventional bus);

e Route Frequency: There are two personal mobility device (PMD) seats available
on conventional buses which would limit the number of non-ambulatory
customers able to board a given trip. The selection of bus routes used for
integrated trips would need to take route frequency into account as this high
frequency (e.g. every 15 minutes or less) reduces the negative impacts of a pass-
by in such a scenario. In the current network, approximately 5 routes have a peak
frequency of every 15 minutes or less;

e Booking, Scheduling and Dispatching: Booking, scheduling, and dispatch of
specialized trips is currently the responsibility of the contractor for specialized
transit (DARTS). The lack of integration between scheduling software used for
conventional service by H.S.R. and specialized service by the contractor would
need to be overcome, by investing in software upgrades or changing the entity
responsible for booking trips;

e Travel Training: A robust travel training program, integrated trip orientations,
and public promotions regarding the accessibility of conventional service are
essential for the successful implementation of a Family of Services model.
Internal capacity and staff resources must be built up and a thorough, strategic
action plan developed to support these initiatives;

e Layover Area for Specialized Transit Vehicles at Terminals/Stops: Best practice
involves the identification of accessible terminals, stations and stops where the
transit service provider has determined that eligible specialized transit users can
be dropped off, picked up, and wait unaccompanied in order to transfer between
specialized and conventional transit. Through discussion with Transit Division
staff, it was determined that there are only two transit terminals in the network
that have room to accommodate a layover area for a specialized transit vehicle;
and,
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e DARTS Dedicated Contract Model: The contractor for specialized transit services,
DARTS, contracts 59% of its trips to three (3) dedicated Subcontractors to deliver
service (2019 data). The Subcontractors charge DARTS a flat fee for every trip
delivered. There is no adjustment in fee based on the number of rides that are
shared in the vehicle or the distance of a trip. One of the challenges with this
model under an integrated service delivery approach is that integrated trips may
cost DARTS more, even if the overall length of the trip on DARTS is less. For
example, a single 15 kilometre door-to-door trip provided by a dedicated
subcontracted service would be one flat fee of $22.40 (2019 average based on all
subcontractors), while an integrated trip with a two kilometre DARTS drop-off at
terminal and two kilometre DARTS pick-up at the end of the conventional portion
of the route would be considered two trips, and would be a total fee of $44.80.
Existing DARTS scheduling practices do not prioritize placing trips on in-house
dedicated service, which charge by the hour and would see cost savings under an
integrated model. The contract pricing model would need to change in order for
an integrated trip model to be more cost effective than the existing door-to-door
model.

Opportunities

e Expansion of the Network: The H.S.R. network currently provides good coverage
of the city, and many destinations are within fairly short access of existing
conventional transit service. As the H.S.R. fleet is 100% low floor accessible, and
the number of accessible stops is increasing every year, the Integrated model
becomes easier to implement, and a more viable option for specialized transit
users. Planned future investments in both LRT and the BLAST network will further
enhance the viability of the integrated service model by introducing more reliable
and high frequency routes across the city which specialized customers could use.

Threats

e Customer Participation: It is likely that some specialized clients would dislike
transferring or making use of the conventional transit network. Accustomed to
receiving a door-to-door specialized trip, it is possible that the integrated model
will not be well received, and if optional, it is likely that at least in the beginning,

\ few specialized users will choose to use this option. To mitigate this threat,
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change management will be required, including discussion and consultation with
stakeholder organizations and A.T.S. customers. As well, ensuring that the service
quality (e.g. frequency, on-time performance) of routes used in integrated trips is
of a high standard may increase customers’ willingness to transfer to
conventional service for a portion of their trip.

4.5 Benchmark Review

A benchmark review was completed with a number of peer specialized transit agencies
to determine best practices and lessons learned. The following section summarizes the
key highlights from interviews conducted with agencies that have travel training and
integrated trip models in place.

4.5.1 Eligibility

Peer transit systems interviewed are at various stages of implementing a Family of
Services (integrated service) model. For example, York Region Transit (Y.R.T.) has a high
level of conditionally eligible registrants at 92%. Calgary reports about 65% conditionally
eligible registrants across 10 eligibility conditions. Ottawa reports that it is tying its
adoption of a more integrated service with the rollout of its light rail system over the
next few years. The T.T.C. has adopted nine eligibility conditions for 64% of its
registrants, associated with ability to use fixed-route transit for some trips or portions of
trips and invested in improving key transit hubs to support a more universally accessible
transit system overall. Eligibility decisions tied closely to travel training and integration
with conventional transit are prevalent and deemed essential by the transit systems.

Integrated trip delivery is in the initial stages of implementation in Grand River Transit
(G.R.T.), Calgary and OC Transpo (Ottawa). In these agencies, specific transfer points and
routes have been identified as well-suited for integrated trips, and customers may
voluntarily book trips that include transfers on conventional service. They may be
encouraged to do so in cases where transferring is convenient and may result in time
savings (i.e., transferring to a Light Rail Transit (L.R.T.) vehicle for long-distance trips).

Specialized transit customers using the T.T.C. may be offered integrated trips based on
their eligibility and any associated conditions. When none of their conditions are met in

a given trip, they will be offered an integrated trip. At this time, customers can choose
\_ to opt out of integrated trips; however, this will no longer be available starting in early
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2022, at which time conditionally eligible customers will only be able to book door-to-
door trips when their conditions are met. The T.T.C. has noted that uptake of Integrated
trips has been limited while the program is optional, and that a significant increase in
integrated trips is anticipated when this model becomes mandatory.

Eligibility may also be tied to travel training. For example, Y.R.T. customers will not be
booked for a Family of Service trip until they are travel trained on that specific trip.
However, once they have received and successfully completed training, customers will
not be offered door-to-door trips when travelling between the same origin and
destination under similar conditions or eligibility (e.g. weather).

4.5.2 Integrated Trip Routes and Transfer Points

The success of an integrated service delivery model relies on high-frequency, reliable
conventional service as well as appropriate locations for customers to transfer between
specialized and conventional vehicles. All agencies emphasized the importance of high
frequency on routes used for integrated trips, as this reduces overall trip time, transfer
time, and serves as a buffer in cases where a customer misses their connection or
cannot board the vehicle because there are no available spots. Where higher order
transit or express routes are available like in Toronto, Ottawa, Calgary, York Region and
Waterloo Region, those routes are strong candidates for trip integration. Agencies
without these services can also select routes based on the context of their service area,
such as Durham Region Transit, which emphasizes its Pulse Bus Rapid Transit network
for integrated trips due to availability of long distance, high-frequency routes with
transit priority.

There are a number of important characteristics that must be present in an integrated
trip transfer point in order to facilitate integration. The transfer point must be at a stop
or terminal that a conventional route serves, and the stop or terminal must be
accessible. Sufficient platform or curbside space must be available for the conventional
vehicle to pick up and drop off passengers as well as for the specialized vehicle to drop
off, pick up, and if necessary, wait for integrated trip passengers. Basic amenities such as
lighting, benches, and shelters are required by all agencies for integrated transfer
points.
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Targeted Demographics for Travel Training

4.5.4

The targeted demographics for Travel Training vary across transit systems, highlighting
different goals of each agency’s program. Some programs are intended to support
customers who are not eligible for specialized transit but who require some level of
assistance to comfortably and safely use the conventional service. This approach is
taken by TransLink, Grand River Transit, Calgary Transit and OC Transpo. Calgary is in the
early stages of implementing Travel Training for their “Link” (i.e. integrated) trip
passengers, however apart from this group, Travel Training is not targeted to specialized
transit users. Instead, Travel Training is offered to all members of the community with
the goal of removing barriers to conventional transit. These models may use group
training sessions exclusively, one-on-one training exclusively, or a combination of both.

Another approach of Travel Training targets registered specialized transit users, offering
higher levels of support to use conventional service for part or all of their trip. Regina
Transit does not offer integrated trips and as such their Travel Training program
provides training for customers to fully replace specialized trips with conventional trips.
Other agencies such as Y.R.T. and T.T.C. use Travel Training to support specialized transit
users in completing integrated trips. Y.R.T. links Travel Training to an individual’s
eligibility for an integrated trip; the first time an integrated trip is booked, Travel
Training will be scheduled, and only after it is successfully completed will that customer
be booked on that specific integrated trip. In this way Travel Training is a prerequisite
for integrated trips for Y.R.T. customers, while T.T.C. offers but does not mandate Travel
Training for their integrated trips.

Travel Training Processes

Travel Training can be provided in-house or contracted to an external vendor. OC
Transpo (Ottawa) and Regina Transit fully outsource their Travel Training programs and
do not directly administer the programs. OC Transpo provides “Travel Training passes”
(fare cards) to over 100 local partners such as schools, community agencies, hospitals,
and rehabilitation centres. Trained staff from each of these partner organizations
conduct training sessions independently; OC Transpo’s only involvement is providing the
Travel Training passes. This allows for individuals to receive training from someone who
is an expert in their specific disability, which is beneficial as the barriers to accessing
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transit that must be addressed through the training may differ significantly from person
to person depending on their individual conditions.

Regina Transit partners with a community organization that trains individuals that work
or volunteer with persons with disabilities to administer training to specialized transit
customers. This structure benefits from the positive reputation that the partnering
agency has in the community, as well as the efficacy of a peer-to-peer training
relationship. Travel Trainers have become champions for transit in the community,
helping trainees navigate the physical logistics of accessing conventional transit while
more generally promoting the service in an authentic manner. Regina Transit has a
$10,000 annual contract with the community agency for providing this service.

Another Travel Training model utilizes internal transit agency staff to conduct training.
Some agencies have dedicated Travel Trainers whose primary responsibility is related to
the programs, such as in Calgary and Toronto. Other systems have roles that span
specialized transit eligibility/assessment as well as Travel Training, as is the case in Y.R.T.
and G.R.T.

Calgary Transit’s Travel Training participants are often referred to the program as part of
the specialized transit assessment process if they are deemed not eligible; customers
can also reach out to the agency proactively to request training. The latter is the most
common method for customers to access Travel Training across all agencies, particularly
when there is limited availability of staff. In contrast, Y.R.T. proactively schedules Travel
Training the first time a customer takes a specific integrated trip.

On-vehicle training follows a similar structure across all systems, wherein a Travel
Trainer meets the customer at their home or at the platform of their first transfer point,
depending on whether the training session is for a fully conventional or integrated trip.
The Trainer shows the customer how to read and understand bus schedule information,
identify and board their vehicle, provide fare payment, use any accessibility features
located on the vehicle, identify their stop, exit the vehicle, and identify their transfer to
a specialized vehicle in the case of an integrated trip, or navigate to their end
destination.
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4.5.5 Performance/Cost Savings
All agencies interviewed that operate Travel Training noted positive impacts of the
program, either anecdotally or through quantifiable means such as survey results or cost
reductions. The scope of these impacts varied based on the intended goals and targeted
participants of each agency’s program. These are illustrated in Table 10 below.
Table 10: Potential Impact of Travel Training from Peer Agencies
Agency ‘ Program Structure ‘ Impact
Grand River Specialized and non-specialized | Anecdotal positive public
Transit users response
One-on-one and group sessions
In-house with some community
partnerships
Calgary Non-specialized users only, Successful completion of
Transit except for minimal Link program:
(integrated) trip users e 2019:76% (28 of 37)
One-on-one and group sessions e 2020:92% (34 of 37)
In-house with some community
partnerships (Train the Trainer)
OC Transpo Non-specialized users In 2018, 90% of participants
One-one-sessions (2,465 total) successfully
Administered through completed the program. Of those:
community partnerships e 47% of participants use
transit independently
e 43% are able to use transit
with the assistance of a
support person or are still in
training
Toronto Specialized users 100-150 individuals trained per
Transit One-on-one sessions, group year, with very positive feedback
Commission sessions, phone sessions from participants
Administered in-house
TransLink Open to everyone Post group session surveys
Group sessions indicate increased likelihood to
Administered in-house use conventional transit, more
favourable view of TransLink
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Agency ‘ Program Structure Impact
Regina o Specialized users 90% of participants successfully
Transit . Largely one-one-sessions complete the program
° Administered by Community In 2019, 2,325 conventional
agency, annual $10,000 cost transit trips were taken by

registered specialized transit
users who had received Travel
Training, resulting in
approximately $36,500 in annual

savings
York Region | « Separate program for Very successful in supporting
Transit specialized and non-specialized | customers to use conventional
users service
» One-one-one sessions for 2019: Mobility On Request

specialized users learning
integrated trips

o Group sessions for non-
specialized

e Administered in-house

Operated 9,668 Family of Service
trips saving approximately
$115,700 paid revenue kilometres
- Travel Training integral for
Family of Services trips.

4.6 Recommendations

The following section identifies preliminary recommendations that were costed to
determine the potential for cost-savings to A.T.S.

4.6.1 Integrated Service Delivery Model

An integrated service delivery model should be implemented by the Transit Division,
with an initial focus of one or two routes, with further expansion as the planned BLAST
rapid transit network and L.R.T. expands.

The benchmarking review of peer agencies highlighted the importance of selecting
routes for potential trip integration with short headways and reliable service, with rapid
or express routes particularly suitable for this purpose. A maximum peak headway of 15
minutes is recommended to minimize disruption in the case of a missed connection and
reduce potential need for incident management support.
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Trips that are integrated should provide comparable travel time to the customer as
those that are provided door-to-door. This would suggest focusing on long-distance trips
where the conventional portion of the route is direct and potentially has semi-express
or transit priority features.

Therefore, a successful integrated model requires a comprehensive express or rapid
transit network with specific transfer points that have sufficient space for both
specialized and conventional vehicles through the transfer process, as well as amenities
for customers.

Minimum and desired requirements for both integrated routes and transfer points that
are recommended are provided in Table 11.

It is recommended that the guidelines identified above should be used to assess the
existing bus network to identify potential integrated stops and routes. In the long-term,
the BLAST network, future L.R.T. line and future expansion of GO Rail service would be
ideally suited for the integrated trip model. As infrastructure related to these projects
enters the planning phase, stops, stations and terminals should be designed with
consideration for future specialized trip integration, ensuring dedicated platforms for
this purpose are made available and accessibility features are prioritized.

In the short-term, an integrated trip model should be implemented on one or two
corridors, selecting suitable trips on a case-by-case basis that provide customers with
comparable travel times as direct door-to-door trips and reduce vehicle kilometres on
specialized transit services.

The criteria in Table 11 above was used, along with 2019 specialized transit trip Origin-
Destination patterns to identify potential integrated routes and stations. Two
recommended corridors were identified:

e 10 B-Line Express between Eastgate Terminal and downtown Hamilton; and
e Burlington Transit Route 1 and/or Lakeshore West GO Train between Aldershot
GO Station and downtown Hamilton / West Harbour Station.
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Table 11: Characteristics of Integrated Trip Routes and Transfer Points

Priority ‘

Integrated Route

Integrated Transfer Point

Required | «

15-minute peak headways
or less for bus or light rail
service

Located on a long-distance
arterial or passenger rail
corridor (minimum 10
kilometres in length)
Vehicles that operate on
corridors are fully accessible
with two or more spaces for
mobility aids

The majority of stops on the
route are accessible

Stop is accessible*

Paved hard surface path for
passengers transferring between
the specialized transit and
conventional transit vehicles*
Sufficient space for specialized
vehicle to layover without
impeding the conventional
transit vehicle

Integrated stop should be in
place for both directions of the
trip (within close proximity to
each other)

Presence of adequate lighting,
bench, shelter*

Preferred | «

“Express” designation or
rapid transit corridor (BRT,
LRT or passenger rail)
10-minute peak headways
or less for bus or light rail
service

All stops on the route are
accessible

Located at a transit terminal or
station with multiple connections
to accessible transit routes
Customer amenities such as a
washroom, heated shelters,
indoor waiting area*

H.S.R./GO Transit staff presence
to address customer questions or
potential incidences

Guidelines (2014)
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Route 10 B-Line Express

This route operates at a 15-minute peak headway, providing a direct and rapid service
between east Hamilton and downtown Hamilton. The Eastgate Terminal near the
border of Hamilton and Stoney Creek provides an appropriate transfer point with the
Route 10 bus that meets the criteria identified in Table 11. Other transfer points would
need to be located along the route to pick up passengers and transfer them to a
specialized vehicle for the remainder of their trips, if required. These should follow the
criteria identified in Table 11.

Figure 1 illustrates the Route 10 B-Line Express, along with potential integrated stops
that should be explored. An assessment of each of the integrated stops is shown in
Table 12 below.

Figure 1: Potential Integrated Route (10 B-Line Express)
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Table 12: Potential Integrated Stops on Route 10 B-Line Express

Stop Names | Direction | Strengths | Challenges
East gate Westbound | ¢ Terminus station of 10 B- e Minimal
Terminal Line Express
e Connection to specialized
transit origins and
destinations to the east
e Multiple bus bays
e Close access to shopping
centre facilities
e Provide access to east-end
of Hamilton (Stoney Creek)
University Eastbound | e Terminus station of 10 B- e Only two bus bays in
Plaza Line Express current configuration;
e Connection to space limitation
origins/destinations to the | ¢ Would require
west expansion of terminal
King and Westbound | ¢ Bench, shelter, parkinglot | ¢ Commercial parking
Ottawa and for specialized vehicle to lot, need to ensure
Eastbound layover permission
King and Westbound e Bench, shelter, parkinglot | ¢ Commercial parking
Sherman for specialized vehicle to lot, need to ensure
layover permission
King and Westbound | ¢ Bench, shelter, parkinglot | ¢ Commercial parking
Wentworth for specialized vehicle to lot, need to ensure
layover permission
King and Westbound e Bench, shelter, parkinglot | ¢ Commercial parking
Dundurn for specialized vehicle to lot, need to ensure
layover permission
Main and Eastbound | ¢ Bench, shelter, parkinglot | ¢ Commercial parking
Dundurn for specialized vehicle to lot, need to ensure
layover permission
Main and Eastbound | e Bench, shelter, parkinglot | ¢ Commercial parking
Wellington for specialized vehicle to lot, need to ensure
layover permission
Main and Eastbound | ¢ Bench, shelter, parkinglot | ¢ Commercial parking
Wentworth for specialized vehicle to lot, need to ensure
layover permission
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GO Train / Burlington Route 1

A second option that is recommended to be explored involves transit services that
operate in Hamilton by other agencies. Both routes provide potential connections to the
community of Waterdown, where a specialized transit or an On Demand vehicle
(currently being piloted in the community) can be used to connect specialized transit
customers to/from the Aldershot GO Station.

Burlington Transit operates Route 1 between the Appleby GO Station and downtown
Hamilton via the Aldershot GO Station at a 10-15 minute peak headway. H.S.R. currently
has a service and fare integration agreement in place with Burlington Transit, where
passengers transfer between Burlington and H.S.R. buses at no additional cost.

