City of I-Emilton
ACCESSIBILITY COMMITTEE FOR PERSONS WITH

DISABILITIES AGENDA
Meeting # 25-002
Date: February 11, 2025
Time: 4:00 p.m.
Location: Room 264, 2nd Floor, City Hall

(hybrid) (RM)
71 Main Street West

Carrie MclIntosh, Legislative Coordinator (905) 546-2424 ext.2729

1. CALL TO ORDER
2. CEREMONIAL ACTIVITIES
3. APPROVAL OF AGENDA

Pages

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

4. DECLARATIONS OF INTEREST

5. APPROVAL OF MINUTES OF PREVIOUS MEETING

5.1 January 14, 2025
6. DELEGATIONS
7. ITEMS FOR INFORMATION

7.1 Questions respecting Committee Procedures and
Election Accessibility (no copy)



Page 2 of 50

7.2 Accessible Transportation Service Performance Review 11
Q3 2024

This item will be preceded by a staff presentation.
7.3 Built Environment Working Group Update (no copy)
7.4 Housing Working Group Update

a. Housing Working Group Meeting Notes - 39
January 21, 2025

7.5 Outreach Working Group Update

a. Outreach Working Group Meeting Notes - 43
January 21, 2025

7.6 Transportation Working Group Update (no copy)
7.7 Strategic Planning Working Group Update (no copy)

7.8 Open Spaces and Parklands Working Group Update
(no copy)

8. ITEMS FOR CONSIDERATION
9. MOTIONS

9.1 Partnership Opportunity with the Office of Climate 49
Change Initiatives

10. NOTICE OF MOTIONS
11. PRIVATE AND CONFIDENTIAL
12. ADJOURNMENT

Members of the public can contact the Clerk’s Office to acquire the documents considered at this meeting, in an
alternate format.
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ACCESSIBILITY COMMITTEE FOR PERSONS WITH
DISABILITIES
MINUTES - ACPD 25-001
4:00 p.m.
January 14, 2025
Room 264, 2nd Floor Hamilton City Hall (Hybrid)
71 Main Street West, Hamilton, Ontario

Present: J. Kemp (Chair), P. Kilburn (Vice-Chair)
(virtually), L. Dingman, C. Hernould (virtually),
L. Janosi (virtually), L. Johanson (virtually),
M. McNeil (virtually), K. Nolan (virtually),
T. Nolan (virtually), R. Westbrook (virtually)

Absent with
Regrets: Councillor M. Tadeson — City Business
H. Bonenfant, T. Murphy

1. CALL TO ORDER

The Committee Clerk called the meeting to order at
4:10 p.m.

2. APPOINTMENT OF COMMITTEE CHAIR AND VICE
CHAIR
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Accessibility Committee for Persons with Disabilities January 14, 2025
Minutes ACPD 25-001 Page 2 of 7

3.

(@) (Kemp/Dingman)
That James Kemp be appointed as Chair of the
Accessibility Committee for Persons with
Disabilities for 2025.
CARRIED

(b) (Kemp/Janosi)
That Paula Kilburn be appointed as Vice Chair of
the Accessibility Committee for Persons with
Disabilities for 2025.
CARRIED

APPROVAL OF AGENDA
Members added the following items to the Agenda:
7. ITEMS FOR INFORMATION
7.9 Climate Justice Equity Update
7.10 Accessibility for Entertainment in the City
(Kilburn/McNeil)
That the agenda for the January 14, 2025 Accessibility

Committee for Persons with Disabilities meeting, be

approved, as amended.
CARRIED
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Accessibility Committee for Persons with Disabilities January 14, 2025
Minutes ACPD 25-001 Page 3 of 7
4. DECLARATIONS OF INTEREST

There were no declarations of interest.
APPROVAL OF MINUTES OF PREVIOUS MEETING
5.1 December 10, 2024

(Kilburn/Hernould)
That the minutes of the December 10, 2025,
Accessibility Committee for Persons with
Disabilities, be adopted, as presented.
CARRIED
DELEGATIONS

There were no Delegations.
ITEMS FOR INFORMATION

7.1 Community Safety and Well Being Plan (Staff
Presentation)

Kristy Tadeson, Senior Project Manager,
Community Strategies, and Mohammad Al Khateb,
Senior Project Manager - Community Safety and
Well-Being, addressed Committee respecting the
Community Safety and Wellbeing Plan, with the aid
of a PowerPoint presentation.

(Kilburn/Dingman)
That the presentation from Kristy Tadeson, Senior
Project Manager, Community Strategies, and
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7.2

Mohammad Al Khateb, Senior Project Manager -
Community Safety and Well-Being, respecting the
Community Safety and Well Being Plan, be
received.

CARRIED

Accessibility Complaints to the City of
Hamilton (Staff Presentation)

Jessica Bowen, Manager - Diversity and Inclusion,
addressed Committee respecting Accessibility
Complaints to the City of Hamilton, with the aid of a
PowerPoint presentation.

(Kilburn/Westbrook)
That the presentation from Jessica Bowen,
Manager - Diversity and Inclusion, respecting
Accessibility Complaints to the City of Hamilton, be
received.

CARRIED

J. Kemp relinquished the Chair to P. Kilburn in order to
provide the Built Environment Working Group Update
(Item 7.3) and the Climate Justice Equity Update (ltem

7.9).

7.3

Built Environment Working Group Update
J. Kemp provided a verbal update.

(a) Built Environment Working Group Meetings
Notes — January 7, 2025
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Accessibility Committee for Persons with Disabilities January 14, 2025
Minutes ACPD 25-001 Page 5 of 7

7.4 Housing Working Group Update
No update.
7.5 Outreach Working Group Update
No update.
7.6 Transportation Working Group Update

(a) Transportation Working Group Meeting Notes
— November 26, 2024

7.7 Strategic Planning Working Group Update
No update.

7.8 Open Spaces and Parklands Working Group
Update

No update.
7.9 Climate Justice Equity Update
J. Kemp provided a verbal update.
7.10Accessibility for Entertainment in Hamilton
(K. Nolan/T. Nolan)

That the Manager of Diversity and Inclusion be
directed to report back to the Accessibility
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Committee for Persons with Disabilities (ACPD) at
the February 2025 meeting respecting a contact
person for engaging with ACPD respecting the
renovations at Hamilton Place, the Convention

Centre and First Ontario Centre.
CARRIED

(Janosi/Kilburn)
That the following Items for Information, be received:

(a)

(b)

(c)

Built Environment Working Group Update (ltem
7.3)

(i) Built Environment Working Group Meeting
Notes — January 7, 2025 (ltem 7.3(a))

Transportation Working Group Update (ltem 7.6)

(i) Transportation Working Group Meeting Notes
November 26, 2024

Climate Justice Equity Update (Added ltem 7.9)
CARRIED

8. ITEMS FOR CONSIDERATION

There were no Items for Consideration.