Metrolinx recently announced the expansion of two-way all-day GO Train service
between Aldershot GO Station and West Harbour GO Station. GO Transit has a co-fare
agreement in place with H.S.R. where passengers only pay $0.75 on H.S.R. when
transferring to/from a GO Train at a GO Train Station.

Both options would require discussions with Burlington Transit and Metrolinx regarding
service integration and communications. The potential to use the GO Train as part of an
integrated trip would also require further discussions with Metrolinx regarding fare
parity with an equivalent door-to-door trip on specialized transit (how is the cost-
difference covered).

4.6.2 Booking Integrated Trips

Implementing an integrated delivery model may require either a change in use or an
upgrade of the existing Trapeze scheduling software (Version 18) to allow specialized
transit reservations staff to:

e access information on conventional service (H.S.R., Burlington Transit and GO
Transit) to book/schedule an integrated trip (the software currently has access to
Google Transit Feed Specification data to allow this to occur); and

e access additional information from A.T.S. regarding customers’ conditional
eligibility for integrated trips, while ensuring sensitive client information remains
confidential.
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It is recommended that the Travel Trainer work with the Transit Division, specialized
transit services, and Trapeze to better understand the functionality of the existing
scheduling program and access components of the platform that allow the specialized
transit reservations personnel to see the conditions of eligibility of each client, including
where a client has been deemed able to take an integrated trip. The specialized transit
booking agent would also need access to H.S.R. routes to determine which trip may be
appropriate for an integrated trip.

4.6.3 Conditional Eligibility

It is recommended that integrated trip delivery remain voluntary until:

e additional integrated routes and corridors are identified and implemented (e.g.
the introduction of the BLAST network); and

e scheduling software integration between conventional and specialized transit
services is complete.

Multiple agencies have taken a slow, methodical approach to introducing this service
approach. It is essential that any shifts towards an integrated service model are
accompanied by sufficient engagement with the community to ensure understanding of
the service and its benefits. As the BLAST and L.R.T. network expands, with high quality
infrastructure at transfer points is in place, transitioning to mandatory integrated trips
within a customers’ abilities would result in the highest reduction in vehicle kilometres
travelled on specialized vehicles.

4.6.4 Incident Management

In order for H.S.R. to be responsive to incidents in a timely manner, it is recommended
that a portion or all supervisor vehicles be replaced with wheelchair accessible vans
when they reach end of life, and that all expansion DARTS supervisor vehicles are
similarly accessible. The cost of a wheelchair accessible van is between $65,000 -
$75,000 plus tax, so it is recommended that the costs of replacement vehicles be
increased between $15,000 - $25,000.

Policies and processes for incident management should also be developed, including
how to respond when pass-bys occur, when specialized transit vehicles are late for a

N

City of Hamilton

Review of A.T.S. Eligibility Determination Process and Services “\\\\\\\“\W/
- Final Report /
September 2021 — 21-1969 DICLON




Appendix "A" to ReRagWZ'] &b of 264
Page 71 of 131

4.0 Integrated Service Model / Travel Training 51

—

connection, when severe weather conditions exist, when a specialized transit customer
needs assistance due to a mobility aid issue, e.t.c.

4.6.5 Travel Training

It is recommended that A.T.S. hire a full-time in-house Travel Trainer, with a title of
Accessible Transit Coordinator, to lead the following functions:

1. Develop a comprehensive travel training program using the material already
developed as part of the existing Community Access to Transportation (C.A.T.)
Travel Training program targeted for persons with developmental disabilities.
This would need to be modified and expanded to be applicable for other A.T.S.
registrants (e.g. persons that use a mobility aid) and Hamilton residents that are
not registered for specialized transit (e.g. seniors, students and newcomers).

2. Update travel training material to consider the production of a short “how to
ride” video or visual guide to share online via the “Riding H.S.R.” web page. This
material should then be shared as a resource with other community
organizations, many of whom already provide general orientation on services like
transit.

3. Liaise with community organizations to develop and administer a ‘Train-the-
Trainer’ program, where representatives would be certified by A.T.S. to deliver
the program one-on-one or in group settings where appropriate. Another branch
of the “Train-the-Trainer” program could be the introduction of “Bus Buddies” so
that in addition to receiving specialized training on a particular trip, volunteers
could be trained to accompany people for their first few integrated trips to
ensure a high level of comfort with the network.

4. Help implement the Integrated Trip model noted above, including:

a. Review and confirm routes and terminals/stations and stops that meet
integrated service criteria noted in Table 11;

b. Develop communication materials to promote the change in trip delivery
model to new registrants, existing customers, specialized transit booking
agents/ schedulers/dispatchers and specialized / conventional transit
operators;

c. Oversee any updates to Trapeze and operating agreements that need to
be completed to provide integrated trips; and
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d. Work with the Transit Abilities Coordinator to identify potential customers
that may be eligible for an integrated trip.
5. Conduct one-on-one Travel Training with individuals identified as having a
conditional eligibility based on traveling to an unfamiliar destination.

As noted above, a strong travel training program is critical to the successful
implementation of an integrated service delivery model. To this end, it is recommended
that all applicants with conditional eligibility be offered Travel Training to increase their
comfort and safety in accessing the conventional transit network. It is recommended
that this take place in person, where possible.

The delivery of integrated trips will be phased in slowly, focused at first on voluntary
trips on one or two conventional transit corridors. This will allow the Travel Trainer to
spend the majority of their time early developing the Travel Training program and
overseeing the implementation of an integrated trip model.

Developing a comprehensive Travel Training program that serves the needs of
specialized, prospective, and integrated trip passengers takes concrete steps towards
the vision of transit as a service that prioritizes accessibility for all users and residents of
Hamilton. While Travel Training that does not directly target specialized users may not
lead to direct cost savings for A.T.S., the quality of life improvements related to
independence that conventional transit can bring for seniors, persons with disabilities,
newcomers and others with concerns about taking transit are immense. Furthermore,
encouraging Hamilton residents who are not eligible for specialized transit and currently
use non-transit methods of transportation to shift mode to transit can support the
Transit Division’s long-term mode shift and ridership goals.

4.7 Potential Cost Savings

The potential cost savings to A.T.S. of expanding travel training and introducing an
integrated service model was calculated based on the recommendations noted above.
To calculate the potential benefit, the following assumptions were used:

4.7.1 Operating and Capital Costs

1. The Full-time Accessible Transit Coordinator (Travel Trainer) would have an
annual salary of $90,000 (salary of $75,000 plus 20% for benefits). In anticipation
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of offering an expanded Travel Training program, and in the development of
promotional materials for the Train-the-Trainer approach, it is recommended
that an additional $10,000 per year is budgeted for materials, training,
translation, and where appropriate, the production of educational videos.

2. By 2022, one supervisor vehicle will be replaced with an accessible supervisor
vehicle. An additional two replacements are assumed by 2026 and one additional
by 2031. The cost difference between a standard and an accessible supervisor
vehicle is assumed to be $15,000 to $25,000 depending on the vehicle chosen.

3. All capital costs to upgrade terminals and stops to make them meet the criteria
for an integrated trip are assumed to be incorporated in the design and
construction of the BLAST network and L.R.T., and therefore are not noted
separately.

4. Upgrades to the Trapeze software would be required to allow A.T.S. to configure
additional eligibility conditions (one-time training cost of $8,900). Upgrades to
the software are also required to allow specialized transit scheduling and
dispatch staff to see an integrated trip option (5116,200 one-time cost for
licenses and implementation and an ongoing $11,400 for support).

5. No additional staff would be required to book and schedule integrated trips than
are currently required to book and schedule door-to-door trips.

6. The $175,000 annual budget the City has allocated for the existing travel training
program could be allocated to the above noted costs. This was removed from the
costs noted above.

4.7.2 Travel Demand Assumptions

The following assumptions were used to calculate the potential change in travel demand
and operating cost for specialized transit as a result of the integrated trip model and
travel training.

1. The strongest potential market for an integrated trip is for current subscription
specialized transit trips that are 10 kilometers in length or longer, made by
ambulatory clients. This represents 23% of all trips made in 2019. This is
identified as a conservative estimate to capture longer trips that are made
frequently; recognizing there may be recurring reservation or same day trips that

are made that would also be suitable for an integrated trip. Reservation and same
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day trips over 10 kilometres in length represent an additional 18% of all
specialized transit trips.

2. Table 13 illustrates the reduction in specialized transit trips over 10 kilometres in
length. This reduction was applied to existing 2019 trips noted in Table 14 below.
Ambulatory passengers were assumed to have a higher potential to switch to an
integrated trip than non-ambulatory passengers. Subscription trips were also a
higher potential due to the reoccurring nature of the trip. The full shift to
integrated trips would only be realized by the 2031 horizon, when the entire
BLAST network and L.R.T. are anticipated to be in place. The system is planned to
have strong coverage of most of the City, and is anticipated to include five routes:
two L.R.T. lines, and three bus rapid transit (B.R.T.) lines. By 2026, it was assumed
that two of the BLAST network B.R.T. routes would be in place, thus the potential
for integrated trips was only assumed to be lower.
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Table 13: Reduction in Long-Distance Trips (over 10 k.m.) by Year

Registrant ‘ 2026 \ 2031
Subscription Ambulatory 5.0% 15.0%
Subscription Non-Ambulatory 2.5% 7.5%
Reservation Ambulatory 3.0% 10.0%
Reservation Non-Ambulatory 1.5% 5.0%
Same-Day Ambulatory 3.0% 10.0%
Same-Day Non-Ambulatory 1.5% 5.0%

3. Every long-distance specialized transit trip that was reduced to accommodate an
integrated trip was also replaced by 1.25 short-distance trips (under 2
kilometres). This assumes a specialized transit vehicle was used to take the
passenger to/from the conventional transit transfer point on one leg of their
journey and for 25% of trips on the second leg of the journey. This assumed that
the bus stop was close enough to the origin or destination, and the passenger
would not require a connecting specialized transit vehicle 75% of the time).

4. While the number of specialized transit trips increase under the integrated
service model (one long distance trip is replaced by 1.25 short-distance trips), the
average trip distance is reduced system-wide. Table 14 below illustrates the 2019
trips made by average length of trip. This translates into an average trip distance
of 10.33 kilometres. Applying the long-distance trip reduction factor in Table 13,
and the increase in short distance trips noted above, the average trip distance is
estimated to decrease by 3% (10.05 kilometres) by 2026, while the number of
trips would increase by 0.4%. By 2031, the average trip distance is estimated to
decrease by 8% (9.46 kilometres), while the number of trips would increase by
1%. This is illustrated below:

Table 14: Change in Trips and Average Trip Length due to Integrated Trips

El'gmetres 2019 Trips | 2019 K.M. | 2026 Trips io“zﬂs 2031 Trips iO:nl

<5 233,796 | 467,592 | 248,777 | 497,554 @ 280,354 | 560,708
<10 222,487 | 1,668,653 @ 222,487 | 1,668,653 222,487 1,668,653
<20 237,459 | 3,561,885 @ 228,625 | 3,429,378 210,008 3,150,121
<30 65464 | 1,636,600 63,007 | 1575176 57,838 | 1,445,948
<40 15,534 | 543,690 = 14,962 | 523,660 @ 13,747 | 481,145
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Trip . . 2026 . 2031

Kilometres 2019 Trips | 2019 K.M. | 2026 Trips K.M. 2031 Trips K.M.

<50 2,761 124,245 2,660 119,684 2,443 109,932

>=50 557 33,420 536 32,186 493 29,552

Total* 778,058 8,036,085 781,054 | 7,846,292 787,370 | 7,446,058

Increase Not Not 2,996  -189,793 6,315  -400,233
applicable | applicable

Average

Trip a l:liz;ble 10.33 a ':‘iz;ble 10.05 a ':‘iz;ble 3.46

Length PP pPp pPp

*Note: Not all 2019 trips were reported by trip distance due to an issue with the
software. This does not substantially impact the analysis.

5. The calculation of potential savings from an Integrated trip is based on the
following assumptions:

a. The average trip distance would reduce to the distanced noted in Table 14
above. This assumed a reduction in the number of long distance trips and
an increase in short-distance trips.

b. To calculate potential reduction in specialized transit trip kilometres, each
integrated trip would represent a reduction in one long-distance trip and
anincrease in 1.25 short-distance trips (assuming a specialized transit
vehicle would provide the first-mile and 25% of the last-mile of each
integrated trip).

6. Changes to specialized transit trips from an increase in integrated trips were
distributed to each of the current specialized transit contractor and
subcontractors, using the same distribution that exists in 2019. Potential cost
savings were calculated based on the operating cost and cost structure for each
provider. This means:

a. 39% of these rides occurring on a dedicated contracted municipal service
at an hourly rate of $72.02.

b. 59% of these rides occur on a dedicated subcontracted service at a per trip
cost of $22.40.

c. 3% of these rides occurring on a non-dedicated subcontracted taxi service
at a per trip cost of $18.16.
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7. The integrated model would see an increase in overall trips on specialized transit,

but these trips would be much shorter and result in fewer service kilometres. For

trips made by specialized transit vehicles, the average number of trips per vehicle
would increase from 5,557 in 2019 to 5,713 in 2026 and 6,069 in 2031 due to the
decrease in average trip distances.

8. For subcontracted trips, there would be an increase in trips under the integrated

trip model, and the reduction in average trip length would not factor into any

cost reduction (as the contract model is based on a cost per trip).

9. General Travel Training, to be conservative, results in a 1% reduction in trips

made on specialized transit initially, growing to 1.5% by 2031.

Table 15 illustrates the potential cost savings with the implementation of an Integrated

Trip Model and Travel Training.

Table 15: Potential Cost Savings to A.T.S. from Integrated Trip and Travel Training

Trip and Costs . 2019 2022 2026 2031

_'?;;i"ne Specialized Transit | ¢ g3 984,100 | 1,057,000 = 1,174,900

Reduction in Specialized Not

Transit Trips due to Travel ) -8,900 -9,600 -16,000
.. applicable

Training

Increase in Specialized

Tr!ps (1.25 Short-D'lstance Npt +700 +3,300 +10,100

Trips per 1 Long-Distance applicable

Trip)

Adjusted Specialized 940,083 975,900 | 1,050,700 = 1,169,000

Transit Ridership

Baseline Operating Cost $25,420,913 | $26,642,300 | $28,526,900  $31,575,900

Existing Travel Training $175,000*** | -S175,000 -$175,000 -$175,000

Accessible Transit $0 +$90,000 = +$90,000 & +$90,000

Coordinator

Software Upgrades

Implementation >0 +5125,100 >0 >0

Ongoing Software License

Fees SO +$11,400 +$11,400 +$11,400
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Trip and Costs 2019 2022 2026 2031

Accessible Supervisor

Vehicle Upgrade (525,000 SO +$25,000 +$50,000 +$25,000

per unit)

Communications and $0 +65.000 +$5.000 +$5.000

Marketing ’ ’ ’

Total Operating Cost with

Integrated Service and $25,420,913 | $26,456,100 @ $28,033,500 $30,158,800

Travel Training

Cost Difference N.Ot -$186,200 -$493,400 | -$1,417,100
applicable

COVID-19

Next Steps

***Included as part of the Baseline Operating Cost
****Note: All forecasts rounded to the nearest 100

*Note: Assumes the $175,000 currently dedicated to Travel Training would be removed
and replaced with the costs noted above

**Note: Based on Year-One of Implementation and does not account for the impacts of

The implementation of an Integrated Service model would result in a cost decrease of
$493,400 by 2026 and $1,417,000 by 2031.

City of Hamilton

Review of A.T.S. Eligibility Determination Process and Services

- Final Report

September 2021 - 21-1969

travel options available to them.

meaningful employment opportunities for persons with disabilities.

Regardless of the potential for cost savings, it is recommended that the Transit Division
continue to implement travel training and the integrated service model as described in
this report. Introducing specialized transit users to conventional service through
integrated trips may increase their familiarity with conventional service offerings and
result in a greater ability on these customers’ part to utilize them. This would improve
overall mobility for seniors and persons with disabilities by increasing the number of

If a Travel Training model incorporates the use of peer-to-peer training, it can provide

For additional cost savings to be realized for the integrated service model, A.T.S. will
need to integrate the application process recommendations noted in Section 3.5 of this

Yy /
\\\\\\\\\\\““/

DILIL.ON

CONSULTING



Appendix "A" to ReR&@WZ’]ﬁS‘S of 264

Page 79 of 131
4.0 Integrated Service Model / Travel Training 59

report and work with the contractor for specialized transit services to modify the
operating model and contract structure used for scheduling trips.

An integrated service model does not reduce the number of trips taken on specialized
transit vehicles; rather, it reduces the number of vehicle kilometres travelled on
specialized transit. In some cases, it may lead to an increased number of trips overall: a
single door-to-door trip may be delivered as by up to two separate trips on either end of
a conventional transit journey. A system such as Y.R.T., which accrues specialized transit
trip costs based entirely on kilometres travelled, has experienced significant savings
based on the reduction of specialized vehicle kilometres travelled after implementing a
Family of Services or integrated trip model.

In Hamilton, the specialized services contractor DARTS vehicle costs are charged on an
hourly basis, and vehicles subcontracted by DARTS are charged per trip, regardless of
length. The scheduling software used by DARTS assigns trips to DARTS vehicles or
subcontracted vehicles based on location and the desire to accommodate trip requests
and is not optimized to prioritize in-house DARTS service for trips. Thus, the amount of
savings related to reducing specialized trip vehicle kilometres travelled may not be
optimized if the specialized portions of integrated trips are delivered by vehicles
subcontracted by DARTS.

To better optimize the potential for savings, it is recommended that A.T.S. work with the
specialized services contractor DARTS to change the fee structure DARTS has with its
current subcontractors in order to optimize potential cost savings.
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50 | Community Bus

5.1 Auditor Recommendation
Recommendation #8 of the City Auditor’s report directs that the merits of different
service options should be explored as a means of achieving cost savings, including the
implementation of Community Bus services.

5.2 Background

Community Bus services are typically operated by conventional transit services, but are
designed to provide localized transit options that largely cater to seniors and persons
with disabilities. These bus routes are designed around key destinations for the targeted
demographic, such as assisted living residences, seniors’ centres, medical clinics,
shopping centres, and hospitals. Community Bus routes typically travel through local
streets with short distances between stops to reduce walking/rolling distances and to
improve accessibility. Accessible vehicles ranging from lift-equipped vans to low-floor
40-foot buses can be used depending on the level of ridership on the route and the
availability of fleet. This service is typically provided on a limited basis, such as between
9:00 a.m. and 5:00 p.m. on weekdays only, or on individual days per week.

Ridership on Community Bus typically ranges from 5 to 15 boardings per revenue
vehicle hour. They typically fall below fixed-route ridership standards, and are only
considered effective if they are able to draw a high volume of existing specialized transit
customers or seniors (who without Community Bus access, may become specialized
transit customers).

There are a number of benefits of implementing a Community Bus service in Hamilton:

1. The ability to attract persons with disabilities, potentially shifting their travel
mode from specialized transit services. The linking of key destinations in an
accessible, low-stress environment may encourage riders to try the service who
would otherwise book specialized transit trips and may further encourage usage
of conventional transit beyond the Community Bus itself.

2. Provide aging residents who are not yet specialized transit customers with an

\ alternative option, and reduce or postpone their registration for specialized
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transit or eliminate the need altogether. If Community Bus service is
implemented in an area with minimal or no current conventional service
availability, it would also provide wider mobility options for the community as a
whole.

Ability for Transit Division to Implement Service Model

The Transit Division does not currently provide a Community Bus service. There are a
number of different opportunities and challenges of implementing a Community Bus in
the City of Hamilton. These are described below:

Opportunities

1. Fleet: Hamilton has a small fleet of 30-foot buses that may be more suitable to
Community Bus services than 40-foot buses. This suggests that the Transit
Division has the capability and experience to operate and maintain a mixed fleet.

2. Coverage: As the Transit Division continues to evolve its network with a focus on
frequent and direct arterial corridor service, it may mean a reduction in coverage
in a number of local residential streets. This area outside of a 400-metre
walking/rolling distance to a transit stop provides an opportunity for Community
Bus to fill the gap and improve proximity to transit in targeted neighbourhoods.

3. Re(envision): Transit Division is currently going through a Re(envision) process of
its network, so the timing is aligned with the Community Bus opportunity.

Challenges

1. Operations: Due to the existing collective agreement with the Transit Division’s
conventional bus operators, the specialized transit contractor cannot operate a
fixed-route service. Therefore, Community Bus would need to be operated by the
Transit Division.

2. Performance: Community Bus ridership typically falls below most fixed-route
transit productivity standards. This may result in little support for the route
unless it is viewed as a means to reduce specialized transit trips and costs.

3. Fleet: While H.S.R. does have some 30-foot buses, they are currently allocated to
Waterdown and Aberdeen routing. This would require the purchase of an

expansion bus to pilot a Community Bus route, which would add to the cost of

\ the service option.
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4. Accessibility of Network: The ability of a Community Bus to reduce specialized
transit trip costs and achieve minimum productivity targets for conventional
transit relies on the route achieving a certain threshold of ridership. The goal of

attracting riders (direct, fast service) can be impeded by the same factors that
make Community Bus routes appealing, namely the shorter distance between
stops and circuitous routing that minimize the need to transfer, but increases
travel time. As well, limited service hours and hourly headways reduces the
flexibility of the service and can thus reduce its appeal. These issues are
particularly salient when Community Bus routes are duplicated by faster and
more direct conventional service.

5.4 Benchmark Review

A benchmark review was completed with a number of peer specialized transit agencies
to determine best practices and lessons learned. The following section summarizes the
key highlights from interviews conducted with agencies that operate a Community Bus.

5.4.1 Overview and Role of Community Bus

Community Bus services are not very common, but there are certain agencies that
continue to offer this service. This includes the Toronto Transit Commission (T.T.C.),
Durham Region Transit (D.R.T.), and the London Transit Commission (L.T.C.). The service
can take a number of different forms based on the context of the area, including
historical service provision, targeted demographics for ridership, and local government
priorities.

The T.T.C.”s Community Bus routes are designed to serve specific neighbourhoods with a
particular emphasis on access for seniors and persons with disabilities. Each route
targets different neighbourhoods that have limited proximity to fixed-route
conventional service, with a focus on senior’s residences and places of interest to
seniors. Results of a 2018 survey of T.T.C. Community Bus passengers indicated that
approximately 40% of riders are registered specialized transit users. These specialized
transit users are not the primary target demographic for the service. Similarly, the LTC’s
Community Bus routes are intended to serve highly specific and targeted
neighbourhoods based on interest and demand in the community. While there is

anecdotal evidence of some registered specialized transit customers using the
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Community Bus, they are not the targeted demographic for this service. D.R.T. noted a
distinction in the ridership demographics of Community Bus services and specialized
transit services, with minimal overlap in customers who are both specialized transit
users and Community Bus riders. Their long-term strategy includes modifying
Community Bus routes to become more useful for the wider population, moving away
from the Community Bus designation.

Routing/Service Hours

The T.T.C. and D.R.T. operate fixed-route Community Bus routes, while L.T.C. provides a
flex-route model, with some flexibility for customers to call in and request a stop that
deviates from the scheduled route within a specified area, or allowing customers to
wave down the bus along the route, but between formal stops. The T.T.C. and the L.T.C.
provide five and six Community Bus routes respectively, each of which operates from
Monday to Friday between the hours of approximately 9:00 a.m. and 5:00 p.m. with
service approximately every 1.5 hours. The T.T.C.’s five Community Bus routes each
operate daily, while L.T.C.”s routes each operate on one dedicated day per week. While
D.R.T. does not operate bus routes that are publicly designated as Community Bus, one
route currently in service operates under a similar model, with service between 10:00
a.m. and 5:00 p.m. every 120 minutes, Monday to Saturday.

Community Bus routing is designed around major destinations that seniors and users
with higher levels of accessibility needs may find useful such as retirement homes,
assisted living facilities, shopping centers, and medical facilities. A unique approach
implemented by London Transit involved heavily including local residents as part of the
design process. This co-creation process facilitated the design of a highly successful
Community Bus route that effectively met the needs of residents and has resulted in
sustained high ridership, with vehicles regularly reaching seated capacity.

Community Bus routes can operate in areas that do not otherwise offer transit service
or with routes that overlap with conventional service. Both the London Transit and
T.T.C.”s Community Bus routes overlap with conventional bus stops that offer relatively
frequent service (15 minutes or less during peak hours) in some areas, but deviate from
major corridors to provide direct service to senior’s residences and long-term care
facilities. This overlap has not reduced ridership on the conventional transit network in

\  London. In contrast, the T.T.C. has noted that its highest-performing route has less

City of Hamilton

Review of A.T.S. Eligibility Determination Process and Services “\\\\\\\\“\m‘v/
- Final Report /
September 2021 — 21-1969 DICLON



5.4.3

Appendix "A" to ReRﬂ@WZ’]@ of 264

Page 84 of 131
5.0 Community Bus 64

—

duplication of service compared to lower-ridership routes, suggesting that potential
Community Bus riders instead opt for the higher-frequency conventional service
available to them.

Vehicle Type

5.4.4

The type of vehicle used on Community Bus routes can vary depending on the level of
ridership and specific needs of customers in the communities they serve. The T.T.C.
operates their Community Bus service using Wheel Trans lift-equipped buses that have a
capacity of eight seated customers, five customers with mobility devices or a
combination thereof. This smaller vehicle has more flexibility as it is better able to
navigate more narrow residential roads and can potentially stop closer to the door of
destinations. The T.T.C.’s usage of Wheel-Trans vehicles on Community Bus routes may
increase the attractiveness of the service to registered specialized transit users due to a
higher level of familiarity with the vehicle. The T.T.C.’s Community Bus vehicles are
operated by Wheel-Trans drivers and are not connected to the conventional tracking
and incident management software, which limits a rider’s ability to track real-time
performance.

London Transit and D.R.T. utilize conventional 40 foot low-floor buses for their
Community Bus routes. These vehicles have a seated capacity of 36 and are operated by
conventional drivers. This higher capacity can increase the viability of the service for the
wider community beyond the targeted demographic of seniors and specialized transit
users; however, the availability of only two mobility-device accessible spots per vehicle
may limit the effectiveness of the service in shifting trips from specialized service to the
Community Bus. Larger buses are also more difficult to access local streets or private
property (e.g. parking lots), which may make Community Bus less effective in reducing
walking distance.

Performance

The performance of Community Bus routes varied across systems assessed as part of
the Benchmarking review. The T.T.C. set a target ridership of 8-10 boardings per
revenue vehicle hour (B/R.V.H.) across all Community Bus routes; in 2019, the average
B/R.V.H. was 5.05. London Transit has achieved high levels of success with their

Community Bus service, with vehicles reaching full seated capacity regularly. D.R.T.
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indicated a shift in direction away from the Community Bus designation, instead
implementing changes to make local bus service more useful and convenient to the
wider population.

While not part of the peer review, Cornwall Transit was also contacted as they operate a
Community Bus route on weekdays and Saturdays between 9:15 a.m. and 1:45 p.m.
Prior to the COVID-19 pandemic, the service averaged 5.4 and 6.4 boardings per
revenue vehicle hour on weekdays and Saturdays respectively. Of these, approximately
95% were seniors and 20% were registered specialized transit customers.

Multiple agencies have historically provided Community Bus services that have since
been cancelled. Removal of this service was typically related to low ridership and
strategic shifts towards improving accessibility of conventional bus routes.

The trends observed in the benchmarking review suggest an overall shift away from
typical Community Bus routing in order to improve efficiency, focusing conventional
service on high-frequency corridor routes. In some cases, service to low-density
residential neighbourhoods typically served by Community Bus routes is being provided
through alternative service delivery models such as On Demand systems, as is the case
in York Region and Durham Region.

Conceptual Community Bus Design

A conceptual Community Bus route in Dundas was developed to illustrate the potential
design and effectiveness of this service concept. The community was chosen based on
discussions with Transit Division staff and a review of existing specialized transit
ridership data and existing land uses. Dundas is a smaller hamlet area with a high
population of seniors, including 12 seniors’ homes. While there is existing transit service
near many of these residences and amenities, a number of them require a longer
walking distance or need to transfer, which may be outside the abilities or comfort
levels of seniors.

Figure 2 illustrates a conceptual route that connects ten seniors’ homes and retirement
residences in Dundas to medical clinics, two grocery stores, banks, and a shopping plaza.
The conceptual route also provides a connection to University Plaza for connections to
Routes 1 and 10 to other destinations within Hamilton.

N
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The conceptual route has a 30 - 40-minute run time and headway, operating on
weekdays between 9:00 a.m. and 5:00 p.m. For this design, stops should be located as
close to the entrance of buildings as possible, which may require cooperation between
H.S.R. and individual property owners to facilitate. Any new bus stops installed as part of
the service should meet H.S.R.’s Bus Stop Accessibility Guidelines, and existing bus stops
along the route that are not yet accessible should be prioritized for upgrades to meet

the minimum standard.

Figure 2: Conceptual Community Bus Design in Dundas
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Potential Cost Savings

The potential cost savings to A.T.S. of introducing a Community Bus to offset specialized
transit trip costs was calculated based on the introduction of a single route in the City of
Hamilton (based on the Dundas example above). To calculate the potential benefit, the

following assumptions were used:
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Community Bus Costs

1. The Community Bus route operates eight hours a day, five days a week.

2. The service is operated by H.S.R., based on an hourly operating cost of $107.93;
which translates into $215,000 operating cost annually.

3. The service would require the purchase of an additional 30-foot conventional bus
at a capital cost of $550,000, to be amortized over 12 years.

To offset these costs and create savings for A.T.S., a sufficient number of specialized
transit trips would need to be taken on Community Bus instead of the standard door-to-
door service.

A survey of T.T.C. Community Bus riders suggests that approximately 40% of riders are
registered specialized transit users, and of them, 75% of their trips would otherwise
have been taken via specialized transit. This totals approximately 30% of total
Community Bus trips that would otherwise have been taken on specialized transit
service. On Cornwall Transit, it was noted that 20% of its Community Bus riders are
specialized transit users. No data was available from London Transit or Durham Region
Transit on the ridership composition of their Community Bus routes, however,
discussions with staff noted that the majority of passengers were ambulatory seniors.

Based on the operating and capital cost of one Community Bus route noted above, the
Community Bus service would need to average five boardings per revenue vehicle hour
(B/R.V.H.) of trips that would otherwise have been taken on specialized transit to offset
these costs and realize a cost savings for A.T.S. Assuming that the ridership makeup and
trends are an average of Cornwall Transit and the T.T.C. (25% of trips are made by
specialized transit registrants), this would mean that the route would need to average
20 B/R.V.H. to achieve this level of specialized transit trip ridership.

Average daily specialized transit passenger pick-up and drop-off data for 2019 was
assessed for the Dundas community. The data shows only 511 pick-ups and drop-offs in
Dundas within a two-week period, averaging 36.5 per day and 4.6 per Community Bus
service hour. These trips had various destinations both within and outside of Dundas.
Even assuming half of these trips would be destined to the Dundas community and use
Community Bus, the ridership potential is not high enough to warrant a cost savings to
A.T.S. (minimum five specialized transit customer B/R.V.H.).
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For the City of Hamilton, it is more realistic that a Community Bus would achieve
between 12 and14 B/R.V.H., which would translate into about 3 to 4 diverted
specialized transit trips. Table 16 below illustrates the potential savings of introducing

Community Bus assuming that 14 B/R.V.H. would be achieve and 25% of riders were

specialized transit customers (3.3 B/R.V.H.).

Table 16: Potential Cost Savings to A.T.S. from Community Bus

Trips and Costs 2019 | 2022 2026 2031

_E:fi‘;i"”e Specialized Transit | o/ o3 984,100 = 1,057,000 = 1,174,900

Reduction in Specialized Not 6600 7000 7700

Transit Trips* applicable ’ ’ ’

Adjusted Specialized Transit | g\ o3 977,500 | 1,050,100 @ 1,167,300

Ridership

Baseline Operating Cost $25,420,913 | $26,642,300 | $28,526,900 $31,575,900

gg;’m“”'ty Bus Operating 30 +$216,700 | +$216,700 = +$216,700

Amortized Community Bus $0 +$45,800 @ +$45,800 = +$45,800

Vehicle Cost**

Change in Specialized $0 -$168,900 | -$174,000 = -$255,000

Operating Cost

Total Operating Costwith | ¢, 170 913 | 426735900 | $28,615,400 | $31,583,400

Community Bus

Cost Difference N,Ot +$93,600 +$88,500 +$7,500
applicable

*Note: Community Bus ridership assumed to grow in proportion to increasing number

of registrants due to population growth and aging population.

**Note: Based on Year-One of Implementation and does not account for the impacts of

COVID-19.

The introduction of Community Bus would result in a cost increase of $93,600 if

introduced in 2022. This would decrease each year due to anticipated ridership growth

that would occur with population growth and an aging population.
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5.6.2 Recommendation

The ability to attract the minimum number of specialized transit riders onto Community
Bus is not considered realistic in Hamilton for a number of reasons:

e There are currently very few trip denials on specialized transit and a high number
of same day trip requests that are accommodated. One of the benefits of
Community Bus is the ability to travel the same day with limited notice. Since
specialized transit can accommodate many of these trips, Community Bus has
less advantages; and

e The H.S.R. fixed-route network is continuing to become more accessible for
seniors and persons with disabilities. Travel training will enhance the ability and
comfort level of persons with mobility challenges in using the fixed-route
network.

Therefore, Community Bus is not recommended as a means of achieving immediate cost
savings for A.T.S.

5.7 Next Steps

While Community Bus service may not directly lead to cost savings based on a reduction
of specialized transit trips, it nonetheless can provide value by improving transit access
and equity. This type of service can address a service gap for riders who live too far from
a conventional transit stop and may need to transfer to access a local destination. This
can serve to improve mobility and allow for a higher degree of autonomy for certain
specialized transit customers, as they can rely on consistent service with routing to
destinations that meet their daily needs.

According to Statistics Canada (2017), 20% of working age adults (20-64) reported a
disability of some kind, while this proportion increased to 38% for adults over the age of
65 and 47% over the age of 75. The proportion of older adults (55+) in Hamilton is also
forecasted to increase over time, doubling from 30% to 60% between 2013 and 2033. As
the proportion of older adults in Hamilton increases, an associated long-term increase in
specialized transit registration and usage is likely to follow. Providing a conventional
transit service that is more accessible to seniors and persons with disabilities can
postpone or reduce registration to A.T.S., offering a mobility option that connects these
\_individuals with their regular destinations in a manner that reduces walking/rolling
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distance, a barrier to many higher frequency, arterial-based transit routes for individuals
that do not live or are destined along the corridor. This may also lead to long-term
savings for A.T.S. if the increasingly aging population postpones or reduces their
specialized transit usage and instead relies on conventional transit for a longer period of
time.

Providing transit service that caters to older adults aligns with the City of Hamilton’s
Plan for an Age-Friendly City (2014), as it supports seniors’ ability to age-in-place while
improving access to their communities and local amenities. Limited mobility options for
seniors who are unable to operate a motorized vehicle can significantly impair quality of
life for this population, and providing transit services that are targeted to them can
serve to break mobility barriers.

Should H.S.R. seek to implement a Community Bus to improve accessibility and provide
further travel options to A.T.S. registrants, two recommendations are provided below:

1. Design Process: The success of London Transit’s Community Bus routes can be in
some part attributed to the design process in which local residents actively co-
created the routes intended to serve them. This process ensured residents’ wants
and needs were taken into consideration while designing the route which may
have led to the high ridership the service has attained. To maximize passenger
uptake and ridership, it is recommended that a similar approach be taken when
considering the implementation of Community Bus routes in H.S.R.’s service area,
and that local residents are able to participate in the design process.

2. On Demand Transit: A number of other transit agencies that have moved away
from Community Bus are turning to On Demand transit to provide some of the
same attributes as Community Bus. On Demand transit can provide shared-ride
demand-responsive services within a neighbourhood or employment area, with
the ability to connect residents to local destinations or a transfer hub/stop,
where they can transfer onto a frequent fixed-route service to complete long-
distance trips. For registered A.T.S. customers, a different stop standard can be
applied (e.g. door-to-door; within 200 metres of a stop, e.t.c.); depending on the
customer’s ability to access a stop. This can provide seniors and persons with
disabilities with another travel option within their local community and a means
to transfer to a fixed-route as part of a longer integrated trip. As the Transit

\ Division assesses the effectiveness of the On Demand pilot service in Waterdown,
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the organization may consider the use of On Demand transit to provide these
neighbourhood connections instead of Community Bus.
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Taxi Scrip

Taxi Scrip is a system of using denominated coupons (like paper money) to pay for taxi
rides. The taxi scrip can only be bought and used by registered A.T.S. clients. In
Hamilton, Taxi Scrip is sold in booklets of $40, with coupons denominated in $5, $2, and
S1 amounts. Clients buy each booklet for $24, a discount of 40% over the face value.
Clients can buy a maximum of three booklets each month, with an annual maximum of
36 booklets. There is no expiry date on the taxi scrip and refunds are provided for
unused Taxi Scrip when requested.

To redeem Taxi Scrip, a client books a trip directly with Blue Line or Hamilton Cab and
specifies they will be paying with scrip as well as whether or not they need an accessible
vehicle. The client shows their A.T.S. I.D. when paying, which is done with any
combination of Taxi Scrip and cash. Taxi scrip cannot be used for tipping drivers.

Once a Taxi Scrip trip is completed, taxi operators will provide the redeemed-scrips to
the City to get paid for the discounted amount (40% of the value of the scrip received).

Auditor Recommendation

6.2

Recommendation #8 of the City Auditor’s report directs that the merits of different
service options should be explored, including expanding the Taxi Scrip program.