9. MOTIONS

There were no Motions.



Page 9 of 50

Accessibility Committee for Persons with Disabilities January 14, 2025
Minutes ACPD 25-001 Page 7 of 7

10. NOTICES OF MOTION
There were no Notices of Motion.
11. PRIVATE & CONFIDENTIAL
There were no Private & Confidential Items.
12. ADJOURNMENT
There being no further business, the Accessibility

Committee for Disabilities was adjourned at 5:06 p.m.

Respectfully submitted,

Carrie Mclntosh James Kemp

Legislative Coordinator Chair, Accessibility
Committee for Persons with
Disabilities
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City of Hamilton
Accessible Transportation Services Performance Review
Q3 2024

Michelle Martin

Manager, Accessible Transportation Services
Transit Division

Public Works Department

February 11, 2025
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This information report provides a summary of key statistical data and performance
indicators for Q3 of 2024 (July to September) and year-to-date totals. The City is
obligated to provide statistical reports to the Accessibility Committee for Persons with
Disabilities (ACPD) to meet the terms of the City’s 2004 settlement with the Ontario
Human Rights Commission (OHRC) and complainants under the Code.

The report reflects the performance of specialized transportation offered by HSR
Accessible Transportation Services (ATS) through its contractor for services, Disabled
and Aged Regional Transportation System (DARTS) and their subcontractors, and
through the ATS Taxi Scrip program. The data is obtained from DARTS performance
report records, ATS contact reports, and ATS Taxi Scrip program data.

TRIPS REQUESTED AND PROVIDED
Table 1. System Requested and Delivered Passengers Q1 to Q3 2024

2024 YTD | 2023 YTD
DEMAND Q1 2024 Q2 2024 Q3 2024 Q3 Q3
DARTS: Total
Trips Requested | 199,533 207,252 201,226 608,011 581,781
DARTS: Total
Trips Delivered 140,504 147,689 141,279 429,472 390,453
TAX| SCRIP:
Total Trips Not Not Not
Delivered 7,913 7,839 available available available
ATS: Total Trips
Requested, All Not Not Not
Modes 207,446 215,091 available available available
ATS: Total Trips
Delivered, All Not Not Not
Modes 148,417 155,528 available available available
ATS % Of Total
Trips Delivered
vs. Requested, Not Not Not
All Modes 71.5% 72.3% available available available

In Q3 2024, ATS delivered a total of 141,279 trips through DARTS. The total number of
requested trips on DARTS includes client cancellations and no shows. Year-to-date Q3
of 2024, DARTS’ completed trip counts are at approximately 70% of 2019 numbers for
the same period (pre-COVID), and at approximately 6% above the budgeted service
target. Year over year, DARTS year-to-date Q3 trip counts were trending about 10%
higher than the same period in 2023.
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ATS now has Taxi Scrip trip counts for Q1 and Q2: the relevant updates have been
made to these counts and to total service demand in Table 1 (above) and Table 2
(below). Q3 Taxi Scrip counts and Q3 demand by mode will be added to subsequent
cumulative reporting once available.

Table 2: System Demand by Mode: DARTS vs. Taxi Scrip

DEMAND BY MODE | Q1 2024 % | Q2 2024% | Q3 2024% | YTD%
Not Not
DARTS 96.2% 96.4% Available | Available
Not Not
TAXI SCRIP 3.8% 3.6% Available | Available
Not Not
ATS: All Modes 100.0% 100% Available | Available
100%
80%
mDARTS % Total Trips
60% Delivered vs. Requested,
2024
40% =DARTS % Total Trips
Delivered vs. Requested,
20% 2023
0% .

Q1 Q2 Q3 Q4

Figure 1. Demand: Count of ATS Trips Delivered versus Requested, DARTS

Alternate text for Figure 1: The blue vertical columns show the percentage of trips
provided out of the total number of trips requested for Q1, Q2 and Q3 2024. The purple
line graph above the column shows the trend across all of 2023. At 70%, the
percentage of trips delivered versus requested continues to be slightly higher in 2024
year-to-date than it was in any quarter during 2023. The total number of requested trips
also includes trips booked but not taken, i.e., cancelled trips and passenger no show
trips (see also Table 1, above).
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ATS APPLICATIONS

Table 3: Number of ATS Applications Received and Approved, Year-To-Date Q3
2024

YTD Q3 YTD Q3
APPLICATIONS | Q1 2024 Q2 2024 Q3 2024 2024 2023
Applications
Received - total | 599 647 559 1,805 1,913
Unable to
process 20 52 71 143 66
Denied 0 0 1 1 2
Approved -
unconditional 468 473 367 1,308 1,481
Approved —
conditional 0 2 0 2 5
Approved -
temporary 75 81 84 240 213
Approved -
visitor 36 39 36 111 146
Approved - all
categories 579 595 487 1,661 1,845
Percentage
Approved 96.7% 92.0% 87.1% 92.0% 96.4%

In Q3 2024, ATS received a total of 559 applications for ATS-DARTS service of which
487 or 87.1% were approved (refer to Table 3, above). Year-to-date Q3, ATS has
received a total of 1,805 applications of which 1,661 or 90% were approved for service.
Year-to-date Q3 of 2024, a total of ten clients were recorded as deceased; however, the
table above counts the original determination of eligibility that was made. A similar
adjustment to counts was made for the customers who applied in 2023 who are
currently recorded as deceased.

Applications recorded as “unable to process” were not processed due to critical
information left off the application. Many of these applications currently tracked as
“‘unable to process” will end up being approved for service as the needed information is
submitted. The ATS Supervisor recently conducted a review of applications submitted in
2024 and found that the majority (90%) of incomplete applications were missing consent
signatures. In the application form update planned for 2025, ATS will be adjusting the
application to clearly flag the sections that must be signed.
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Figures 2 and 3 below serve to compare trends in DARTS trip demand with ATS
application numbers. They show that generally, trips requested and delivered decrease
as the number of applications processed for service decreases; however, there was a
slight year over year decrease in applications in Q3 2024, while trips for the same
quarter are up.
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Figure 2: Demand: DARTS Trips Delivered vs. Requested — Monthly Average,
2019 to Q3 2023

Alternate text for Figure 2: The blue line shows the trend of trips requested; the purple
line shows the trend of trips delivered. Both counts decreased sharply from 2019 during
the pandemic years of 2020 and 2021 and have been on an upward trend since 2022
but have not yet reached 2019 levels (see also Figure 1 and Table 1, above).
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Figure 3: Demand: ATS Applications Received vs. Applicants Approved for
Service — Monthly Average
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Alternate text for Figure 3: The blue line shows the trend of applications received and
the purple line shows the trend of applications approved. Both counts decreased
sharply from 2019 to the COVID-19 pandemic years of 2020 and 2021. Both counts
have been on an upward trend since 2022, decreasing slightly year over year in Q3.
They have not yet reached 2019 levels (see also Table 3 in the report). In Figure 3, the

count of applications approved does not include deceased clients.

RATE OF DENIED SYSTEM TRIPS
Table 4: Rate of Denied Trips: ATS All Modes

Rate of Denied Trips: ATS

All Modes Q12024 | Q2 2024 | Q32024 | YTD%
ATS Total Number of Not Not

Trips Requested 207,446 | 215,091 | Available | Available
ATS Total Number of Not Not

Trips Denied 3,423 3,871 Available | Available
% of Trips Denied: All Not Not
Modes 1.7% 1.8% Available | Available

Overall system trip denial rates (Table 4, above) for Q1 and Q2 were 1.7% and 1.8%,
respectively. Please note: the assumption being made is that any trip requested
through the Taxi Scrip program is delivered. Denial rates for Q3 2024 will be reported
once ATS receives Q3 Taxi Scrip counts.

SPECIALIZED TRANSPORTATION TRIP DISPOSITION
Table 5: Contractor (DARTS) Trip Dispositions

Q3 Q3
Contractor Trip Q1 Q2 Q3 2024 2023
Dispositions 2024 2024 2024 YTD YTD
Total Trips
Requested 199,533 | 207,252 | 201,226 | 608,011 | 581,781
Total Trips
Provided 140,504 | 147,689 | 141,279 | 429,472 | 390,453
Total Trips Denied | 3,423 3,871 4,297 11,591 | 18,146
% of Total Trips
Denied 1.7% 1.9% 2.1% 1.9% 3.1%

The DARTS denial rate (Table 5, above) sits at 1.9% year to date, well below the 5%
goal established by the City’s 2004 settlement with the OHRC. The industry best
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practice is 0% (Canadian Urban Transit Association (CUTA) Specialized Transit
Services Industry Practices Review, 2016). The DARTS denial rate continues lower
than both the year-to-date Q3 rate of 3.1% and the overall 2023 rate of 2.6% but is
0.2% higher than the previous quarter.

Contractor Denied Trip

A denied trip by the contractor occurs when the client’s request, made within the
allowable booking windows, cannot be agreed to within one hour of the requested date
and time of travel, or an acceptable alternative cannot be found (see Appendix 1,
below). On-time performance impacts trip denial rates: a trip that is missed and then
rebooked due to a projected late arrival is counted as a denied trip.

Contractor Call Centre

Table 6: Contractor (DARTS) Call Centre Queue Productivity

YTD Q3 |YTD Q3
Queue Productivity | Q1 2024 | Q2 2024 | Q3 2024 | 2024 2023
Inbound Calls 101,651 | 107,386 | 106,567 | 315,604 | 332,737
Calls Handled by
Agents 84,671 86,857 86,646 258,174 | 239,954
Calls Abandoned by
Clients 16,980 20,529 19,921 57,430 92,783
Transfer Rate 83.3% 80.9% 81.31% | 81.8% 72.1%
Abandoned Rate 16.70% | 19.12% | 18.69% | 18.2% 27.9%
Abandoned > 30 s 13,387 16,636 16,117 46,140 78.915
Abandoned > 30 s
Rate 13.17% | 15.49% | 15.12% | 14.62% 23.7%
Service Level 70.99% | 66.18% |65.64% |67.60% 51.38%
Minimum Wait Time 00:00:00 | 00:00:00 | 00:00:00 | 00:00:00 | 00:00:00
Maximum Wait Time | 02:12:46 | 01:37:30 | 02:10:55 | 02:00:24 | 05:03:04
Average Wait Time 00:03:59 | 00:04:37 | 00:04:36 | 00:04:24 | 00:06:51
Average Abandoned
Wait Time 00:02:45 | 00:02:54 | 00:02:56 | 00:02:52 | 00:03:51

DARTS call centre data (Table 6, above) is included to capture concerns expressed by
the ACPD about calls abandoned by clients who are attempting to book trips, which
would not be captured in the trip denial rate in Table 4. The service level, which is
calculated using the number of calls that are abandoned after the acceptable wait time
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of five minutes, demonstrated steady improvement over 2023, and the 2024 trend is still
holding, though there was a decrease of about 3% from Q1 to Q3. Overall, call centre
performance is improved year over year. Call Centre terms are defined in Appendix 1 to
this report.
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Figure 4. Contractor (DARTS) Call Centre Queue Calls Answered within Five
Minutes

Alternate text for Figure 4: the vertical blue columns show the service level of calls
answered from Q1 to Q3 in 2024, compared to the trend across each quarter in 2023,
which is shown by the purple line above it. While the service level has decreased from
Q1 of 2024, it is still higher than any quarter in 2023 (see also Table 6, above).