The City Auditor estimates that trips taken through the Taxi Scrip program cost the City
82% less than trips taken on specialized transit services contracted to DARTS. Therefore,
it may be advantageous to expand the Taxi Scrip program so that more A.T.S. clients
choose to use it for more trips.

The City Auditor’s report suggests that “expansion options may include increasing the
number of booklets clients may purchase each month, increasing the portion subsidized
by the City, or increasing awareness and promotional activities”.

Background

Hamilton has had a taxi scrip program in place since the 1990s. Prior to 2012, eligibility
was assessed separately for specialized transit and Taxi Scrip. Starting in 2012, Taxi Scrip

\_ was only made available for those that met the eligibility criteria for specialized transit.

City of Hamilton

Review of A.T.S. Eligibility Determination Process and Services “\\\\\\\“\W/
- Final Report /
September 2021 — 21-1969 DICLON



Appendix "A" to ReR&QWZ’]&‘Q of 264

Page 93 of 131
6.0 Taxi Scrip 73

/—
Individuals that were only eligible for Taxi Scrip (prior to 2012) were maintained and
retained access to this program as a legacy registrant. In 2019, 694 registrants were only
eligible for Taxi Scrip. This reduced to 625 registrants in 2020. Many of these registered
customers have not reapplied for specialized transit service for fear of losing their Taxi
Scrip eligibility.

Taxi Scrip is used by about 30% of specialized transit registrants. A breakdown of the use
of Taxi Scrip by eligibility type is illustrated in Table 17 below.

Table 17: Number of Registrants the use Taxi Scrip

s . Number of Percent of
Eligibility Trips Taken Registrants Registrants
Taxi Scrip Only Taxi Scrip Only 694 7%
Specialized Transit Taxi Scrip Only 573 6%
and Taxi Scrip
Specialized Transit Specialized Transit 1,713 17%
and Taxi Scrip and Taxi Scrip
Specialized Transit Specialized Transit 6,839 70%
and Taxi Scrip Only

In 2019, there were 83,238 trips plus 12,838 companions/attendant trips made on Taxi
Scrip (total of 96,076 passengers). Of these, approximately 91% were by ambulatory
registrants.

The total value of coupons redeemed in 2019 was $1,006,781.76, which translates into
an average coupon value of $12.12 per trip. Since the City subsidizes 40% of the value of
Taxi Scrip, the cost to the City in 2019 was $402,712.70, or $4.84 per trip. The average
cost to the Taxi Scrip user was $7.26 per trip.

In 2019, there were 353,484 total booklets available for purchase (3 booklets per month
per registrant). Only 26,290 booklets were sold in 2019, representing 7% of booklets
available.

Table 18 illustrates the use of Taxi Scrip in 2019. This is broken down into registrants
that only use Taxi Scrip (and not specialized transit) and registrants that use both.
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Table 18: Taxi Scrip Use in 2019

Registrants that
L. Taxi Scrips | Books per Purchased Taxi Scrip
Use of Taxi Scrip Purchased | Registrant | Maximum Booklets Trips
Available

Use Taxi Scrip Only 12,427 8.1 47 43,886
Use Taxi Scrip and

DARTS 13,863 9.81 35 39,346
Total 26,290 8.82 82 83,232

Of the registrants that purchase Taxi Scrip, there was a slightly higher rate of use for
those that only use Taxi Scrip and do not use specialized transit. These individuals
represent both persons that were legacy registrants under the Taxi Scrip Only condition
(694 in 2019) and persons registered for both. On average, each registrant purchased
just under nine of the available 36 booklets per year, with less than 3% purchasing their
full allotment of booklets. This suggests that there is little demand for additional Taxi
Scrips at the current price.

The average cost per Taxi Scrip trip is as follows:

e $12.10 total cost per trip;
e $7.26 cost for customer; and
e $4.84 cost for A.T.S.

Assessment of Existing Program

The preparation of this report created an opportunity to undertake an analysis with key
HSR staff to help build a critical path forward to implement the recommendations of the
Audit. The following Strengths, Challenges (Weaknesses), Opportunities and Threats
were identified through an interactive workshop:

Strengths

e Existing Resources: The Transit Division has experienced fare sales staff who are
familiar with the program;
e Cost Per Trip: The current program has a lower cost per trip than a specialized

transit trip; and
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e Flexibility: Program provides flexibility to passengers that want to book
independent trips.

Challenges

¢ Fraudulent Use: Once a Taxi Scrip booklet has been sold to a customer, it is
difficult to manage how and by whom it is used. There may be instances of Taxi
Scrip not truly serving the needs of those for whom it is intended if customers sell
or give away Taxi Scrip booklets. Taxi operators are asked to check the Taxi Scrip
against the client I.D. to prevent fraud;

e Impact of Increased Subsidy: Approximately 47% of people that purchased a Taxi
Scrip in 2019 did not use specialized transit for any of their trips. Increasing the
number of Taxi Scrips available or increasing the municipal subsidy will not
reduce costs to A.T.S. for these individuals, since they do not make specialized
transit trips currently;

e Eligibility: Some customers were provided legacy status into the program in 2012
and are only eligible for Taxi Scrip. Some of these customers are reluctant to
reapply for specialized transit for fear of losing their Taxi Scrip eligibility; and

e Wheelchair Accessible Taxis: There are limited wheelchair accessible taxis in the
city. Many taxi operators are reluctant to pick up persons using mobility aids due
to the longer period of time required to assist passengers into the vehicle.

Opportunities

e Service Providers: There are a variety of potential service providers for this kind
of service, such as Uber or Lyft. These providers may have a lower cost than
existing taxi companies being used for Taxi Scrip.

Threats

e Peer System Trends: Some transit agencies are moving away from providing Taxi
Scrip. They note that the reasons for having a Taxi Scrip program are no longer as
relevant, as many specialized transit agencies have reduced trip denials and
increased the availability of same-day booking.
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Benchmark Review

A benchmark review was completed with a number of peer specialized transit agencies
to determine best practices and lessons learned. The following section summarizes the
key highlights from interviews conducted with agencies that have Taxi Scrip programs in
place.

Taxi Scrip is offered by transit agencies mainly in Ontario and British Columbia including
Grand River Transit, OC Transpo, Peel Region and TransLink. Calgary Transit also offers a
Taxi Scrip program, but only for its unconditional riders. The following is a summary of
some of the best practices from each of these systems.

Taxi Scrip Value and Subsidy
The value of taxi scrip offered by each agency is summarized in Table 19 below.

Table 19: Taxi Scrip Value and Subsidy in Benchmarking Agencies

Monthly Allowance Per Maximum Maximum
Agency . Annual Value | Annual Subsidy | Subsidy
Registrant . .
per Registrant per Registrant
Grand e 2 Books
River o Value: $60 each $1,440 $720 50%
Transit e Customer price: $30
Calgary e S$56loaded o
Transit* automatically 2672 2672 100%
0oC e 8Books
Transpo o Value: $40 each $3,840 $2,112 55%
e Customer price: $18
TransLink | « 2 Books
e Value: $50 each $1,200 S600 50%
e Customer price: $25
Peel e 5 Books
Region o Value: $40 each $2,400 $900 38%
Transit e Customer price: $25
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Agency

Maximum Maximum
Annual Value | Annual Subsidy | Subsidy
per Registrant per Registrant

Monthly Allowance Per
Registrant

Hamilton | « 3 Books
Street e Value: $40 each $1,440 S576 40%
Railway e Customer price: $24
* Unconditionally eligible registrants only

Most peer agencies offer a 40 to 50% discount on the value of the taxi voucher, making
two to five available to registrants each month. The two outliers in the group are
Calgary Transit, which provides each unconditional registrant with $56 per month of
Taxi Scrip at a 100% subsidy, and OC Transpo, which offers registrants a higher number
of Taxi Scrip vouchers (up to eight per month) than any other system, at a 55% discount.

Relationship between Taxi Scrip Use and Specialized Transit Ridership

All agencies noted that an increase in Taxi Scrip availability would be unlikely to reduce
specialized transit trips. Data to this effect was not available from any agencies. Most
agencies interviewed have not changed their Taxi Scrip program recently and had no
data to support any change in specialized transit use.

OC Transpo was the only agency to recently change its Taxi Scrip program. In May 2019,
OC Transpo increased the number of books available to clients from a maximum of four
a month to a maximum of eight a month. During this same time, it also increased the
subsidy from 40% to 55% for a $40 book. Table 20 below compares the growth in
number of registrants that purchased Taxi Scrip per month and average number of
books sold for each of these registrants before and after the change in the number of
books available and the increased discount. This was calculated for the period between
June to December 2018 (prior to increase) and June to December 2019 (after the
increase).
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Table 20: Change in OC Transpo Taxi Scrip Use

. Registrants that
Number of Active 8 . Books Sold per
Year . Purchased Taxi
Registrants . Customer
Scrip (per month)

2018 (June to

December) 10,231 354 4.66
2013 (June to 10,231 397 5.70
December)

Change 0% 12% 22%

The increase in the discount resulted in a 12% increase in the number of registered
customers that use Taxi Scrip, however, this only represents 3 to 4% of active registrants
that purchase Taxi Scrip per month. The number of books purchased increased by 22%
with the increase in the number of books available.

The increase in Taxi Scrip books sold was compared to the number of specialized transit
trips requested and accepted by OC Transpo during the same period to determine the
potential impact of this increase on specialized transit ridership. This is illustrated in
Table 21.

Table 21: Change in OC Transpo Specialized Transit Ridership

Active Trips Trips Trips Trips

Year . Requested per Accepted per
Registrants | Requested . Accepted .
Registrant Registrant

2018 (June to 10,231 | 636,298 62.2 632,127 61.8
December)
2019 (Juneto 0000 | 650,604 63.6 648,371 63.4
December)
Change 0% 2.2% 2.2% 2.6% 2.6%

As noted above, the increase in both the number and discount of Taxi Scrip booklets did
not decrease the total number of specialized transit trips both requested and accepted
at OC Transpo. As illustrated in Table 21, the data shows a small increase in trips
requested and accepted between June and December 2019 from the same period in
2018.
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Therefore, in OC Transpo’s case, there is no evidence that suggests that an increase in
Taxi Scrip discounts and booklets led to a decrease in trips on OC Transpo specialized
transit service.

Technology

All agencies except Calgary Transit use a paper or coupon-based system for
administering the Taxi Scrip program, wherein customers purchase coupons in a variety
of denominations to be used like cash towards the payment of a taxi fare. The used
coupons are returned to the transit agency by the taxi company to be reimbursed for
the value of the Taxi Scrip received. This model raises some level of concern regarding
the possibility of fraud; agencies have addressed this concern by implementing and
enforcing policy that taxi drivers must check for a card that verifies the passenger’s
status as eligible for specialized transit and noting some form of identification (e.g. their
specialized transit registration number) on the coupon. However, most agencies noted
that fraud is minimal and that significant instances of it are successfully dealt with on a
case-by-case basis.

Calgary Transit sends an electronic fare payment card to each unconditionally eligible
specialized transit passenger which is automatically loaded with $56 per month. This
amount cannot be transferred from month to month. While the card is available to all
eligible customers, many do not choose to use it. Participating taxi companies must
have a point of sale (P.0.S.) machine in the vehicle to swipe the card and receive fare
payment.

Trends

Taxi Scrip has been historically provided by a number of transit agencies. Recently, some
transit agencies have begun shifting away from providing Taxi Scrip. York Region Transit
eliminated the program due to concerns over liability and the increased level of service
provided on specialized transit (which reduced the need for the service). TransLink
initiated an assessment of the Taxi Scrip program with potential to remove it; however,
negative public response resulted in TransLink maintaining the program. Calgary Transit
also expressed willingness to assess the continued need for Taxi Scrip as a service
offering, analyzing the ability of their door-to-door service to handle an increase in trips

equivalent to the number of Taxi Scrip trips currently occurring.
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The common perception of agencies interviewed is that the original intention of Taxi
Scrip programs, accommodating requests for same-day travel, was not as relevant due
to the reduction in trip denials and increase in number of same-day trip requests
accommodated by specialized transit.

Specialized trips are now available within an hour or less of notice in Peel TransHelp and
York Region MobilityPlus, which meets the need to accommodate last-minute trips that
Taxi Scrip can provide.

Furthermore, many felt that the cost of a Taxi Scrip trip, even with the available subsidy,
is quite high and may be out of reach of a number of registered customers, many of
whom are in low-income brackets.

Use of taxis in delivering specialized transit has been the subject of some research. In
the T.C.R.P. 119 Report - Use of Taxis in Public Transportation for People with
Disabilities and Older Adults (2016), page 13/14, a study by San Mateo County,
California (SanTrans) looked at the most cost-effective way for using taxis: a user-side
subsidy (Taxi Scrip) compared with contracting for “managed” taxis service (non-
dedicated service). Analysis of the user-side subsidy concluded that it was unlikely to
save the agency any money. SanTrans concluded, after reviewing others’ experiences as
well, that user-side subsidy trips would tend to be short trips, and such trips would
erode productivity from the agency’s dedicated van and sedan service because these
short trips could more easily be grouped on dedicated service to benefit productivity.

Potential Cost Savings

This section explores the potential cost savings that may occur if the number of Taxi
Scrips made available to registered customers was increased and/or the subsidy
provided to Taxi Scrip was increased. This assumed that by doing one or both of the
above, the number of trips on specialized transit, which would result in overall cost
savings to A.T.S.

The cost to the City for each Taxi Scrip trip is $4.84 compared to $29.64 for each trip
provided or subcontracted by DARTS (based on 2019 data).

The average cost to the passenger for each Taxi Scrip trip is $12.10. This does not

include any tip that may be added to the taxi trip. The average 2019 fare for a
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specialized transit trip is $2.17. Since many A.T.S. registrants fall in a lower income
bracket, there is a high level of price sensitivity in this group which may not resultin a
significant shift to Taxi Scrip if more booklets were made available.

Approximately 47% of registrants that purchased Taxi Scrips in 2019 did not use
specialized transit. An increase in booklets made available or the subsidy to each Taxi
Scrip would increase costs to the City for these individuals, as it would not reduce any
trips on specialized transit or any cost to A.T.S.

The potential specialized transit market for new Taxi Scrip trips was assumed to be for:

e Same-day trips that are under 5 kilometres (23,474 trips made in 2019);

o 25% of reservation-based short-distance trips under 5 kilometres (25,500 trips
made in 2019); and

e Waiting list trips under 5 kilometres (7,540).

The market for reservation-based trips was reduced to 25% since these trips are pre-
planned. Based on the above, approximately 6% of existing trips made on specialized
transit in 2019 would have the opportunity to switch to Taxi Scrip should the right
conditions be in place. This is considered the high-market potential.

Scenario 1: Increase the Subsidy of Books

This scenario increases the subsidy for each Taxi Scrip from 40 to 60%. This would result
in the following cost breakdown:

e $12.10 total cost per trip;
e 5$4.84 cost to customer (plus 10% tip to the driver = $5.36); and
e S$7.26 cost to A.T.S.

To understand the potential impact, Table 22 first presents a breakdown in registrant
rides, including for Taxi Scrip. It should be noted that the majority of Taxi Scrip use is for
ambulatory passengers. This is for two reasons:

e Most legacy registrants that are only eligible for Taxi Scrip are ambulatory; and
e There are few accessible taxis in Hamilton, which limits the availability of Taxi
Scrip rides for non-ambulatory passengers.
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Table 22: Existing Breakdown of Trips by Trip Type

No Existing Use Taxi Scrip .
. . e - Use Taxi
Ridership Taxi Scrip and Specialized . Total
. Scrip Only
Use Transit
Registrants 6,939 1,713 1,267 9,819
Ex'lstlng Specialized Transit 548 866 137477 0 686,343
Trips (ambulatory)
Ex.lstlng Specialized Transit 126,094 31,584 0 157 678
Trips (non-ambulatory)
Existing Taxi Scrip Trips 0 39,992 35,849 75 841
(ambulatory)
Taxi Scrip Trips (non- 0 3,901 3,496 7397
ambulatory)
Taxi Scrlp Atte.ndants and 0 6,770 6,068 12,838
Companion Trips
Total Trips 674,960 219,723 45,414 940,097
I:i):sScrlp Percent of Total 0% 23% 100% 10%

Based on the above information, the following assumptions were used to calculate the
potential cost savings of increasing the municipal subsidy of Taxi Scrip from 40 to 60%.

1. The growth in trips on Taxi Scrip was based on a fare elasticity formula.

a. For existing Taxi Scrip users, this assumes a 50% reduction in average Taxi
Scrip fare paid by the customer (from $7.98 to $5.32) (assumes a 10% tip paid
by the customer);

b. For registered specialized transit users that currently do not use Taxi Scrip,
this is based on the difference between the current average specialized
transit fare ($2.17) and the average Taxi Scrip fare ($7.98 Taxi Scrip Fare) (=
$5.81 difference) and the difference between the reduced Taxi Scrip fare
(55.32) and the existing average specialized transit fare (52.17) (= $3.15
difference).

2. Aprice elasticity formula was applied to the change in fares noted above and is
noted in Table 23 below. Price elasticity for transit is a measure of the change in
trips made in relation to a change in its price (fare). The range for transit is

typically between 0.2% and 0.5%, meaning a 10% decrease in fare will lead to a
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2% to 5% increase in ridership. For specialized transit, a lower elasticity of 0.04%
was used for registrants that currently do not use Taxi Scrip due to the price
sensitivity of this group; while a higher 0.2% elasticity was used for persons that
only use Taxi Scrip, reflecting this group are already willing to pay a higher fare,
and a further price decrease will incentive them to use Taxi Scrip more often.

3. Since only 9% of existing Taxi Scrip users use a mobility aid, this was also reflected
in the elasticity for non-ambulatory clients.

4. The use of these price elasticity’s result in an overall 20% increase in Taxi Scrip
use, which is similar to the rate experienced by OC Transpo.

Table 23: Price Elasticity Assumptions for Taxi Scrip

. . No Taxi Specialized Transit Taxi Scrip Only
Ridership Change Scrip Use and Taxi Scrip Use Use
Change in Price -84% -50% -50%
Ambulatory Elasticity 0.04% 0.10% 0.20%
Non-Ambulatory 0.004% 0.01% 0.02%
Elasticity

: . el
Ridership Change (%) 5 5% 41% 8.4%
Ambulatory

; . o\

Ridership Change (%) 0.2% 0.4% 0.7%
Non-Ambulatory

5. It was assumed that 50% of every new Taxi Scrip trip by registrants that
previously did not use Taxi Scrip and registrants that use both Taxi Scrip and
specialized transit would be removed from A.T.S. service. This was used to
calculate any potential cost savings. Any increase in Taxi Scrip rides from
registrants that only use Taxi Scrip would not result in a reduction in specialized
transit rides. This is a conservative estimate since the experience with OC Transpo
resulted in no reduction in specialized transit rides (see Table 21).