Table 7: Client Trip Disposition - DARTS

YTD YTD
Ql Q2 Q3 Q3 Q3
Client Trip Disposition 2024 2024 2024 2024 2023
Total Trips Cancelled on Time 22,937 | 23,646 | 25,429 | 72,012 | 82,651
% of Total Trips Cancelled on Time 11.5% |11.4% |12.6% |11.8% |14.2%
Total Trips Cancelled Late 25,519 | 24,739 | 23,501 | 73,759 | 70,878
% of Total Trips Cancelled Late 12.8% |11.9% |11.7% |12.1% |12.2%
Total No Show/Cancelled at Door 7,023 | 7,223 |6,653 |20,899 |19,344
% of Total No Show/Cancelled at Door | 3.5% 3.5% 3.3% 3.4% 3.3%
Total Trips Refused 127 84 67 278 309
% of Total Trips Refused 0.06% | 0.04% |0.03% |0.05% |0.1%
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Client Trip Cancelled on Time

A trip cancelled on time has been cancelled by the client by 4:30 PM of the day prior to
service. Trips that are cancelled on time provide the opportunity to accommodate any
outstanding trip requests or wait list trips in a timely manner.

With reference to Table 7 (above), on-time cancellations in Q3 2024 have increased
from Q2 to 12.6% of trips requested on DARTS and continues below the 2023 rate of
14%. The average on-time cancellation reported by CUTA in 2016 is 20.76% for large
systems (agencies that serve a population higher than 150,000) (CUTA Specialized
Transit Services Industry Practices Review, 2016).

Client Trip Cancelled Late

A late cancellation is one that is made after 4:30 p.m. of the day prior to service, and
prior to vehicle arrival within the pickup window and/or within thirty minutes after the
negotiated pickup time. Late cancellations rarely provide opportunity to accommodate
any outstanding trip requests or wait list trips in a timely manner. Table 7 shows the Q3
late cancellation rate has decreased about one percent from Q1, down to 11.7%. Late
cancellations reduce the opportunity to re-allocate unused trips to other passengers.

Client No-Show/ Cancelled at Door

A “no show” trip occurs when a client books a trip, does not cancel ahead of time, and is
not available at the time that the vehicle arrives within the pickup window and/or within
thirty minutes after the negotiated pickup time. This includes any occurrence of trips
“cancelled at door”, where the client refuses a trip at the door that is within the pickup
window and/ or within thirty minutes after the negotiated pickup time. No shows leave
no opportunity to accommodate any outstanding trip request or wait list trips. Table 7
shows the no-show rate continues to sit at 3.4% of requested DARTS trips year to date
Q3 2024. This is down slightly from 3.4% for 2023 and lower than the 2016 average of
3.68% for larger systems reported by CUTA. However, it continues to exceed the
industry best practice of less than 1%. No shows result in both lost revenue and lost
service efficiency (CUTA Specialized Transit Services Industry Practices Review, 2016).

HSR is currently working with the contractor for specialized transit, DARTS, and the
software provider, Trapeze, to install an updated service infraction application to track
late cancellations and no shows according to the points system. User acceptance
testing of the application with ATS staff has now been completed, and now that ATS
access to DARTS Trapeze has been restored, the team will work to become fluent with
the software and establish a workflow for notifications to customers. ATS will provide
general communication well ahead of implementing the updated late cancellation and
no-show policy received by Public Works Committee in 2022 (PW21055(a)). The
updated software will make it easier for ATS to avoid penalizing customers whose late
cancel or no show was due to extenuating circumstances, including any investigation
result showing that DARTS was in error.
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Client Refused Trip

A refused trip occurs when a client does not accept the travel times provided at the time
of booking. The refused trip rate continues to be extremely low, at below 0.1% by the
end of Q3 2024. This value is so low, the above table has been amended from the Q1
2024 report to round this amount to two decimal places, rather than one.

DARTS ON-TIME PERFORMANCE

The City’s 2004 settlement with the OHRC defines late trips as those where the
contractor or subcontractor Operator does not arrive until 30 minutes or more after the
scheduled arrival time and established an on-time performance goal of 95% or greater.
The industry standard for on time performance is 95%-99% for large systems (agencies
that serve a population higher than 150,000) (CUTA Specialized Transit Services
Industry Practices Review, 2016).

In 2023, DARTS ended the year with a 97.8% on-time performance rate, and in Q3
2024 there was an increase in on-time performance from Q1 up to 99%: this is more
than the target established in the OHRC settlement agreement (95%) and at the upper
end of the industry benchmark. As shown in Table 8 (below), on time performance is
well within the 2004 OHRC guideline of no more than 15 minutes past the end of the
pickup window or 30 minutes past the negotiated pickup time.

Table 8: Contractor (DARTS) On-Time Performance

YTDQ3 | YTD Q3
Service Metrics Q12024 | Q2 2024 | Q3 2024 | 2024 2023
Total Trips Provided 140,504 | 147,689 | 141,279 | 429,472 | 390,453
Total Number of Late Trips | 1,748 2,102 1,550 5,350 9,277
% of Trips Completed on
Time 98.8% 98.6% 99.0% 98.8% 97.6%
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Figure 5: DARTS Late Trips

Alternate text for Figure 5: the vertical blue columns show the number of late trips to
date from Q1 to Q3 in 2024, compared to the trend across each quarter in 2023, which
is shown by the purple line above it. The number of late trips in Q3 continues to be
lower year over year (see also Table 8, above).
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Figure 6: DARTS On Time Performance

Alternate text for Figure 6: The solid pink line shows the DARTS on-time performance
trend across all quarters of 2023. The black line at the 99% level illustrates the industry
best practice, and the black line at the 95% level shows the goal as directed by the
OHRC in 2004. The pink line shows improvement in DARTS on-time performance from
Q1 to Q4 of 2023 to just over 98%. The vertical blue bars show that on-time
performance, though slightly decreased from in Q3 2024, is now back to 99%, and
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higher than any time in 2023, at 4% above the OHRC goal of 95% (see also Table 8,
above).

COMPLAINTS
Table 9: Complaints per Thousand Trips
Complaints per Thousand ATS and DARTS Complaints
Year ATS Trips, All Modes per Thousand DARTS Trips
2024 Q1 Not Available Not Available
2024 Q2 4.04 4.3
2024 Q3 Not Available 2.9
YTD Not Available Not Available

Complaints are those customer contacts in which a customer submits an objection to
the planning or provision of service. Q1 complaints totals are still unavailable, as not all
February entries can be accessed at this time.