6. The reduction in operating costs for specialized transit trips was based on the
following:

a. 39% of these rides occurring on a dedicated municipal contracted service
at an hourly rate of $72.02.
b. 59% of these rides occur on a dedicated subcontracted service at a per trip

cost of $22.40.
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c. 3% of these rides occurring on a non-dedicated subcontracted taxi service
at a per trip cost of $18.16.

Table 24 illustrates the potential cost savings (based on a reduction in specialized transit
trips) of increasing the Taxi Scrip subsidy from 40% to 60% using 2019 data.

Table 24: Potential Cost Savings of Increasing Taxi Scrip Subsidy to 60%*

. Use Taxi Scrip .
E
Ridership N? X|:st|ng and Specialized Us.e Taxi Total
Taxi Scrip Use . Scrip Only
Transit
Existing Taxi Scrip
Growth in Taxi Scrip 13,878 1,949 3,566 19,393
Trips
Total Taxi Scrip Trips 13,878 52,611 48,980 115,469
Reduction in
Specialized Transit 6,939 975 0 7,914
Trips
Existing Taxi Scrip $0 $212,355 190,358 | $402,713
Cost to City
Net Increase in Taxi $100,716 $120,322 $121,059 | $342,096
Scrip Cost to City

*Note: Based on 2019 Data

The growth in Taxi Scrip trips presented above is based on 2019 data. Table 25
illustrates the potential savings that would occur based on the above noted
assumptions. The number of Taxi Scrip trips was increased by each horizon year based
on the growth in registrants to the year 2031, taking into account a reduction in legacy
Taxi Scrip registrants during this same time period by 10% a year.
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Table 25: Potential Cost Savings to A.T.S. from Increase Taxi Scrip Subsidy

Ridership and Costs 2019 2022 2026 2031
Baseline Specialized Transit | g, 5g5 984,100 | 1,057,000 | 1,174,900
and Taxi Scrip Trips

Growth in Taxi Scrip

Companion Trips** N/A +3,000 +3,100 +3,300
Growth in Taxi Scrip Trips N/A +19,200 +19,700 +21,300
Reduc.tlor? in Specialized N/A 7.800 8,000 8,700
Transit Trips

Adjusted Specialized Transit | ¢, 504 998,500 | 1,071,800 | 1,190,800
and Taxi Scrip Trips

Baseline Operating Cost $25,420,913 | $26,642,300  $28,526,900 | $31,575,900
Increase Taxi Scrip Cost SO +5338,600 | +5347,400 @ +$375,900
Change in Specialized

Transit Cost SO -$185,300 -$187,700 -$268,800
Total Operating Cost with | ¢35 420,913 | $26,795,600 | $28,686,600 = $31,683,000
Change in Taxi Scrip Subsidy

Cost Difference* N/A +$153,300 | +$159,700 @ +$107,100

*Note: The cost difference is lower in 2031 due to the reduction in legacy Taxi Scrip

clients (694 in 2019 to 196 in 2031), who only add cost with every new Taxi Scrip trip, as
these clients are not eligible for specialized transit.
**Note: Based on Year-One of Implementation and does not account for the impacts of

COVID-19

***Note: Increase in Taxi Scrip Companions does not add to City costs
Scenario #2: Increase Number of Books Available plus Subsidy from 40% to 60%

This scenario adds an increase in the number of Taxi Scrip booklets available per month

from 3 to 6 to Scenario #1.

Approximately 7% of registrants that currently use Taxi Scrips purchase the full
allotment 10 months of the year (30 or more booklets purchased out of 36 available).

However, these 7% of registrants bought 26% of all purchased booklets and made 28%
of all Taxi Scrip trips in 2019. The increase in Taxi Scrip booklets available was assumed
to only benefit these individuals, and not registrants that purchase significantly less or
no Taxi Scrip booklets.
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Based on the above information, the following assumptions were used to calculate the
potential cost savings of increasing the number of Taxi Scrips available per month from

1. Maintain the assumptions in Scenario #1 for the increase in subsidy for Taxi Scrip

2. The growth in trips on Taxi Scrip was based on an elasticity formula.
a. For existing Taxi Scrip users, this assumes a 100% increase in the number of

b. For registered specialized transit users that currently do not use Taxi Scrip, it
was assumed that they would not take advantage of additional Taxi Scrips
above what is currently available since they currently do not purchase Taxi
Scrip. This would be the same even with a subsidy increase (Scenario #1).

3. Aservice elasticity formula was applied to the change in Taxi Scrip made available
and is noted in Table 26 below. An elasticity of 0.1% was used for registrants that
use both Taxi Scrips and specialized transit; while a higher 0.2% elasticity was
used for persons that only use Taxi Scrip, reflecting this group are already willing
to pay a higher fare than specialized transit service and they do not use

Table 26: Ridership and Service Elasticity Assumptions for Customers that Maximize

Books Purchased

Specialized Transit

Taxi Scrip Only

and Taxi Scrip Use Use
High Use Registrants (Purchase 3 Taxi Scrip 94 112
Books for 10+ Months)
Tota'\l Books Purchased by High Use 3168 3,789
Registrants
Books per High Use Registrant 33.7 33.8
Adjusted High Use Registrants (based on 98 121
increase in subsidy (Scenario #1))
Change in Books Available 100% 100%
Elasticity 0.10% 0.20%
Ridership Change (%) 7% 15%
Change in Books by High Use Registrant 36.12 38.86
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4.

It was assumed that 50% of every new Taxi Scrip trip by registrants that use both
Taxi Scrip and specialized transit would no longer use specialized transit service.
This was used to calculate any potential cost savings. Any increase in Taxi Scrip
rides from registrants that only use Taxi Scrip would not result in a reduction in
specialized transit rides. This is a conservative estimate since the experience with

OC Transpo resulted in no reduction in specialized transit rides (see Table 21).
5. The reduction in operating costs for specialized transit trips was based on the
hourly costs and per trip rates noted in the assumptions in Scenario #1.

Table 27 illustrates the potential change in ridership and Taxi Scrip cost to the City with
Scenario #2 using 2019 data.

Table 27: Potential Cost Savings of Increasing Taxi Scrip Booklets to 6 per Month

No Existing | Use Taxi Scrip

Taxi
Ridership and Costs Taxi Scrip | and Specialized Us.e axt Total
. Scrip Only
Use Transit
Existing Taxi Scrip 0 50,662 45,414 96,076

Passenger Trips

Growth in Taxi Scrip
Trips (due to increased 13,878 2,558 3,566 19,393
subsidy only)

Growth in Taxi Scrip

(due to increased 0 1,217 3,079 4,296
booklets only)

Total Taxi Scrip Trips 13,878 53,828 52,059 119,765
Reduc'tlor? in Specialized 6,939 1583 0 8 552
Transit Trips

Existing Taxi Scrip Cost $0 $212,355 190,358 = $402,713
to City

Net Increase in Taxi $100,716 $129,151 $143,405 | $373,271

Scrip Cost to City

*Note: Based on 2019 Data

The growth in Taxi Scrip trips presented above is based on 2019 data. Table 28
illustrates the potential savings that would occur based on the above noted
assumptions. The number of Taxi Scrip trips was increased for by each horizon year
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based on the growth in registrants to the year 2031, taking into account a reduction in

legacy Taxi Scrip registrants during this same time period.

Table 28: Potential Cost Savings to A.T.S. from Increase Taxi Scrip Subsidy

Ridership and Costs \

2019

2022

2026

2031

Baseline Specialized
Transit and Taxi
Scrip Trips

940,083

984,100

1,057,000

1,174,900

Growth in Taxi Scrip
Trips

N/A

+23,400

+24,000

+26,000

Growth in Taxi Scrip
Companion
Trips***

N/A

+3,600

+3,700

+4,000

Reduction in
Specialized Transit
Trips

N/A

-8,400

-8,700

-9,400

Adjusted
Specialized Transit
and Taxi Scrip Trips

940,083

1,002,700

1,076,000

1,195,500

Baseline Operating
Cost

$25,420,913

$26,642,300

$28,526,900

$31,575,900

Increase Taxi Scrip
Cost

S0

+5369,104

+5378,599

+5410,013

Change in
Specialized Transit
Cost

S0

-$269,707

-$197,294

-$278,363

Total Operating
Cost with Change in
Taxi Scrip Subsidy

$25,420,913

$26,741,697

$28,708,204

$31,707,550

Cost Difference*

N/A

+$99,397

+$181,304

+$131,650

*Note: The cost difference is lower in 2031 due to the reduction in legacy Taxi Scrip

clients (694 in 2019 to 196 in 2031), who only add cost with every new Taxi Scrip trip, as
these clients are not eligible for specialized transit.
**Note: Based on Year-One of Implementation and does not account for the impacts of

COVID-19

***Note: Increase in Taxi Scrip Companions does not add to City costs
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Recommendations

Based on the above analysis, it is anticipated that there would be no cost savings to
A.T.S. if the subsidy to Taxi Scrip was increased (Scenario #1) and the number of
booklets made available to registrants was also increased (Scenario #2). This is because:

e Anyincrease in rides from registrants that currently only use Taxi Scrip would
only add cost to the City, and would not reduce the number of rides on
Specialized Transit. This represents approximately 43% of Taxi Scrip users and
47% of Taxi Scrip trips in 2019; and,

e Everyincrease in Taxi Scrip trip (and cost) would not result in a reduction in
specialized transit trips. The 50% reduction in specialized transit ridership from
new Taxi Scrip trips is a conservative estimate. Evidence from OC Transpo and
industry literature does not indicate a reduction in specialized transit trips with
an increase in Taxi Scrip trips.

It is therefore recommended that:

1. The City does not increase the subsidy to Taxi Scrip.

2. The City does not increase the number of booklets made available per month for
Taxi Scrip.

3. The City consider reassessing existing legacy Taxi Scrip clients as per the
recommendation in Section 3.6.3 of this report.
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Group Trips

Group Trips on specialized transit provide “many to one” and “one to many” trips to key
destinations. This involves trips wherein a single vehicle picks up passengers from
multiple origins and takes them to a single destination. Multiple passengers are then
picked up from that one location and dropped off at various different destinations.
When scheduling individual trips, customers who are travelling to the same destination
for the same arrival time and live within a reasonable distance of each other will be
scheduled to travel together, resulting in an informal group trip. Alternatively, a
community agency or organizer of the source of these trips may reach out to the transit
agency to book Group Trips. Group Trips are also provided to groups of registrants
travelling from one origin to a destination and back for an activity.

As a shared ride service, grouping of riders is standard practice in specialized transit
scheduling, particularly for trips to and from adult day programs. These trips are often
subscription based, due to the recurring nature of the programming that riders may be
travelling to and from.

Auditor Recommendation

7.2

The City Auditor’s report directs that the merits of different service options should be
explored, including the implementation of Group Trips, referred to as Shuttles in the
report.

Shuttles are used in London to provide dedicated Group Trips with a higher level of
service for passengers going to and from a regular location, such as a dialysis clinic. The
City Auditor’s report recommends exploring “whether dedicated vehicle use at key
locations would provide another service option for clients at a lower cost for the City”.

Background

DARTS currently books a number of Group Trips. The majority of these are subscription
trips, which make up 53% of trips delivered in 2019. Group Trips are not focused on
dedicated “shuttles” that have the sole focus of filling up vehicle capacity. Booking
agents do not call agencies that operate programs directly to book Group Trips. Rather,

\_ scheduling of Group Trips is optimized on all vehicles available, with the goal of
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maximizing vehicle occupancy on multiple vehicles rather than one or more dedicated
vehicle. Trips are booked on the most effective vehicle that will allow the highest
number of trips to be accommodated.

While this is the case, the number of trips per revenue vehicle hour of dedicated service
is 2.17, which is lower than the Ontario average of 2.46 of specialized transit systems
that have a population greater than 150,000 residents.

From a cost savings perspective, there is no preference given to filling up dedicated
DARTS operated vehicles, which charge an hourly rate, versus dedicated contracted
vehicles which charge a per trip rate. Grouping trips on non-dedicated vehicles does not
reduce operating cost, as each trip is charged the same, whether the ride is shared or
not.

In reviewing the literature for this project, the use of non-dedicated vehicles may offer
an opportunity to maximize the grouping of trips. Group Trips occur in the peak demand
time periods of morning and afternoon rush hours. These are the time periods when
agencies need to maximize the number of vehicles and personnel in service. By
accessing non-dedicated vehicles (e.g. taxis) for time periods and locations when trip
demand is low, agencies can deploy more of their dedicated services into the peak
demand periods resulting in improved productivity and therefore cost effectiveness of
the service. As noted in T.C.R.P. Report 121 - Toolkit for Integrating Non-Dedicated
Vehicles in Paratransit Service (2007), page 6 ‘the main advantage of using a combined
service structure that includes both dedicated and non-dedicated services is its cost-
effectiveness in dealing with the inherent daily and seasonal fluctuations of demand. By
purchasing supplementary non-dedicated services from a third party to cover peak
overflow trips or low-demand periods, fewer dedicated vehicles are needed.’

Ability for A.T.S. to Implement Service Model

The strengths and challenges of the existing approach to Group Trips were assessed, as
well as the potential external opportunities and threats that should be considered to
increase vehicle occupancy.
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Strengths

1. Subscription Trips: Fifty-three percent of trips in Hamilton are subscription,
which provide a good opportunity to group rides.

Challenges

1. DARTS Dedicated Subcontract Model: DARTS delivers 59% of its trips to three
dedicated subcontractors and 2.6% of trips to a non-dedicated subcontractor.
These subcontractors charge DARTS a flat fee for every trip delivered. There is no
adjustment in fee based on the number of rides that are shared in the vehicle or
the distance of a trip. Alternatively, trips delivered by dedicated in-house vehicles
(39%) are based on hourly rates per vehicle. One of the challenges with this
model when delivering Group Trips is that, if these high capacity trips are
delivered by the subcontracted service, the high number of passengers within
one vehicle will not lead to additional savings. The existing scheduling software
maximizes non-ambulatory trips on in-house vehicles; however, non-ambulatory
trips are maximized on the contracted service.

Opportunities

1. Opportunities for Community Collaboration: A.T.S. is well-positioned to provide
Group Trips due to a high number of common destinations for specialized transit
users. DARTS currently books group trips and has the capacity to expand this
offering. They have a strong relationship with a number of Developmental
Services group homes which tend to be located in close proximity to each other,
facilitating a smooth potential shuttle service. There are many opportunities to
collaborate with local stakeholders such as community agencies, long term care
facilities, and retirement homes. Many of these groups hold regularly scheduled
events which could be effectively served by a shuttle. Non-profit organizations
with existing vehicle fleets or sponsorships with owners of specific destinations
(such as a grocery store) may also provide effective partnerships for shuttle
service operations.

2. Vehicle Flexibility: A benefit of offering Group Trips is that the vehicles required
for its operation do not need to be dedicated to that specific service and could be
utilized for alternative purposes when Group Trips are not scheduled.
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Threats

1. COVID-19: There has been an increasing individualization of community
programming in the past year due to the COVID-19 pandemic, which has led to a
reduction in group activities. It is unclear if and when service offerings will return
to in-person group formats and whether demand for these trips will return to
pre-pandemic levels. A reduction in demand and associated reduction in group
size for shuttle trips would limit the efficiency of this service.

Benchmark Review

Group Trips are offered by a number of transit agencies including Durham Region
Transit, Regina Transit, and the London Transit Commission. No agencies interviewed
track Group Trips separately from their overall specialized trips; however, they noted a
high number of subscription trips linked to Group Trips. Group Trips are likely to lead to
cost savings due to the higher levels of boardings per hour associated with multiple
riders sharing a vehicle to the same destination compared to single trips with varying
destinations.

Group Trip Structure

Durham Region Transit offers a “Service Agreement” which waives the need for a
Personal Care Attendant exclusively on trips to and from an approved Durham Region
day program, where that individual would otherwise not be eligible for unsupervised
travel. The customer can apply for this service as an optional portion of the specialized
transit service application. This can result in cost savings by creating space for additional
passengers during high-demand times of the day.

London reports grouping trips together for persons applying for specialized transit to
participate in a recurring workshop or day program-type service. A new registrant may
be added to the grouping of individuals travelling to a particular day program within
their local area. Scheduling of these trips is completed by London Transit as part of their
standard practices to optimize the use of vehicles and personnel to maximize
productivity and cost efficiency.
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Vehicle Types

Regina Transit uses small accessible buses for group trips, which have a capacity of 13-
15 ambulatory passengers or 6 wheelchair users. London Transit uses high floor vans
equipped with lifts that can seat 10 ambulatory passengers or 6 wheelchair users. Both
agencies use these same vehicles for regular on-demand specialized transit service
when not in use for group trips.

Recommendations

7.5.1

This section explores the potential cost savings that may occur with an increase in the
number of Group Trips.

Based on the above assessment, the following changes to the application and eligibility
determination process are recommended.

Reduce Late Cancellations and No Shows

As indicated in Section 2.5 above, there were 196,097 Late Cancellations, No Shows and
Cancelled at the Door that occurred on specialized transit, representing 16.54% of all
trips requested. This amount has grown by 101% between 2015 and 2019. This adds to
operating costs as operators are still paid for booked trips, and dedicated trips become
less efficient as there is not enough time to fit in and optimize same day trip requests.
This also creates challenges in optimizing Group Trips, particularly with a high rate of No
Shows and Late Cancellations.

Table 29 illustrates the rate of No Shows, Late Cancellations and Cancelled at the Door
of peer systems that were reviewed as part of this report, including an average of all
Canadian specialized transit systems that operate in municipalities with a population
greater than 150,000. As seen below, the average among these systems is 4.78% of trips
requested, while the industry practice is to target less than 1% (as noted in the
C.U.T.A.'s Specialized Transit Services Industry Practices Review (2016)).
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Table 29: Average Rate of Late Cancellations and No Shows

C Late Cancelled
Municipality Cancellations No Shows at Door Total
Hamilton 13.01% 2.02% 1.51% 16.54%
Grand River Transit 0.82% 1.16% 0.58% 2.56%
Durham Region Transit 1.00% 1.09% 1.00% 3.09%
Calgary Transit 1.04% 0.76% 0.62% 2.43%
OC Transpo (Ottawa) 10.32% 2.63% 3.53% 16.48%
Toronto Transit Commission 0.00% 2.95% 0.68% 3.62%
TransLink (Metro Vancouver) 2.14% 0.84% 0.93% 3.92%
Regina Transit 3.39% 2.35% 0.00% 5.74%
London Transit 4.99% 1.92% 0.00% 6.91%
Peel Region 1.37% 1.18% 0.91% 3.45%
York Region Transit 1.26% 0.83% 1.10% 3.20%
Population Over >150k 2.17% 1.69% 0.86% 4.72%
Average 2.11% 1.76% 0.91% 4.78%

Bringing the rate of Late Cancellations and No Shows closer to the peer average would
increase the potential for Group Trips and increase the number of passengers per hour
delivered, leading to cost savings.

A.T.S. was in the process of implementing a policy and point system for registrants who
accumulate a certain number of Late Cancelations (including Cancel at the Door) and/or
No Shows. Based on the points accumulated within defined time periods, individuals
would receive notices, warnings and potentially service suspensions for progressively
longer periods of time to correct the situation.

A report to Council on this matter was planned, but was delayed due to the COVID-19
pandemic.

It is recommended that A.T.S. prioritize this in the short-term, as a way to improve
efficiencies and increase the potential for Group Trips.

An information campaign is also recommended with this point’s system to advise riders
that it is being implemented and to send messaging of the need to cancel in advance as
much as possible and its importance to ensure rides are there for others to access.

These campaigns will go a long way to change behaviour and reduce the number of
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riders that need to go through this progressive discipline process of warnings and
service suspensions.

A.T.S. would also need to ensure that the Trapeze functionality to track these points is
enabled in their registrant database. The tool will generate lists of riders that
accumulate warnings, including letters to send out on a daily/weekly basis to track and
manage the whole process.

Focus Large In-House Dedicated Vehicles during Periods of High Trip Density

As discussed above, DARTS contracts 62% of its trips to dedicated and non-dedicated
subcontractors to deliver service (2019 data). Subcontractors charge DARTS a flat fee for
every trip delivered, with no adjustment in fee based on the number of rides that are
shared in the vehicle. The challenge with this model is that grouping additional trips on
subcontracted vehicles will not lead to cost savings. Existing DARTS scheduling practices
do not prioritize placing trips on in-house dedicated service, which charges by the hour
and would see cost savings with Group Trips.

There are three options that could help increase the potential for cost savings.

1. Change the subcontract pricing model create more cost efficiencies with Group
Trips.

2. Schedule more in-house service during periods when trip density is high (trips per
square kilometre per hour), focusing subcontracted service when trip density is
low.

3. Work with schedulers to prioritize booking of Group Trips on large capacity
vehicles.

Table 30 illustrates the percentage of Subscription Trips booked on an average weekday
by time of day. The majority of Subscription Trips (83.8%) are made between 8:00 a.m.
and 4:00 p.m. Scheduling all active larger in-house dedicated vehicles during this period
would maximize the potential for cost savings with Group Trips due to the higher trip
density and costing model which reduces the cost per trip with each additional
passenger added to the vehicle.
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Table 30: Subscription Trips by Time of Day (Weekdays)

Time ‘ Subscription Trips Percent of Trips
5:00 A.M. 92 0.0%
6:00 A.M. 2,375 0.6%
7:00 A.M. 10,922 2.7%
8:00 A.M. 60,222 14.6%
9:00 A.M. 65,868 16.0%
10:00 A.M. 21,085 5.1%
11:00 A.M. 20,622 5.0%
12:00 P.M. 37,885 9.2%
1:00 P.M. 18,361 4.5%
2:00 P.M. 55,338 13.4%
3:00 P.M. 65,539 15.9%
4:00 P.M. 16,960 4.1%
5:00 P.M. 13,511 3.3%
6:00 P.M. 8,197 2.0%
7:00 P.M. 2,922 0.7%
8:00 P.M. 4,726 1.1%
9:00 P.M. 3,612 0.9%
10:00 P.M. 2,313 0.6%
11:00 P.M. 904 0.2%
12:00 A.M. 12 0.0%

It is recommended that A.T.S. review the potential to increase the use of non-dedicated
vehicles where trip density (trips per square kilometre per hour) is low in order to
deploy specialized transit service delivered by contracted DARTS operators in the higher
demand time periods and locations to maximize productivity and cost effectiveness. The
focus would be to schedule and deploy larger capacity vehicles (DARTS buses and Pro
Masters) during these periods (weekdays between 8:00 a.m. and 4:00 p.m.), while
focusing subcontracted and non-dedicated services during lower demand periods (e.g.
early morning, evenings and weekends).

7.5.3 Partnerships with Community Agencies

Booking agents at DARTS do not actively reach out to community agencies to coordinate

Group Trips. Part of this is due to the high rate of Late Cancellations and No Shows,
\_ Wwhich result in minimal opportunities to increase Group Trips.
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Working directly with community agencies to book trips to large programs can help to
maximize vehicle occupancy on larger capacity vehicles. This practice occurs with
London Transit.

It is recommended that A.T.S. work with the DARTS to develop partnerships with
community agencies that provide services such as adult day programs to create
scheduled Group Trips dedicated to specific destinations using higher capacity vehicles.
These vehicles should continue to be used for regular specialized trips outside of
scheduled Group Trips.

In cases where Group Trips require the use of a non-ambulatory vehicle, continue
prioritizing DARTS operated services.

In cases where Group Trips to the same destination are made up of seven or more
ambulatory passengers, optimize these trips to be delivered on DARTS high-capacity
vehicles.

It should be noted that there are only two larger capacity vehicles that are used by
DARTS, which minimizes the potential for significant savings. These vehicles have larger
capacities, but operate at a higher operating cost.

7.6 Potential Cost Savings
The potential cost savings to A.T.S. of increasing the number of Group Trips was
calculated based on the recommendations noted above. To calculate the potential
benefit, the following assumptions were used:

7.6.1 Operating Costs

1. Assume $5,000 annual to initiate a robust information campaign around Late
Cancellation and No Show policy and points system.

2. Assume the need to hire a Clerk position to add to the capacity of Customer
Service Representatives to administer the Late Cancellations / No Show Policy,
including updating Trapeze, tracking and communicating with registrants, when
required. A cost of $75,400 (salary of $60,320 plus 25% for benefits) annually was
assumed.
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7.6.2 Travel Demand Assumptions

The following assumptions were used to calculate the potential change in travel demand
and operating cost for specialized transit as a result of increasing the number of Group
Trips.

1. Hamilton delivers 2.18 eligible passenger trips per revenue hour of dedicated
service (2019 statistics). This is lower than the peer average of the peer systems
interviewed for this project (2.82 eligible passenger trips per revenue hour of
dedicated service). To be conservative, it was assumed that the
recommendations above would increase the trips per hour by 5% by 2026 and
10% by 2031, which would increase the average trip per hour to 2.30 and 2.41
respectively.

2. Assuming no change in ridership from baseline, increasing the number of trips
per vehicle hour would reduce the overall hours of dedicated service and peak
vehicle requirements. This would see an increase in average number of trips per
peak vehicle, increasing from 5,557 in 2019 to 5,872 in 2026 and 6,151 in 2031.

3. Changes to specialized transit trips from an increase in Group Trips were
distributed to each of the current specialized transit contractor and
subcontractors, using the same distribution that exists in 2019. Potential cost
savings were calculated based on the operating cost and cost structure for each
provider. This means:

a. 39% of these rides occurring on a dedicated municipal contracted service
at an hourly rate of $72.02.

b. 59% of these rides occur on a dedicated subcontracted service at a per trip
cost of $22.40.

c. 3% of these rides occurring on a non-dedicated subcontracted taxi service
at a per trip cost of $18.16.

4. For subcontracted trips, the increase in trips per vehicle would not lead to a
reduction in costs (as the contract model is based on a cost per trip).

7.6.3 Other Assumptions

¢ Implementation to occur in 2022; and,
e Due to the uncertainty of COVID-19 recovery, 2019 was used as a base year, with

\ no adjustments made to rides.
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Table 15 illustrates the potential cost savings with the implementation increasing the

number of Group Trips.

Table 31: Potential Cost Savings to A.T.S. from an Increase in Group Trips

‘ 2019 2022 2026 2031
_":’fi;i"ne Specialized Transit | ¢ he3 984,100 | 1,057,000 @ 1,174,900
Reduction in Specialized
Transit Trips due to N/A N/A N/A N/A
increased Group Trips
Adjusted Specialized 940,083 984,100 | 1,057,000 = 1,174,900
Transit Ridership
Baseline Hours for 377,168 | 397,600 | 428,100 479,100
Dedicated Service
Reduction in Hours of 0 4,800 22,300 -47,400
Dedicated Service
Adjusted Hours of 377,168 392,800 405,300 431,700
Dedicated Service
Baseline Operating Cost $25,420,913 | $26,642,300 | $28,526,900 $31,575,900
c ations C :
Cg;\:munlcatlons ampaign $0 +$5,000 +$5,000 +$5,000
Clerk Staff Position SO +$75,400 +575,400 +$75,400
Reduction in Specialized S0 $144,000 | -$669,700 | -$1,418,700
Operating Cost
Total Operating Cost with
Integrated Service and $25,420,913 | $26,578,700 | $27,937,600 ' $30,237,600
Travel Training
Cost Difference N/A -$63,600 -$589,300 @ -$1,338,300

* Note: Based on Year-One of Implementation and does not account for the impacts of

COVID-19

The implementation of additional Group Trips (an increase in trips per hour) would
result in a cost decrease of $589,300 by 2026 and $1,338,300 by 2031 from projected
baseline conditions (do-nothing scenario).
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Next Steps

The cost savings noted above are only realized for trips delivered by the dedicated in-
house service provided by DARTS.

The scheduling software used by DARTS assigns trips to DARTS vehicles or
subcontracted vehicles based on location and the desire to accommodate trip requests
and is not optimized to prioritize in-house DARTS service for Group Trips. Thus, the
amount of savings related to increasing Group Trips would not be realized for trips
delivered by vehicles subcontracted by DARTS.

To better optimize the potential for savings, it is recommended that A.T.S. work with the
specialized services contractor to change the fee structure DARTS has with its current
Subcontractors in order to optimize potential cost savings.

N
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so | Key Performance Indicators

8.1 Auditor Recommendation
Recommendation #13 of the City Auditor’s report directs that the Transit Division create
performance metrics to measure process efficiencies and community impact, and report
on these regularly.
This section of the report identifies a number of Key Performance Indicators (K.P.l.’s)
that should be used to monitor the revised application process and eligibility criteria, as
well as the various service model recommendations identified in this report.
A.T.S. already collects a significant amount of performance data, and tracks it over time
to better understand the effectiveness and efficiency of the service being provided. The
K.P.l.’s described in the sections below do not require the collection of any additional
data, but when examined together, they can help understand the impact operational
changes may have on service efficiency and quality.

8.2 Recommended K.P.l.’s

In 2016, the Canadian Urban Transit Association released a Specialized Transit Services
Industry Practices Review, which examined nationwide peer practices for specialized
transit programs, to highlight operational topics for the country’s providers of
specialized transit. The intention of this document was for specialized transit agencies
across the country to use this document as a basis for improving operations and setting
a baseline for themselves against peer operators across the country. The K.P.l.’s and
industry best practice figures noted below largely originate from this publication, and
are complemented with other metrics utilized by other specialized transit operators.
Recommended metrics are grouped below.

Service Efficiency K.P.l.’s

For the purposes of measuring the impact of the recommendations in this report, A.T.S.
should utilize several K.P.l. measures from the Efficiency category in order to better
understand the impact of the recommendations outlined in this report. Recommended

indicators for measure include:

N
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Cost per Trip: Cost per Trip is the direct cost of providing specialized transit service to
one passenger from a passenger’s point of origin to destination. Cost per Trip is
commonly represented as the average operating and maintenance cost of the service as
a ratio to the total ridership of the service. An improved cost per trip is a direct outcome
of adopting and adhering to service standards. Additionally, improving scheduling
practices and adjusting scheduling parameters in the specialized transit scheduling
software can result in increased utilization of the vehicles’ capacities, among other
things, and will have a positive impact on Cost per Trip. Industry best practice is less
than $25 per passenger trip, regardless of agency size. In 2019, A.T.S. had a cost of
$27.04 per passenger trip for all services.

Trips per Hour: Trips per Hour are the average number of trips that are provided per
vehicle hour of service provided. Trips per Hour are determined using the total trips
completed over a specific time period, and the total vehicle hours of service over the
same time period. If Trips per Hour is too low, it is likely that trips are not being grouped
efficiently, which is likely resulting in high cost per trip and low value for cost. Low Trips
per Hour can also be the result of a large, low density service area and/or long trips. On
the other hand, if Trips per Hour is too high, it may indicate a lower quality of service
and the satisfaction of clients, as it could reflect scheduling optimized to the point that
times on board the vehicle for passengers is excessive. Industry best practice is between
2.5 and 5 trips per hour. In 2019, A.T.S. reported an average 2.17 passengers/revenue
hour for dedicated service.

Trip Density: The density of trips is a critical factor in determining how best to serve a
particular service area by time of day and day of the week. It is determined by
calculating the number of trips per square kilometre per hour. Understanding how best
to serve out-of-the-way trips and time periods in which few trips are requested, offers
agencies an opportunity to group trips for more shared rides, reduce deadheading, and
maximize the productivity of vehicles and personnel. Trip Density has been used
successfully to deploy non-dedicated vehicles, design shifts for personnel paid hourly
operating dedicated vehicles to maximize shared rides. There is no industry best
practice for this indicator, however, it is recommended that this be used to ensure
optimal productivity of staff and vehicles.

No Shows: No Shows occur when a passenger does not appear to be picked up at the
\_ scheduled time/location or when a passenger does not call to cancel a scheduled pickup
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within the required time period to cancel a trip. No Shows represent a significant loss in
efficiency, increase in per trip cost, and often impacts the ability of a service provider to
meet the industry best practice of 0% Trip Denials. A high rate of No Shows may be
reduced by establishing and enforcing No Show policies where, for example, clients are
penalized for excessive numbers of No Shows. Alternately, some agencies prefer to use
public education campaigns which highlight the importance of providing advance notice
for trips that are no longer required. Industry best practice is less than 1% No Shows.

In 2019, 196,097 trips were cancelled late, No Shows, or cancelled at the door, which
makes up 16.5% of all trips requested (1,185,506). The current A.T.S. No Show and
Cancellation Policy defines late cancellation as cancellation after 4:30 p.m. the day prior
to the trip occurrence.

Registrants per Capita: Generally, transit agencies that have a more thorough eligibility
determination process have a lower rate of registrants. For example, Edmonton had a
population of 899,000 in 2019 had 6,523 registrants (plus 2,055 attendants/
companions) for a ratio of 0.0095 registrants per capita. By contrast, Hamilton has a
population of 540,000 and 9,819 registrants or 0.018 registrants per capita
(approximately twice the rate of Edmonton). Similarly, York Region and Peel Region
have much larger populations and fewer registrants than Hamilton. While other factors
do affect the client rate significantly, including average age, household income, and the
capacity of the non-profit sector to provide transportation services, it also reflects the
openness of the eligibility process. While there is no benchmark or industry best
practice for this figure, it will be important to track in the coming years in order to
better understand the impact of any changes to eligibility requirements and application
process.

Customer Service K.P.l.’s

Recognizing that A.T.S. is a customer-centred service, it is also recommended that
several customer service metrics are also monitored to ensure that passenger service
standards are met and exceeded as the A.T.S. delivery model is revised. The following
are several K.P.l.’s for consideration:

Trip Denial: Trip Denial is the inability for an agency to provide a trip within the agency’s
pick-up window when a request is made within the agency’s booking window. Trip
\_ Denials are defined as the difference between the number of trips requested and the
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number of accessible trips actually provided. The C.U.T.A. report notes that it’s very
important for accessible service providers to aim for 0% Trip Denials when inside the
booking window. However, the report goes on to note, the complete elimination of Trip
Denials could be detrimental because it could imply inefficient scheduling - and the
upside of servicing 100% of trip requests may not outweigh the downside of
inconveniencing the already-accommodated ridership base. Overall, as of 2016, the
Canadian specialized transit industry is doing a good job of minimizing trip denials.
Systems on average are currently denying 1.68% of all trip requests, with a median of
only 0.81% trips denied. Industry best practice is 0% Trip Denials, regardless of agency
size. The 2019 trip denial rate for A.T.S. was 1.6%, slightly below the average. This
industry metric is particularly salient as specialized transit trip denials may be seen as
both a human rights violation and a contravention of the Accessibility for Ontarians with
Disabilities Act (A.O.D.A.).

Average Trip Length: The trip length is a measure of the length of a trip provided by
specialized transit in kilometres, minutes or hours. Trip Length is represented by the
average length of one trip, determined by the total revenue kilometres or vehicle hours
and the total number of trips. When appropriate, this might be expressed as trip length
as a percentage of the time or distance the same trip would take on conventional
transit. Some transit agencies also use a policy that the Trip Length on specialized transit
and/or integrated trips cannot be longer than the same trip on conventional transit, and
it allows for comparison of the adequacy of specialized services. Some systems may find
value in going one step further by defining a policy surrounding the maximum allowable
trip duration. As average Trip Length is heavily context sensitive, it is very difficult to
suggest industry best practice value. In 2019, A.T.S. recorded a revenue vehicle
kilometer of 9.75 kilometres/passenger, an increase of nearly 1 kilometre over 2018
values (of 8.83 kilometres/passenger). It is recommended that A.T.S. monitor average
trip time for specialized service as a percentage of the time or distance the same trip
would take by conventional transit over a minimum of one year. Once a baseline has
been established, it’s recommended that a target trip length be established, specific to
the unique characteristics of Hamilton.

On-Time Performance: On-time performance is the percentage of trips arriving on-time
for pick-up at both the origin and destination points within the allowed window for

\  pickups. If on-time performance is too low, it is detrimental to service quality and client
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satisfaction. While achieving high on-time performance is very important, if it is too high
(>99%), then it is possible that scheduling processes, pick-up windows, wait time or
policies should be re-evaluated. Industry best practice is 90%-99% On-Time
performance in a mid-sized city.

Missed Trips: A Missed Trip occurs when an operator/driver does not pick up a
passenger as scheduled due to incorrect information about destination or human error,
e.t.c. It is important to minimize these occurrences to ensure good customer service,
and to reduce the need for incident management required to redeploy resources.
Industry best practice is 0%.

Customer Satisfaction Survey

8.4

Although not a K.P.l., one additional qualitative indicator for success is a comprehensive
Customer Satisfaction Survey. This tool provides the opportunity to better understand
the needs of clients, and the impact that any changes may have on their experience with
the service. If undertaken biannually, or at a similar frequency as on conventional transit
service, it is a strong indicator of the success of any changes to the A.T.S. service model,
and the success that any change management activities may have on the roll out of
larger changes, such as the implementation of Integrated Trips. While several
approaches to the survey could be considered, a telephone survey of a representative
sample of active registrants (including caregivers for those not able to participate
directly) has been used to great effect by other specialized transit agencies in Canada.

Benchmarking for Improved Eligibility Assessment

The development and implementation of improved application process and eligibility
assessment is only effective if the results can be measurable. In order to meet the
direction provided by the Auditor General in recommendations #2, #3, #5, and #13, it is
recommended that the following benchmarks be collected through the roll out of any
program to improve the efficiency and effectiveness of A.T.S. service as described in the
report.