In Q3 of 2024, ATS counted 2.91 total complaints per thousand DARTS trips. It should
be noted that this number is still higher than the industry standard but only slightly
higher than the 2016 industry average; however, this figure is significantly lower than
the 4.5 complaints per thousand reported in the last quarter of 2023. Q1 complaints per
thousand for DARTS and for all modes will be reported once complete Q1 compliant
data is available. Q3 complaints per thousand for all modes will be reported once Q3
Taxi Scrip trip counts are available.

The industry best practice is 1.0 complaints per 1,000 trips. The 2016 CUTA average
for large systems is 2.1 complaints per 1,000 trips. (CUTA Specialized Transit Services
Industry Practices Review, 2016).

Table 9: Complaints Received by Complaint Type: ATS and DARTS

vTDQ3 | YTDQ3

Complaint Type Q1 2024* | Q22024 | Q32024 |2024 2023
Service Performance | 302 489 289 1081 2,703
Staff Performance 72 113 105 290 391
Service Sufficiency | 77 26 19 122 389

TOTAL 451 628 413 1493 3,333
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**Q1 complaint type totals are missing approximately 2 weeks of data from February
2024, and are reported to provide a sense of Q1 and year-to-date trends.

Once all the data is again available to ATS, the values for Q1 in Table 9 (above) will
include roughly two weeks of additional data in a future performance report. Table 9
breaks down complaints according to these categories:

e Service performance — categories of complaint where the service as performed
did not meet expectations, including but not limited to complaints about pickup/
drop off outside of window; call return wait time; address, date, or time errors;
missed trip; or scheduled on board time. Most complaints are in this category.

e Staff performance — categories of complaint where staff conduct did not meet
expectations, including but not limited to complaints about staff conduct or driving
habits. This is the second most frequent category of complaint.

e Service sufficiency — categories of complaint where the service was insufficient to
meet reported customer needs, including but not limited to complaints about
subscription trips or waiting lists. Taxi Scrip complaints are captured in this
category. This is the least frequent category of complaint year to date.

The above category trends resembled trends in 2023 Q3, though the over all complaint
count is more than halved, year over year.

COMMENDATIONS

Table 10: Commendations per Thousand Trips

Commendations per ATS and DARTS
Thousand ATS Trips, All Commendations per
Year Modes Thousand DARTS Trips
Q1 2024 0.5 0.5
Q2 2024 0.7 0.8
Q3 2024 Not Available 0.5

In 2024 year-to-date data indicates a lower commendation rate for all modes than that
of 2023, which was just over 1 commendation per thousand trips.

The industry best practice is 1 commendation per 1,000 trips, and the 2016 CUTA
average for large systems is 0.36 commendations per 1,000 trips (CUTA Specialized
Transit Services Industry Practices Review, 2016).
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VALIDATED COMPLAINTS FOR DARTS AND DARTS SUBCONTRACTORS
Table 11: Validated Complaints per Thousand Trips for DARTS and DARTS

Subcontractors 2024 Q2 Corrections

Number of Validated Complaint | Validated Complaints/
Provider Trips Q2 2024 | Count Q2 2024 1000 Trips Q2 2024
DARTS 62,352 455 7.3
VETS 35,187 48 1.4
Hamilton Rising 49,996 42 0.8
Hamilton Cab 154 1 6.5
TOTAL 147,689 546 3.7

DARTS and subcontractor complaints are processed to DARTS for investigation. Where
these complaints are deemed unfounded by DARTS, and if ATS concurs with this
outcome, these complaints are not included in the count of validated complaints.
Outstanding complaints that have been processed to DARTS for which ATS has not
received an investigation outcome at time of report are also counted as valid.
Complaints against DARTS also include DARTS reservations, dispatch, scheduling, and
on-street service. Complaints against subcontractors include on-street service only. Q1
totals are still incomplete but will be reported in the aggregate in a future performance

report.

Please note, Table 11, above, corrects numbers provided in the previous performance
report, in which not all invalid complaints were removed from the totals. Where the
overall validated complaints per thousand was reported as 4.2 for Q2, this number is 3.7
complaints per thousand. Table 12, below, reports validated complaints for Q3.
Appendix 2 of this report, below, includes details from contacts logged in Q3 2024,
according to provider.

Table 12: Validated Complaints per Thousand Trips for DARTS and DARTS
Subcontractors 2024 Q3

Number of Trips | Validated Complaint | Validated Complaints/
Provider Q3 2024 Count Q3 2024 1000 Trips Q3 2024
DARTS 62,765 268 4.3
VETS 35,774 31 0.9
Hamilton Rising | 42,591 29 0.7
Hamilton Cab 149 0 0.0
TOTAL 141,279 328 2.3
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To date in 2024, 823 trips have been delivered by demand taxi, when appropriate for
ATS individual client travel needs, to meet the service standard. Most of these (520)
were delivered in Q1; there has been a substantial decrease in the use of demand taxi
trips to meet schedule needs in Q2 and Q3.

Table 13: Service Kilometres and Service Hours for DARTS and Subcontractors

Provider Number of Trips | Number of Number of
Q3 2024 Service KM Service Hours
Q3 2024 Q3 2024

DARTS 62,765 652,042 30,793

VETS 35,774 399,282 16,012
Hamilton Rising | 42,591 470,600 19,364
Hamilton Cab 149 3,433 244

TOTAL Q3 2024 | 141,279 1,525,357 66,413

Table 13 (above) breaks down service hours and kilometres for DARTS and its
subcontractors, as requested by the ACPD.

APPENDIX 1 Definition of terms

Number of Total ATS Trips Requested, All Modes: the sum of DARTS Requested
Trips [plus] Taxi Scrip Trips Delivered.

Taxi Scrip Trips Delivered: the total of all passengers reported by contracted brokers
under the Taxi Scrip program.

Number of Total DARTS Trips Requested: the sum of Trips Delivered by DARTS,
DARTS subcontractors, and meter taxi [plus] No Show Trips [plus] Cancelled Trips
[plus] Trips Denied [plus] Trips Refused.

Trips Denied: a denied trip occurs when

e a casual trip request has been made as much as 7 days in advance up to 4:30
PM on the day prior to the required day of service, and a negotiated time cannot
immediately be agreed to within one hour of the requested time or at a time
otherwise suitable to the passenger, or cannot subsequently be agreed to
through the use of the waiting list

e when a passenger requests a subscription trip which cannot immediately be
fulfilled, this form of request is not recorded as a denial of service, however, each
instance of a like casual trip request that cannot be accommodated as noted
above is recorded as a trip denial
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APPENDIX 1 Definition of terms (continued)

e when the passenger agrees to assignment to the waiting list, a trip denial will still
occur if no trip can be found, or if an offered trip is not deemed by the passenger
as either suitable or required

e when a passenger requests a trip after 4:30 PM of the day prior to the required
day of service, or on the required day of service, and the trip request cannot be
accommodated, such request will not be recorded as a denial of service.

Cancelled Trips: a cancelled trip is one that is cancelled by the passenger, or on the
passenger’s behalf, once a subscription or casual booking has been made

e an advance cancellation is one that is made by 4:30 p.m. of the day prior to
service

e a late cancellation is one that is made after 4:30 p.m. of the day prior to service,
and prior to vehicle arrival within the pickup window and/or within thirty minutes
after the negotiated pickup time

e a program closure cancellation is one that is made for all passengers to a
program with advance notification, including program shutdown periods and
temporary program venue changes

e a service suspension cancellation is one that is made as a result of a weather or
other emergency within the control of ATS and/ or DARTS.

No Show Trips: a no show occurs when a passenger books a trip, does not cancel
ahead of time, and is not available at the time that the vehicle arrives within the pickup
window and/or within thirty minutes after the negotiated pickup time. This includes any
occurrence of trips cancelled at door, where the passenger refuses a trip at the door
that is within the pickup window and/or within thirty minutes after the negotiated pickup
time.

Number of Total DARTS Trips Delivered: the sum of all trips taken by passengers
and their escorts and/or companions delivered by DARTS on DARTS, DARTS
subcontractors, or metered taxi.

Late Trips: the sum of all trips that are more than 30 minutes late from that time
negotiated with the passenger for the trip, as reported by drivers and as recorded by
DARTS from driver manifests.

Complaints: those customer contacts under which a customer submits an objection to
the planning or provision of service

Commendations: those customer contacts under which a customer submits praise for
the planning or provision of service.

Validated complaint: complaint determined to be substantiated based on investigation
by the contractor and ATS review/ agreement.
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APPENDIX 1 Definition of terms (continued)

Rate of Denied Trips: Denied Trips expressed as a percentage of Number of Total
ATS Trips Requested, All Modes.

Inbound calls: incoming calls entering call system queue.
Calls Handled by Agents: incoming calls transferred to an agent.
Calls Abandoned by Clients: calls for which the caller hung up.

Transfer Rate: rate of incoming calls transferred to an agent, as a percentage of calls
gueued.

Abandoned Rate: rate of calls abandoned, as a percentage of calls queued.

Minimum Wait Time: the shortest amount of time before call was transferred to an
agent.

Maximum Wait Time: the longest amount of time before a call was transferred to an
agent.

Service Level: calculated as [calls transferred within 5 minutes] / ([calls transferred] +
[calls abandoned after 5 minutes]) * 100

Rate of Cancelled Trips: Cancelled Trips (by type) expressed as a percentage of
Number of Total DARTS Trips Requested.

Rate of No-Show Trips: No Show Trips expressed as a percentage of Number of Total
DARTS Trips Requested.

Rate of On-Time Performance: (DARTS Trips Delivered [minus] Late Trips) expressed
as a percentage of (Number of Total DARTS Trips Delivered).

Refused Trips: A refused trip occurs when a client does not accept the travel times
provided at the time of booking — see Trips Denied, above.

Complaints per 1,000 Trips: complaints per thousand trips (sum of Taxi Scrip Trips
Delivered [plus] DARTS Trips Delivered).

Commendations per 1,000 Trips: commendations per thousand trips (sum of Taxi
Scrip Trips Delivered [plus] DARTS Trips Delivered).
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APPENDIX 2 Customer Valid Complaints Logged Q3 2024: Detail (continued)

Service Provider Count
DARTS Scheduling 167
Error address/ date 9
Fares 1
Miscellaneous 1
Pickup/ drop off outside window 108
Scheduled on board time 21
Subscriptions 3
Trip missed &)
Trip notification 1
Waiting list 18
Hamilton Rising 29
Driving habits 7
Error address/ date 1
Injured passenger 2
No door to door 4
No show 4
Staff conduct/ service 7
Trip missed 4
VETS 31
Accidents 1
Driving habits 8
Fares 1
Injured passenger 1
Miscellaneous 1
No show 1
Pickup/ drop off outside window 4
Scheduled on board time 2
Staff conduct/ service 10
Trip missed 2
Grand Total 331
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Figure 1: Demand: Count of DARTS Trips Delivered vs. Requested
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Figure 1: Demand: Count of DARTS Trips Delivered versus Requested

The blue vertical columns show the percentage of trips provided out of the total number of trips requested for Q1 to Q3
2024. The purple line graph above the column shows the trend across all of 2023. At 71%, the percentage of trips
delivered versus requested is slightly higher in Q2 than it was in Q1 and continues to be higher than in any quarter during
2023. The total number of requested trips also includes trips booked but not taken, i.e., cancelled trips and passenger no
show trips (see also Table 1 in the report).
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Figure 2: Demand: DARTS Trips Delivered vs. Requested — Monthly Average
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Figure 2: Demand: DARTS Trips Delivered vs. Requested — Monthly Average

The blue line shows the trend of trips requested and the purple line shows the trend of trips delivered. Both counts
decreased sharply from 2019 to the COVID-19 pandemic years of 2020 and 2021. Both counts have been on an upward

trend since 2022 but have not yet reached 2019 levels (see also Table 1 in the report).
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Figure 3: Demand: ATS Applications Received vs. Applicants Approved for Service

— Monthly Average
500
450
400
350
300 N\
250 \\\ ==Applications
200 \\ Received - Monthly
150 \\‘ﬁ Average
100 =Applications