1. Number of Applicants by Period. This should be tracked quarterly and annually
and show a decrease in new applications per capita from baseline as a result of

the additional clarity in the revised application process.

N
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2. Registrants per Capita. This is an indicator of the effectiveness of the specialized
transit application and eligibility determination process and is noted above. The
number of registrants per capita should decrease to industry standards with the
revised application process.

3. Conditional Eligibility. This should record the change in relative percentage of
candidates receiving conditional approval versus unconditional approval for
A.T.S. service. Success should show an increase in conditional approval over
current applications.

4. In-Person Assessments: The number of in-person assessments should be tracked
by period (quarterly and annually) once the revised application process is in
place. A high rate of applicants and a low number of in-person assessments may
mean that the functional ability of potential clients is not well understood, and
they may be provided an inappropriate classification of service requirement (e.g.
conditional versus unconditional).

Summary

The following table summarizes the measures described above, and notes how A.T.S.
currently measures (if applicable).

Table 32: Summary of Existing Key Performance Indicators

Industr
KPI Description StandarYi Currzg:a()zom
Cost per Trip | The cost of providing
specialized transit service to <$25.00 $27.04
one passenger for one trip.
Trips per The average number of trips
Hour that are provided per vehicle 2.5-5.0 2.17
hour of service.
Trip Density The number'of trips provided N/A N/A
per square kilometre per hour.
No Shows The number of booked trips
that a customer cancels late or
does not arrive at the pickup 0% 16.5%
location within 5 minutes of
\ the pickup time.
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Industry
KPI Description Standard Currzg:af)zow
Registrants The rate of specialized transit N/A 0.018 registrants
per Capita registrants per capita. per capita
Trip Denial Trip denials occur when an
agen.cylls una.ble ’Fo Prowde a 0% 1.6%
specialized trip within an
acceptable time window.
Average Trip | The average length of a trip
Length PI’OYIdEd by speqallzed transit N/A 9.75 k.m.
in kilometres, minutes or
hours.
On-Time The percentage of trips arriving
Performance on-time for pickup at origin
and destination points within 90%-99% 98.9%
the allowed window for
pickups.
Missed Trips Incidences when an operator
does not pick up a passenger 0% 0.8%

as scheduled.

\_
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Other Strategic Recommendations

There are a number of other strategic directions that were identified through this
review that did not form part of the City Auditor’s report. These are included below for
consideration by the City of Hamilton as it looks to improve the level of service and cost
effectiveness of its specialized transit service.

1. Integration with On Demand Transit in Waterdown
The Transit Division is set to begin an On Demand pilot service in the community
of Waterdown, and this will be the first stage of an implementation strategy. This
will be operated using H.S.R. operators and vehicles to provide demand-
responsive connections within Waterdown and to the rest of the network with a
connection to the Aldershot GO Station.

There is an opportunity to use this On Demand service for part of the Integrated
Trip model identified in Section 4.6.1 of this report. Many On Demand platforms
provide the opportunity to allowed registered specialized transit customers to be
picked up at their door instead of a stop, and allow full door-to-door service
within the Waterdown community, or an Integrated Trip with a connection to the
Aldershot GO Station. Adopting this model may require H.S.R. to use smaller
accessible vehicles (e.g. cutaways) that would allow operators to access local
residential streets that may not be suitable for a 40-foot bus.

Should the On Demand pilot be successful, it is recommended that the Transit
Division explore opportunities to use smaller accessible vehicles for On Demand
areas and work with the technology provider to provide allow a separate
registration category for specialized transit customers that require pick-up /
drop-off at the door within an On Demand zone. This should be expanded to
other areas of the City, taking into consideration areas with a high senior’s
population as a way to provide “Community Bus” style travel within a local
community, connected to the larger H.S.R. network.

N
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2. Full On Demand Transit Integration
A trend among many transit agencies is also to use the same technology platform
to book and schedule On Demand and specialized transit trips, using the same
operators. This is being done by Guelph Transit, St. Catharines Transit, Durham
Region Transit, York Region Transit and Milton Transit to name a few. The vision
is to move towards a fully integrated conventional fixed-route and demand-
responsive service, which includes by On Demand and specialized transit.

This model will integrate the existing specialized transit and On Demand pilot
service using the same scheduling and booking platform and operator. This would
also include the same customer service staff booking both On Demand trips for
conventional passengers and Specialized Transit trips for A.T.S. passengers. The
goal is to provide the same level of customer experience to all customers,
regardless of ability.

Demand-responsive services will provide either door-to-door service or connect
to scheduled service at key stations, terminals and hubs to form part of a
complete trip. The type of trip will be dependent on the customers’ ability to
access scheduled service, based on functional ability, geography, time of day and
other relevant factors. This model will move away from separate specialized, On
Demand and fixed-route transit systems, creating opportunity for seamless travel
across the City. This may also involve removal of the DARTS brand from vehicles,
create a single H.S.R. brand for all services.

In the medium-term, it is recommended that A.T.S. further study the full
integration of specialized transit service and On Demand transit, so both systems
can be operated under the same platform, creating a seamless experience for all
customers.

3. Re-explore Fleet Mix
Specialized transit is operated by a mixed fleet in-house and subcontracted of
larger accessible buses, accessible Pro Masters and M.V.1.’s, accessible and non-
accessible mini-vans and non-accessible sedans. A decision was made a few years
ago to move to the use of smaller vehicles as a cost-saving measure. As the
recommendations in this report are implemented, particularly with a larger focus

\ on Group Trips during high trip density periods, the fleet mix should be re-
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explored to confirm whether the strategy continues to be optimal. Having in-
house larger accessible buses provides a number of benefits, particularly when
scheduled during high trip density periods (e.g. weekdays between 8:00 a.m. and
4:00 p.m.). The ability to Group additional trips on these vehicles, particularly as
the high number of Late Cancellations and No Shows are addressed, could
provide additional cost savings to A.T.S., even with the higher hourly operating
cost of these vehicles. It is also recommended that the fleet mix and operating
strategy of On Demand vehicles be considered as part of this review, particularly
if H.S.R. is moving towards a more integrated strategy.

N
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OVERVIEW

November 18, 2019: Council directed

the City Auditor General to complete an audit
of Accessible Transportation Services (ATS) in
response to a report by City staff regarding
increases in costs and ridership on ATS over

time.
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OVERVIEW

December 7, 2020: City Auditor

General presented Audit Report AUD20009 to
Public Works Committee, which HSR
Management has targeted for a business plan
response.

Council provided direction on several
recommendations outlined in AUD20009,
notably:

3
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AUD20009 RECOMMERDATION:
The Eligibility Assessment Process

“We recommend that management use the
third-party evaluator’s results, municipal
benchmarking and their own experiences to
evaluate and potentially redesign the
eligibility assessment process.”

4
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AUD20009 RECOMMERDATION:

Consistent and Supported Eligibility
Decisions

“We recommend that standard operating
procedures and assessment guidelines be
created for all assessment processes. These
procedures may include instructions and
evaluation strategies to assist staff in making
consistent and supported eligibility
decisions.”

5
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AUD20009 RECOMMENDATION:

Strengthening Professional Qualifications and
Experience

“We recommend that management assess
the need for strengthening the professional
qgualifications and experience required for
making eligibility determinations.”

6
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AUD20009 RECOMMERDATICN:

Taxi Scrip, Travel Training, Integrated
Service Model

“We recommend that management
explore the feasibility, potential savings,
costs and benefits of the following service
options: expanded Taxi Scrip Program,
integrated service model, expanded travel
training, shuttles and community buses."
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AUD20009 RECOMMERDATION:

Performance Metrics to Gauge Community
Impact

“We recommend that management
create performance metrics to measure
process efficiencies and community
impact and report on these regularly.”
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Background on the Importance of Ktté8sible
Transit

Effective public transit provides an inclusive
means for people of all ages and abilities to
participate in the community.

While conventional transit and specialized
transit systems are often considered in
parallel, integrated transit is the intentional
approach in combining them.

9
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Travel Choice through Integrat&dTramsit

Integrated transit takes a people-centred
approach to match an individual's

unigue travel needs to provide the most
travel options through a choice of available
services.
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HSR COMMENTARY ON RUD20609
RECOMMENDATION:

The Eligibility Assessment Process

A robust eligibility assessment process matches people's abilities
to the appropriate level of service, which may vary based on
origin and destination.

A spectrum of travel choices are offered through:

e Accessible conventional transit

* Door to Door accessible transit

 Combination trips where a portion of trip is on conventional
service and completed with destination door service

e Supports, such as travel training 1
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AUD20009 RECOMMERDATION:
Consistent and Supported Eligibility
Decisions

A consistent and fair approach to eligibility decisions
means that residents receive the service that meets
their unique individual transit needs, honouring
equity, diversity and inclusion.

. PUBLIC WORKS DEPARTMENT
IH| Hamilton

TRANSIT DIVISION




AUD20009 RECOMMERDAPION:

Strengthening Professional Qualifications and
Experience

The ATS team must have the expertise to consistently
apply eligibility criteria and explain eligibility
outcomes with transparency.
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AUD20009 RECOMMERTIAPION:

Taxi Scrip, Travel Training, Integrated
Service Model

Explore service options to meet
the unique travel needs of
residents so they can participate
in the community with as much
independence and flexibility as
possible, with a sustainable
“family of services” approach, to
connect, innovate and evolve.
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AUD20009 RECOMMERDATION:

Performance Metrics to Gauge Community
Impact

Use industry best practices to:
* Improve overall service efficiency on specialized

transit
* review the community impact of any revisions

to the ATS application process
* ensure customer experience is at the heart of

what we do.
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Background: City Auditor’s Report

jimii
Hamilton

Office of the City Auditor

Accessible
Transportation Services
(ATS) Eligibility Audit

December 7, 2020

Review of ATS Eligibility Determination Process and Services

Initiated by City Council

Identified ways to increase process efficiencies and explore cost
saving opportunities

Key recommendations:

1. Evaluate and potentially redesign the eligibility assessment process

2. Create standard operating procedures and guidelines for all assessment
processes

3. Assessthe need for strengthening the professional qualifications and
experience required for making eligibility determinations

4. Explore the feasibility, potential savings, costs and benefits of an
expanded taxi scrip program, Integrated service model, Expanded
travel training, Shuttles and Community buses

5. Create performance metrics to measure process efficiencies and
community impact and report on these regularly
. /,
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Base Case Scenario

- Hamilton is experiencing population growth as well as an aging population, leading to an
increase in the overall number of older adults and individuals with disabilities

- By 2031, the number of specialized transit registrants will grow by 20% and ridership will

o)
srow by 25% City of Hamilton Population
+ Ina do-nothing scenario, operating costs |
will increase by 24% over this time o000
. $25,420,913 to $31,575,900 o0

550,000
580,000
570,000
260,000
550,000
540,000

Significant increase in resources 20138 2020 2022 2024 2026 2028 2020 2032

DILLON
CONSULTING

- Escalating costs will make it challenging
to meet service demand without a
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The Project Purpose

- Evaluate potential for cost savings based on Auditor General Recommendations

- Recognize growth in Hamilton Street Railway conventional network and take advantage
of more fully accessible infrastructure and transit services

- Provide more travel options and a better level of service for customers with disabilities

Review of ATS Eligibility Determination Process and Services
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Methodology

Best Practices Highlights - Reviewed City of Hamilton Transit Division data

* Calgary Transit Access (CTA), and completed extensive analysis to prepare

York Region Transit (YRT): ]
Staff trained in health recommendations

services conduct assessments

with in-person component _ _ _
e Toronto Transit Commission - Conducted Peer Review with 10 other transit

(TTC), CTA, YRT: Majority of agencies across Canada
registrants able to access

conventional transit for some

trips . Met with Advisory Committee for Persons with
® YRT: Family of Services model Disabilities

(integrated trips) for
specialized transit riders
completing travel training
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Application Process

Challenges:

- As Auditor notes ‘Eligibility outcomes drive service level and costs’ — 99 percent of applications
are accepted

-  Minimal use of conditional eligibility based on ability to use conventional transit

- No reassessment as transit accessibility improves

Opportunities:

- Using a person-centred approach based on ability to ensure that individuals can access the right
transit service at the right time under the right conditions

- Support increased travel options for riders by determining conditions under which riders can
access conventional transit to align with their abilities

DILLON
CONSULTING
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Application Process

Recommendations:

Hire a Transit Abilities Coordinator
with health care qualifications to
assess applicants’ abilities in a re-
designed application process

Increase conditions of eligibility based
on the ability to use conventional HSR

Reassess existing registrants as HSR is
more fully accessible

Set a three to five years eligibility limit
for new applicants as accessibility
continues to improve

DILLON
CONSULTING



Integrated Service Delivery Model/Travel Training

Challenges:
- Limitations of existing software to schedule integrated trips
- Booking and scheduling process is currently fully separate from conventional transit
- Infrastructure for specialized transit vehicle layovers at stops and stations
Opportunities:

- Expand travel training to reach more people and support improvements to accessibility of
transit

 Increased accessibility of conventional HSR network and the new BRT/LRT network

- Engage the public about their improved mobility options

DILLON
CONSULTING
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Integrated Service Delivery Model/Travel Training
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\ moving HAMILTON forward

Recommendations:

Hire an Accessible Transit
Coordinator to support persons with
disabilities access conventional
transit through an expanded Travel
Training program, awareness and
improved accessibility

Design the future BLAST network,
L.R.T. line and GO Rail stations for
future specialized transit trip
integration

Implement the integrated trip model
on one or two corridors in the short-
term
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Taxi Scrip

Challenges:

- No evidence that increasing subsidy or availability of taxi scrip will decrease rides on
specialized transit

Opportunities:

- With improved accessibility of conventional transit, there are more mobility options for
persons with disabilities

Recommendations:
« Do not expand or increase Taxi Scrip
- Consider reassessing legacy Taxi Scrip clients as part of an improved application process

DILLON
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Challenges:
- Does not attract sufficient riders to reduce Specialized Transit costs
Opportunities:

- Can provide a higher level of service and improve overall mobility for seniors and
individuals with disabilities

- On Demand transit may provide an alternative solution in areas that do not have
enough ridership to support fixed route transit

DILLON
CONSULTING
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Recommendations:

-  Community Bus is not a means for short term cost savings

- HSR may wish to investigate Community Bus to provide additional mobility options

- Consider expansion of On Demand service based on results of Waterdown On Demand

pilot

© ON-DEMAND TRANSIT
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Group Trips/Shuttles

Challenges

- High rates of late cancellations and No shows reduce the effectiveness of grouping
trips

- Need to ensure increasing number of passengers per vehicle does not reduce service
quality (e.g. result in a trip that is too long)

Opportunities
- Late cancellations and No shows can be reduced using established industry practices
- The number of rides available can be increased if trips are grouped more efficiently

DILLON
CONSULTING



Group Trips/Shuttles

Recommendations:
Address the high rate of Late Cancellations, No Shows in the short-term

Schedule and deploy larger capacity vehicles during peak periods while focusing
subcontracted services during lower demand periods

Work with the contractor to develop partnerships with community agencies that
provide services such as adult day programs to create scheduled Group Trips

DILLON
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Recommended Actions for ATS

1. Hire Transit Abilities Coordinator to implement updated application process

2. Implement Late Cancellations and No Show Points System

3. Initiate Change Management Plan to engage stakeholders

4. Hire Accessible Transit Coordinator to implement expanded travel training and support

5. Communications Campaign to inform everyone of new processes and improvements

Review of ATS Eligibility Determination Process and Services /
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Questions?

Dennis Kar

Dillon Consulting

dkar@dillon.ca
(647) 242-1047

Lorna Stewart

Trestle Consulting

lorste@shaw.ca
(250) 516-8778




Page 252 of 264



Page 253 of 264

CITY OF HAMILTON

(== CORPORATE SERVICES DEPARTMENT
Il Financial Planning, Administration and Policy Division
Hamilton
TO: Chair and Members
Audit, Finance and Administration Committee
COMMITTEE DATE: October 7, 2021

SUBJECT/REPORT NO: | Audit and Accountability Fund Intake 3: Expression of
Interest (FCS21084) (City Wide)

WARD(S) AFFECTED: | City Wide
PREPARED BY: John Savoia (905) 546-2424 Ext. 7298

SUBMITTED BY: Brian McMullen
Director, Financial Planning, Administration and Policy
Corporate Services Department

SIGNATURE:

RECOMMENDATIONS

(@) That the General Manager, Finance and Corporate Services, be authorized and
directed to submit expressions of interest associated with third-party reviews of
municipal services to identify potential savings and efficiencies, in accordance with the
terms and conditions associated with the Audit and Accountability Fund Intake 3 by
October 28, 2021;

(b) That the third-party reviews only be undertaken should the City be successful in
obtaining funds from the Ministry of Municipal Affairs and Housing;

(c) That Council direct staff to single source third-party consultants to complete reviews
should the City be successful in obtaining funds from the Ministry of Municipal Affairs
and Housing;

(d) That the Mayor and City Clerk be authorized to execute a transfer payment
agreement between the City of Hamilton and Her Majesty the Queen in right of
Ontario as represented by the Minister of Municipal Affairs and Housing for the
transfer of funds from the Audit and Accountability Fund, together with all necessary
or advisable associated documents, in a form satisfactory to the City Solicitor and
with content acceptable to the General Manager, Finance and Corporate Services;

OUR Vision: To be the best place to raise a child and age successfully.
OUR Mission: To provide high quality cost conscious public services that contribute to a healthy,
safe and prosperous community, in a sustainable manner.
OUR Culture: Collective Ownership, Steadfast Integrity, Courageous Change, Sensational Service,
Engaged Empowered Employees.



Page 254 of 264
SUBJECT: Audit and Accountability Fund Intake 3 - Expression of Interest
(FCS21084) (City Wide) — Page 2 of 6

(e) That where required to give effect and authorize the signing of a transfer payment
agreement between the City of Hamilton and Her Majesty the Queen in right of
Ontario as represented by the Minister of Municipal Affairs and Housing for the
Province of Ontario for the transfer of funds from the Audit and Accountability Fund,
one or more by-law(s) be prepared in the form satisfactory to the City Solicitor for
consideration by Council;

(f) That a certified copy of the approved by-law authorizing the signing of the transfer
payment agreement be forwarded to the Ministry of Municipal Affairs and Housing
upon Council approval.

EXECUTIVE SUMMARY

The Province announced on May 21, 2019 the creation of the $7.35 M Audit and
Accountability Fund (AAF) for large urban municipalities and school boards in Ontario “to
help municipalities become more efficient and modernize service delivery while protecting
front line jobs.” On October 25, 2019, the Province announced that it was extending the
AAF for 39 large urban municipalities by giving them access to up to $6 M annually
through 2022-23.

On August 16, 2021, the Ontario Minister of Municipal Affairs and Housing announced a
third intake under the AAF to support Ontario’s large municipalities so they can benefit
from further provincial funding to conduct service delivery and administrative expenditure
reviews, with the goal of finding efficiencies while protecting and modernizing front-line
services.