50 Approved - Monthly

0 Average
2019 2020 2021 2022 2023 2024

YTD Q3 4

Hamﬂton Accessible Transportation Services Performance Review Q3 2024
iimi

Public Works/ Transit/ Accessible Transportation Services

Figure 3: Demand: ATS Applications Received vs. Applicants Approved for Service — Monthly Average

The blue line shows the trend of applications received and the purple line shows the trend of applications approved. Both
counts decreased sharply from 2019 to the COVID-19 pandemic years of 2020 and 2021. Both counts have been on an
upward trend since 2022, decreasing slightly year over year in Q3. They have not yet reached 2019 levels (see also Table
3 in the report).
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Figure 4:Contractor (DARTS) Call Centre Queue Calls Answered within 5 Minutes
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Figure 4: Contractor (DARTS) Call Centre Queue Calls Answered within Five Minutes

In Figure 4 (above), the vertical blue columns show the service level of calls answered from Q1 to Q3 in 2024, compared
to the trend across each quarter in 2023, which is shown by the purple line above it. While the service level has
decreased from Q1 of 2024, it is still higher than any quarter in 2023 (see also Table 6 in the report).
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Figure 5: DARTS Late Trips
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Figure 5: DARTS Late Trips

Alternate text for Figure 5: In Figure 5 (above), the vertical blue columns show the number of late trips to date from Q1 to
Q3 in 2024, compared to the trend across each quarter in 2023, which is shown by the purple line above it. The number of
late trips in Q3 continues to be lower year over year (see also Table 8 in the report).
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Figure 6: DARTS On-Time Performance
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Figure 6: DARTS On-Time Performance

Figure 6 (above) graphs DARTS on-time performance. The solid pink line shows the DARTS on-time performance trend
across all quarters of 2023. The black line at the 99% level illustrates the industry best practice, and the black line at the
95% level shows the goal as directed by the OHRC in 2004. The pink line shows improvement in DARTS on-time
performance from Q1 to Q4 of 2023 to just over 98%. The vertical blue bars show that on-time performance, though
slightly decreased from in Q3 2024, is now back to 99%, and higher than any time in 2023, at 4% above the OHRC goal
of 95% (see also Table 8 in the report).
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ACPD’s Housing Working Group Meeting Notes
January 21%t, 2025
Virtual Teams Meeting

10:00AM - 12:00PM

Members in Attendance: Robert Westbrook, Paula
Kilburn, Lance Dingman, James Kemp, Hargun Kaur

Members Absent: Benjamin Cullimore

1. Welcome and Introductions

2. Approval of January 215t Agenda: Agenda was
approved.

3. Outstanding Business List and Priorities for 2025:

a. Universal Accessible Design: We are awaiting
a report from the social policy department from
Housing Services. We last checked in with the
Housing Secretariat in August.

b. Social Housing Inventory: We are still waiting
to speak to Housing Services regarding whether
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they have achieved 20% Accessible Housing. We
now know they are using the CMHC's definition of
accessible housing as a baseline.

c.Social Housing Application
Standardization/Simplification: We are still
waiting to hear from housing services regarding this
issue.

d. Smoke Free Policy at CityHousing: We need to
meet with Public Health and CityHousing to
address this issue. CityHousing is amenable to
change, but requires the other party and they are
short staffed.

e. Transitional Housing: We met with Loft from the
GTHA and learned that we are missing the Ontario
Health Team when trying to understand this issue.
We discussed that this should include transitioning
from penitentiaries as well.

f. RCF Report: We are awaiting a little background
information on how we ended up where we are
today. Other regions call them Domiciliary Hostels.

g. CityHousing and the AODA: We put forth our
recommendations in 2023. CityHousing has been
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working towards implementing them one at a time.
We will meet with them in March to check on their
progress.

h. Collaboration with other agencies: We just co-
hosted a public event regarding the Canada
Disability Benefit in September 2024 with the
RFPR, SPRC, HCLC and ACORN. Trying to meet
with Hamilton is Home. Will continue to seek
opportunities or relevant conferences.

I. Social Assistance Rates: This has been taken up
by the SPRC and the RFPR with little movement.
Will consider next steps.

J. Housing Guide Review: We determined last term
that the Housing guide needs a complete rewrite.
We restarted the review this month and got halfway
through section 4. We will take all the good material
and rework it.

k. LTC Accessibility inspection: This is on our to-
do list, but not high on priorities,

l. Shelter system Inspection: We need to visit some
shelter spaces and review their accessibility to
reside there.
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4. Invitations For 2025: We reviewed possible invites
for 2025, list included: St. Joseph’s Peer Support
Program, CityHousing + Public Health, Hamilton is
Home, SAC HWG, Helping Hands, Indwell, Keeping
Six, RFPR, Housing Services

5. Vice-Chair Discussion: We briefly discussed the
open Vice Chair position. Members are wary of the
workload and availability.

6. Housing Guide Review: We restarted the Housing
Guide Review. The previous term flagged serious
issues with the housing guide and reviewed it up to
section 8. We decided to restart the review from
scratch. We will identify the good sections of the
guide, consolidate them together and redesign the
housing guide using SAC’s as a template. The staff
member mostly responsible for its last iteration
seemed to design it more for staff than persons with
disabilities.

7.0Other Business: There was no other business.

8. Adjournment
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ACPD'’s Outreach Working Group Meeting Notes
January 21%t, 2025
Virtual Teams Meeting

4:00PM - 6:00PM

Members in Attendance: James Kemp, Paula Kilburn,
Mark McNeil, Hope Bonenfant, Robert Westbrook

Members Absent: Jake Maurice, Benjamin Cullimore

1. Welcome and Introductions

2. Approval of January 215t Agenda: Agenda was

approved with the addition of Climate Justice/Equity
to other business.

3. Outstanding Business List and Priorities for 2025:

a. Continue to Pursue Collaborations with Other
Agencies/Organizations: This is one of our main
objectives. We are attending other group’s events
and organizing our own. We shall continue to do so.
Paula will look into sponsorship ideas.
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b.2023 Calendar Revision and Redesign: This is
still on the books from the past term. Most of the
work has been done; it just needs someone to take
up the project to finish it. A good starter project for
anyone that wants to participate more, but is unsure
of where to put their efforts.

c. Accessibility Fair Planning: This will be on the
OBL for a while to come. 2025 Planning is in the
early stages. Website redesign is first task.

d.Periodic Review of Pamphlet to Ensure Correct
Information: We have revised the pamphlet a few
times since its inception. The last time was to
update the name change. However, it needs to be
revised again as the title page is truncated.

e. Accessibility Awards: This will also be on the
OBL for the foreseeable future. We need to decide
on a communications plan, whether we do it
ourselves or continue to work with Comms.

f. Wheelchair/Scooter Rescue: We reviewed the
history of this initiative. Work was done to integrate
DARTS, the taxis and CDC mobility, but it fell apart.
Paula and the former Chair were going to pitch
something to Council, but the term ended before
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that happened. We need to move forward with
something. HSR accessible supervisor vehicles
being purchased may help, but recent ACPD
meeting with Paramedics and Police provided an
alternative possible plan. Fire Department doesn't
have the ability to move PMDs, but Police
Department does.

g.ACPD Website: We need to rebuild the website
this year moving away from an event centric layout
and making it a more general ACPD website with
event pages. Current work includes building a new
header. Will review with the ACPD before we
implement anything. Also highlighted an issue with
Wordpress that hosts our domain. They are
currently having a bitter internal dispute. Chair will
monitor and advise if we need to make any
changes before renewal in May or June.

h.Convention/Special Event Equipment and Name
Tags: We purchased the table runner to replace
the table banner, but this has not been reimbursed
by Council as we were told it would be during the
name change process. We would like to purchase a
vertical banner with a description lifted from the
pamphlet as well as nice name tags as SAC has for
each of their members.
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4.Vice-Chair Discussion: Chair brought this up again
to remind everyone we still need Vice-Chairs.
Responses are similar across working groups;
members are concerned about the workload or
disappointing the group. Chair suggested members
could work up to it with individual projects.

5. Website Discussion: Chair presented two mockups
for the header. One text based only and the other text
and small images. Explained some of the problems
with the new ACPD header and that it was easier with
the event header to grab attention. James Jr has
been trying to assist. We discussed the blue and
yellow colour scheme and why we use it. It was
selected first for the pamphlet as blue and yellow is
eye catching, but not overwhelming with a 7:1
contrast ratio. Chair has experimented with other
colours and always comes back to the blue and
yellow as the most versatile. James Jr. offered to put
together some other possible colour combinations
that are easy on the eyes but maintain contrast ratio.
Mark had questions about the WCAG and why other
websites consider themselves accessible when they
are only focused on a few elements. He also asked
why we aren’t able to use special fonts or images as
others do. Chair explained that we are trying to thread
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the needle by being as accessible for as many
different disabilities as possible and that means a
plain, simple, straightforward, centred layout. It may
be impossible to see to everyone’s needs at once, but
we will try our best. Members preferred the page with
the blue and white accessibility images. We can play
with that a little for next month’s meeting when we will
decide on layout.

6. Set Accessibility Fair Date: Chair brought forward a
number of dates in September that avoided Council
meetings. After discussing the pros and cons, we
decided to move it up to September 4" for several
reasons. It is before school starts so we can advertise
to that audience, we can access more volunteers for
the same reason, it is warmer and weather is not as
unpredictable, it gives us time to make alternate
arrangements in the event of a bad weather date.

7.Discuss Comms and Our Future Collaborations:
We briefly discussed the issues we had with Comms
last year in advertising and promoting the awards. We
discussed the possibility of doing it ourselves or trying
again. Will discuss with staff to see what our options
are.
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8. ACPD Member Survey: We discussed creating a
member survey to learn if we could make changes to
improve participation. It was felt that having a few
open ended questions would be more beneficial than
say a multiple choice. What can we do to improve the
committee experience? How can we make it more
accessible for you? And so forth. Hope offered to use
her survey monkey account if we need it.

9. Other Business: Chair described some of the plan
for Climate Justice/Equity after discussing it with
Beatrice Ekoko from the office of Climate Change
Initiatives. Will be getting the official announcement
soon, but members were interested in helping with
this project. Still need to decide what our participation
will look like, but Paula and Hope eagerly
brainstormed possibilities.

10. Adjournment
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CITY OF HAMILTON

MOTION

Accessibility Committee for Persons with Disabilities: February 11, 2025

MOVED BY J. KEMP ...
SECONDED BY ... e e

Partnership Opportunity with the Office of Climate
Change Initiatives

WHEREAS, the Office of Climate Change Initiatives has
identified the Accessibility Committee for Persons with
Disabilities as a community organization serving an
equity-deserving group to be a potential partner in the
development of a Climate Justice Framework;

WHEREAS, the Office of Climate Change Initiatives has
invited the Accessibility Committee for Persons with
Disabilities to consider submitting an application to the
Office of Climate Change Initiatives to partner with them
in the development of a Climate Justice Framework, by
hosting meaningful engagement activities for persons
with disabilities, developed to gain an understanding of
their needs, challenges as well as aspirations in the face
of our changing climate;

WHEREAS, the Office of Climate Initiatives has identified
a budget to cover the costs incurred by this initiative and
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requires a report on the results of the engagement
activities by June 10, 2025;

WHEREAS, the application deadline to the Office of
Climate Change Initiatives is February 12, 2025; and

WHEREAS, the Accessibility Committee for Persons with
Disabilities has tasked its Outreach Working Group with
community engagement activities-

THEREFORE, BE IT RESOLVED:

(@)

(b)

That the Accessibility Committee for Persons with
Disabilities authorize the Outreach Working Group to
apply to the Office of Climate Change Initiatives
respecting carrying out a community engagement
event to gather feedback from persons with
disabilities on their needs, challenges and
aspirations in the face of our changing climate in
order to contribute to the development of a Climate
Justice Framework; and

That, on receiving the results of the application to the
Office of the Climate Change Initiatives, the
Outreach Working Group report back to the
Accessibility Committee for Persons with Disabilities
as soon as possible with:

(i) any feedback from the Office of Climate
Change Initiatives on an unsuccessful
application; or

(i) recommendations respecting the proposed
Climate Justice Framework community
engagement project.
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