To be eligible, the proposed review project will:

1. Review municipal service delivery expenditures to find efficiencies. The review project
could take a few forms including:

e a line-by-line review of the municipality’s entire budget;
e areview of service delivery and modernization opportunities;
e areview of administrative processes to reduce costs.

2. Result in a final report by the independent third-party reviewer that provides specific
and actionable recommendations for cost savings and efficiencies. The municipality
will be required to submit a final report that includes a statement of the total amount of
expenditures reviewed and the total amount identified as potential savings.

3. Begin field work no earlier than August 16, 2021 with a final report completed and
posted publicly on the municipal website by October 17, 2022. The report will provide
analysis, findings and actionable recommendations.

OUR Vision: To be the best place to raise a child and age successfully.
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Project proposals are to be reviewed on a case-by-case basis. Only third-party service
provider fees will be eligible. Municipal administrative costs, such as staff time, are not
eligible.

Proposal submissions may be related to any area of municipal service delivery with the
Province encouraging municipalities to submit proposals that support the following
priorities:

¢ Digital modernization
e Service integration
e Streamlined development approvals

The Province expects to advise municipalities of the outcomes of their applications in
January 2022. Given that projects must be completed by October 15, 2022, staff have
included the recommendation seeking authority to sole source third party consultants to
ensure timelines can be met.

Staff is considering potential opportunities that would require the engagement of
independent third-party consultants to identify savings and efficiencies in municipal service
delivery. The Senior Leadership Team will review staff proposals for alignment to the
terms and conditions associated with the AAF and direct staff to submit an Expression of
Interest(s), where suitable, for full funding consideration under AAF. Expression of
Interest(s) to the AAF Intake 3 must be submitted by October 28, 2021. It should be noted
that a resolution of Council is not a requirement for the program.

Alternatives for Consideration — N/A
FINANCIAL — STAFFING — LEGAL IMPLICATIONS

Financial: Should the City receive funding from the AAF, the proposed third-party
review(s) will not require City funding. The outcome of AAF funded reviews
will be to identify sustainable long-term service delivery efficiencies and
associated cost savings.

Staffing:  Reviews will be conducted by a third-party consultant with the assistance of
City staff, where required. It is not expected that staff would be dedicated for
this purpose.

Legal: It is anticipated that the City will be required to enter into a transfer payment
agreement with the Government of Ontario to receive AAF grants and further
may need to enter into other ancillary agreements or pass by-laws to receive
funding.
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HISTORICAL BACKGROUND

On May 21, 2019, the Premier announced the creation of the Audit and Accountability
Fund (AAF) for the 39 large urban municipalities and 10 school boards in Ontario. On
August 8, 2019, the City was notified that it was approved funding of up to $250 K towards
the Review of Use of External Contractors and Consultants (refer to Report FCS19059(a)).
The Review findings were received by the Audit, Finance and Administration Committee
on December 5, 2019 (refer to Report FCS19059(b)).

On October 25, 2019, the Province announced that it was extending the AAF for 39 large
urban municipalities, by giving them access to up to $6 M annually through 2022-23.

The funding was intended to allow municipalities to act in time for the 2021 municipal
budget cycle and help municipalities increase effectiveness and reduce costs by
supporting line-by-line reviews, audits and other service reviews. However, the pandemic
delayed the announcement of a second intake of the AAF.

The Province announced on November 17, 2020 the second intake of AAF to allow large
municipalities to benefit from further provincial funding to conduct service delivery and
administrative expenditure reviews, with the goal of finding efficiencies while protecting
and modernizing critical front-line services. On February 26, 2021, the City was advised
that the Province would provide funding of up to $400 K towards the Hamilton Accessible
Transportation Services (ATS) Eligibility Audit. The AAF funding would cover the cost of
an independent third-party reviewer that must deliver a final report with specific and
actionable recommendations for cost-savings and efficiencies by October 15, 2021. The
ATS Eligibility Audit findings will be presented to the Audit, Finance and Administration
Committee in early October 2021.

On August 16, 2021, the Province announced a third intake under the AAF to support
Ontario’s large municipalities so they can benefit from further provincial funding to conduct
service delivery and administrative expenditure reviews, with the goal of finding efficiencies
while protecting and modernizing front-line services.

POLICY IMPLICATIONS AND LEGISLATED REQUIREMENTS

N/A

RELEVANT CONSULTATION

N/A

ANALYSIS AND RATIONALE FOR RECOMMENDATIONS

To be eligible under AAF, a proposed review project will:
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1. Review municipal service delivery expenditures to find efficiencies. The review project
could take a number of forms including:

e a line-by-line review of the municipality’s entire budget;
e areview of service delivery and modernization opportunities;
e areview of administrative processes to reduce costs.

2. Result in a final report by the independent third-party reviewer that provides specific
and actionable recommendations for cost savings and efficiencies. The municipality
will be required to submit a final report that includes a statement of the total amount of
expenditures reviewed and the total amount identified as potential savings.

3. Be completed by October 15, 2022. Municipal applicants will be required to publicly
post the independent third-party report that outlines the analysis, findings and
actionable recommendations by October 15, 2022.

Project proposals are to be reviewed on a case-by-case basis. Only third-party service
provider fees will be eligible. Municipal administrative costs, such as staff time, are not
eligible.

The program will not cover review projects where:

e The object of the review project is to identify opportunities for revenue generation or
reductions in front line services.

e The review does not result in a formal report prepared by a third party.

e The object of the review extends beyond municipal accountability.

Proposal submissions may be related to any area of municipal service delivery with the
Province encouraging municipalities to submit proposals that support the following
priorities:

e Digital modernization
e Service integration
e Streamlined development approvals

Expressions of Interest will be reviewed and approved by the Ministry of Municipal Affairs
and Housing. The Province expects to advise municipalities of the outcomes of their
applications in January 2022. If the application is approved, a proposed transfer payment
agreement with the Province will be sent to confirm the funding amount and set out the
terms, including reporting requirements and a payment schedule. Municipalities can
expect to receive an initial payment following execution of a transfer payment agreement.
Given that projects must be completed by October 15, 2022 staff have included the
recommendation seeking authority to sole source third party consultants to ensure
timelines can be met.
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Program Timeline

October 28, 2021 — Deadline to submit Expression of Interest(s) and any supporting
documentation through the provincial Transfer Payment Ontario (TPON).

January 2022 — Municipalities will be advised if their application is approved. If itis
approved, the municipality will have to enter into a transfer payment agreement for project
funding and will receive an initial payment once the agreement is executed.

October 17, 2022 — Post the third-party reviewer’s final report online and submit the final
report. The final report will include: a hyperlink to the publicly posted third-party reviewer’'s
report; the amount paid to the third-party reviewer and a copy of the invoice; a statement of
the total amount of expenditures reviewed and the total amount identified as potential
savings; and a 250-word abstract of the project and its findings.

Staff is considering potential opportunities that would require the engagement of
independent third-party consultants to conduct identify savings and efficiencies in
municipal service delivery. The Senior Leadership Team will review staff proposals for
alignment to the terms and conditions associated with the AAF and direct staff to submit an
Expression of Interest(s) where suitable for full funding consideration under AAF.
Expression of Interest(s) to the AAF Intake 3 must be submitted by October 28, 2021. It
should be noted that a resolution of Council is not a requirement for the program.

Expressions of Interest will be reviewed and approved by the Ministry of Municipal Affairs
and Housing. Confirmation through an executed transfer payment agreement that sets out
the reporting requirements and payment schedule will be required following approval. The

Province expects to advise municipalities of the outcomes of their applications in
January 2022.

ALTERNATIVES FOR CONSIDERATION
N/A
ALIGNMENT TO THE 2016 - 2025 STRATEGIC PLAN

Our People and Performance
Hamiltonians have a high level of trust and confidence in their City government.

APPENDICES AND SCHEDULES ATTACHED

N/A

JS/dt
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Hamilton
TO: Chair and Members
Audit, Finance and Administration Committee
COMMITTEE DATE: October 7, 2021

SUBJECT/REPORT NO: | Discontinuation of Water Billing Services by Alectra Utilities
(FCS21082) (City Wide)

WARD(S) AFFECTED: | City Wide
PREPARED BY: John Savoia (905) 546-2424 Ext. 7298

SUBMITTED BY: Brian McMullen
Director, Financial Planning, Administration and Policy
Corporate Services Department

SIGNATURE:

COUNCIL DIRECTION
Not Applicable
INFORMATION

Alectra Utilities Corporation (Alectra) has been providing water and wastewater / storm
account management and billing services to the City of Hamilton ("City") since
December 2001 with a renewed service agreement executed in May 2020 extending
terms to December 31, 2024 (for details refer to Report FCS19095(a)). The budgeted
cost of these services for 2021 is $5.6 M. This shared services delivery model is not
unique in Ontario as many municipalities have partnered with local electric utilities to
provide meter reading, billing and other customer services related to their water and
wastewater / storm utilities.

On August 6, 2021, the City was advised that Alectra’s Board of Directors at its May 21st
meeting approved an Alectra staff recommendation to discontinue water billing services.
Alectra has committed to upholding the Water Billing Services Agreement (Service
Agreement) that is currently in place with a focus on winding-down providing water billing
services to the City at the time of contract expiry, being December 31, 2024. This
decision is to support Alectra’s goals to enhance customer service, improve staff
engagement and maintain financial sustainability.
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Alectra noted that the increasing complexity of electricity billing across an 1,800 square
kilometre service territory comprising 17 communities with approximately one million
customers, the rapidly changing regulatory environment within which Alectra is operating,
combined with managing an evolving customer relationship, has led it to reassess its
strategic priorities, customer care processes and billing services, including water billing
for the City. It should be noted that Alectra also provides water billing services to the
municipalities of Guelph, Markham and Vaughan, serving a total of approximately
410,000 water customers with combined electricity and water billing and related customer
services.

Alectra has determined that as electricity and water billing requirements have diverged,
and it has become increasingly difficult to resolve service gaps. Alectra is focused on a
customer centric approach through digitization of the customer relationship, automation
and process optimization. Discontinuing the water billing services is seen as a necessary
step by Alectra to focus on these critical strategic initiatives.

Historical Background

In March 2001, Council authorized staff to enter into a contract with Hamilton Hydro Inc.
for the provision of water meter reading, billing, payment, collections and customer care
services (refer to Report FCS01021). That contract was for a three-year term ending
December 31, 2004. The City then billed approximately 85,000 metered customers on a
uniform rate structure applicable to all customers for water and wastewater services in
addition to 40,000 residential users that were non-metered and billed a flat rate charge
for water and wastewater services on their quarterly property tax bill. At that time, for
metered customers, the City determined a comprehensive billing system was required to
undertake the meter reading, bill calculations, customer information and collection
systems. Consequently, it was decided that the billing functions could be provided more
efficiently and effectively by converging the electric and water billing functions.
Consolidating the utility billing functions improved customer service and provided
financial benefits to customers and the City. Hamilton Hydro assumed responsibility for
12 City employees in the former metered water billing and collection division.
Additionally, two meter readers employed by the City were re-deployed within the City’s
workforce.

A successor agreement was approved by Council in 2005 that extended the provision of
the services with Horizon Utilities (following the merger of Hamilton Hydro with

St. Catharines Hydro) for a five-year term ending December 31, 2009 (refer to

Report FCS05033). An amending agreement was approved by Council in 2010 that
extended the provision of the services by Horizon Utilities under the 2005 successor
agreement to December 31, 2014 (refer to Report FCS10014). A new agreement was
approved by Council in 2015 extending the service term to December 31, 2019.
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In 2017, Alectra assumed Horizon’s Utilities’ responsibilities to provide water meter
reading, billing, payment, collections and customer care services on behalf of the City. As
noted, Alectra provides similar services to three other shareholder municipalities (Guelph,
Markham and Vaughan). In May 2020, a Renewal Agreement was executed by both
parties that extended the contractual relationship with Alectra to December 31, 2024.

Hamilton Current Water and Wastewater Billing Services

Billing, payment and related customer services are provided by Alectra to Hamilton’s
approximately 156,000 metered water and wastewater / storm customers incorporating
an inclining block rate structure for single residential and uniform rate for other customer
types. There are over 32,000 customers that receive a stand-alone water / wastewater /
storm invoice due to the customer premise being located within the City of Hamilton, but
not within Alectra’s electricity distribution service territory. Additionally, Alectra reads and
bills metered water supplied to Haldimand County and Halton Region in accordance with
water supply agreements that have been entered into by the City with each municipality.

As noted with the development of the initial 2005 successor agreement (refer to
Report FCS05033), the City has continuously sought to transition further billing and
customer relations services beyond the water meter reading, billing and collection
services outsourced to Hamilton Hydro in 2002.

The suite of services currently provided by Alectra (refer to Report FCS20072 for details)
to the City includes:

e Meter reading

e Bill calculation, printing, mailing and electronic bill presentment options (paperless
e-billing)

e Payment processing

e Account collections including the administration of payment arrangements

e Customer web access to account information including account status and
consumption information

e Customer notifications

e Full customer call support, responses to inquiries and liaison between the customer
and the City for escalated concerns including high consumption inquiries related to
seasonal usage

e Oversight and administration of City procedures and programs relating to water and
wastewater / storm services such as the Leak Adjustment Policy (as of 2005) and the
Consecutive Estimates Policy (as of 2009)

e Completion of work orders; issuing service orders to Hamilton Water

e Transfers of water and wastewater / stormwater arrears to the property tax roll

e Providing water and wastewater — storm account balances, when requested by law,
firms / title companies
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Billing, invoicing, payment processing and management of Sewer Discharge Permits
(as of 2014)

Managing Energy and Water Reporting and Benchmarking (EWRB) legislative
reporting requirements for electric and water customers (as of 2018)

Billing and collection of loans related to the City’s Lead Water Service Line
Replacement Loan Program (as of May 2019)

Monthly and annual statistical reporting

Prepare and present to Council an annual Water and Wastewater / Stormwater
Services Activity Report (as of 2011)

Ad-hoc reporting upon request

Alectra currently utilizes Oracle Utilities’ Customer Care and Billing System (“CC&B”)
which supports billing for a range of fees and charges required by the City including
metered rates, various non-metered rates and fixed charges based on meter size.

Likewise, managed within CC&B are more complex billing scenarios such as:

private water hauler accounts (unique water billing rate as of 2002)

master / satellites accounts (exclusive to Hamilton whereby the City owns and bills
water submeters commonly referred to as satellites)

seasonal meters (City owned properties such as parks where there is a non-standard
location of the water meter such that the meters are manually read semi-annually by
Hamilton Water staff with reads provided to Alectra)

compound meters (meters that have two measuring elements — one for low flows and
one for high flows) so that two readings are obtained for each billing cycle
approximately 650 electronic read water meters are read by the City’s water meter
contractor (Neptune Technologies) with readings electronically provided to Alectra on
a monthly basis

approximately 675 water meters being read electronically via Alectra’s data collectors
(these Alectra owned collectors are primarily utilized to read electric meters)
invoicing of the City's Wastewater Abatement Program (as of 2003)

invoicing of Private Fire Line user fees (as of July 2012)

invoicing of raw water supplied and related fees to ArcelorMittal Long Products
Canada (AMLPC) in accordance with the supply agreement the City has entered into
with AMLPC (as of November 2019)

flat rate invoicing related with the City’s New Development Water Customer
Attachment Billing Policy (effective May 2020)

invoicing of ad hoc back-billings and various Hamilton Water service user fees

Alectra has utilized the services of approximately two dozen sub-contractors to provide
the City the full scope of services outlined above.
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Amending On-bill User Fees

From time to time, reviews of the City’s water, wastewater and storm pricing rate
structure may occur and Council approved changes may require changes to on-bill user
fees (for example, fixed and variable water and wastewater fees).

Staff would need to consult with Alectra regarding their willingness and ability to
implement rate structure changes that may be considered during the transition period
until a new water billing solution is complete.

Environmental Scan

A water billing survey was recently completed by the Regional Public Works
Commissioners of Ontario (RPWCO) of the larger Ontario water utilities regarding the
water billing service delivery models being utilized:

Model 1 — Utilize the local electric utility to provide water billing services (beyond
Hamilton, Guelph, Markham and Vaughan): Halton, London, Sudbury and Windsor

Model 2 — Provide water billing services with own staff with some level of outsourcing
(generally around meter reading, billing system, invoice print and mailing): Durham,
Peel, Ottawa, Thunder Bay and Toronto

Furthermore, staff has undertaken an online literature review and has identified a few
smaller Ontario municipalities (Haldimand, Norfolk and Oxford Counties) have
outsourced water billing services to a full-service provider. It is unclear if any larger water
utility (with at least 50,000 active accounts) utilizes a full-service provider other than the
local electric utility.

Under Model 1, there exists diverse levels of service provided by the local electric utility
for each municipality including amongst Hamilton, Guelph, Markham and Vaughan.

Generally, there are three core water billing services that are provided to each:

e Meter reading (typically subcontracted if manual reads)

e Billing

e Print and mailing of invoices (often subcontracted)

Beyond the core services, divergence in service delivery emerges:

e Customer Service — in some cases, only “first-tier” customer service (initial support

level responsible for basic customer issues) is provided by the electric utility. More
in-depth customer support may be handled by the municipality.
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e Collections — Similar to customer service, collection services provided by the electric
utility may be limited to payment collection and remittance. Collection activity may be
handled by the municipality up to the point in time whereby water arrears are
transferred to the property tax roll and / or service disconnection occurs (depending
upon the arrears policy of the municipality).

e Reporting — The level of reporting and access to water billing information provided by
the electric utility varies widely.

e Data analytics and service order processing — In some cases, analysis of meter
readings and billed consumption data is the responsibility of the electric utility. Such
analysis may trigger issuing meter related inspection / maintenance work orders to the
municipality. For example, should meter readings suddenly reflect zero consumption
for an account, a service work order may be issued to inspect the meter that may be
stopped, tampered with or, if so equipped, may have a bypass valve that has been
opened.

Relatively speaking, the level and scope of services provided by Alectra to Hamilton is at
the highest end of the service spectrum.

Preliminary Billing Transition Plan

Alectra has advised it will provide support the City to facilitate a smooth transition to a
new billing supplier by:

e providing support through established joint working teams to assist with the transition
of services and related municipal data to a new billing provider

e working closely with the City on joint communications, through multiple
communication channels, to help water billing customers manage the related change
with the transition to a new billing provider

The City needs to determine whether there is a viable full service provider that could
assume the responsibilities presently undertaken by Alectra. Itis proposed that staff
develops and implements a Request for Information (RFI) process to identify potential
qualified third-party providers to assume the full scope of services provided by Alectra.
Staff will continue to collaborate with Guelph, Markham and Vaughan with the intent to
potentially engage in joint procurements including the issuance of the RFI with the
expectation that there may be enhanced value for money by doing so.

APPENDICES AND SCHEDULES ATTACHED

Not Applicable.

JS/dt
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