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1 Purpose of the Review

The U.S. Department of Transportation (DOT) regulations implementing the Americans with Disabilities Act of 1990 (ADA) contain two primary provisions to ensure that vehicles with accessibility features are reliable and properly maintained.  General equipment maintenance requirements, which pertain to all types of entities and services, are contained in 49 CFR §37.161:

(a) Public and private entities providing transportation services shall maintain in operative condition those features of facilities and vehicles that are required to make the vehicles and facilities readily accessible to and usable by individuals with disabilities.  These features include, but are not limited to, lifts and other means of access to vehicles, securement devices, elevators, signage and systems to facilitate communications with persons with impaired vision or hearing.

(b) Accessibility features shall be repaired promptly if they are damaged or out of order.  When an accessibility feature is out of order, the entity shall take reasonable steps to accommodate individuals with disabilities who would otherwise use the feature.

(c) This section does not prohibit isolated or temporary interruptions in service or access due to maintenance or repairs.

In addition to the general maintenance provisions described above that apply to all transportation providers, 49 CFR § 37.163 requires public entities to keep vehicle lifts
 (and ramps) in operative condition as follows:

(a) This section applies only to public entities with respect to lifts in non-rail vehicles.

(b) The entity shall establish a system of regular and frequent maintenance checks of lifts sufficient to determine if they are operative.

(c) The entity shall ensure that vehicle operators report to the entity, by the most immediate means available, any failure of a lift to operate in service.

(d) Except as provided in paragraph (e) of this section, when a lift is discovered to be inoperative, the entity shall take the vehicle out of service before the beginning of the vehicle's next service day and ensure that the lift is repaired before the vehicle returns to service.

(e) If there is no spare vehicle available to take the place of a vehicle with an inoperable lift, such that taking the vehicle out of service will reduce the transportation service the entity is able to provide, the public entity may keep the vehicle in service with an inoperable lift for no more than five days (if the entity serves an area of 50,000 or less population) or three days (if the entity serves an area of over 50,000 population) from the day on which the lift is discovered to be inoperative.

(f) In any case in which a vehicle is operating on a fixed route with an inoperative lift, and the headway to the next accessible vehicle on the route exceeds 30 minutes, the entity shall promptly provide alternative transportation to individuals with disabilities who are unable to use the vehicle because its lift does not work.

The DOT ADA regulations also contain several requirements related to the operation of accessibility features.  Part 38 of the regulations requires that accessible vehicles be equipped with mobility aid securement systems and passenger restraint systems.  Technical and functional specifications for these securement and restraint systems are included in Part 38.  The regulations require that transit systems use the securement system that is available on vehicles.  Section 37.165 requires that agency personnel assist individuals with disabilities with the use of lifts, ramps, and securement systems (and that they leave their seat if necessary to provide this assistance).  Section 37.173 then requires that transit agencies ensure that “personnel are trained to proficiency, as appropriate to their duties, so that they operate vehicles and equipment safely and properly assist and treat individuals with disabilities who use the service in a respectful and courteous way, with appropriate attention to the differences among individuals with disabilities.”

The Federal Transit Administration (FTA) is responsible for ensuring compliance with the ADA and the DOT implementing regulations (49 CFR Parts 27, 37, and 38).  As part of its compliance efforts, FTA, through its Office of Civil Rights, conducts periodic reviews of fixed route transit services operated by grantees.

This report includes the results of the review of lift reliability, maintenance, and operation at the Hampton Roads Transit Authority (HRT), operating in Hampton, Norfolk, Newport News, and Virginia Beach, Virginia.  The review was conducted from September 15 to 18, 2008.  This report summarizes the observations and findings of the on-site review of HRT’s fixed route bus service.  A description of key features of the fixed route bus service is first provided, followed by a description of the approach and methodology used to carry out the review.  Observations and findings related to the ADA requirements are then described.  The major findings of the review are summarized at the end of this report.  Recommendations for addressing issues identified also are provided.  

Background
Hampton Roads Transit (HRT) was formed in 1999 through the merger of PenTran and Tidewater Regional transit (TRT).  HRT serves the cities of Chesapeake, Hampton, Newport News, Norfolk, Portsmouth, Suffolk and Virginia Beach.  HRT is governed by the Transportation District Commission of Hampton Roads, which includes representatives of the seven aforementioned cities, the Virginia General Assembly and the Virginia Department of Rail and Public Transportation.

The combined service population of the seven cities is 1.3 million. Ridership was 1.376 million in July 2008 when the tourist season and visits to Virginia Beach are typically at their peak while ridership was 1.270 million in September 2008.

HRT operates 54 fixed routes, four shuttle routes (operating in Downtown Portsmouth and Norfolk as well as the Norfolk Naval Station), three seasonal routes operating at the Virginia Beach Oceanfront, and seven Metro Area Express (MAX) commuter routes operating throughout the region. Three MAX routes provide service between the “Southside” (Norfolk, Chesapeake, Portsmouth, Virginia Beach, and Suffolk) and the Peninsula (Hampton and Newport News). Peninsula and Southside routes are shown in Figures 2-1 and 2-2. HRT also operates a Ferry service seven days a week providing service between the downtowns of Portsmouth and Norfolk.

Most routes operate every 30 during peak hours. A few high demand routes operate every 15 minutes, and others operate on a 60 minute interval. During the midday routes operate either on a 30 minute or 60 minute frequency. Evening service is provided on most routes every 60 minutes and others every 30 minutes. A typical HRT service day begins at 6:00 am and ends at 10:00 pm. The most popular routes operate between 5:00 am and 2:00 am, and others operate between 6:00 am to 7:00 pm.  HRT also operates work trip routes between the shipyard and park-and-ride lots, downtown circulators in Portsmouth (the Loop), Norfolk (the NET), and the VB Wave which serves the oceanfront resort area in the summer season.

Operations north of Hampton Roads are based at the HRT Headquarters facility at 3400 Victoria Boulevard in the city of Hampton.  Operations south of Hampton Roads are based at 509 East 18th Street in the city of Norfolk; there is an adjacent administrative facility at 1500 Monticello Avenue.  All VB Wave vehicles are garaged at 1400 Parks Avenue in Virginia Beach, but the bulk of the Southside fleet is housed at the 18th Street facility.  The Hampton facility is commonly referred to as “Victoria Boulevard,” while the Norfolk facility is commonly referred to as “18th Street.”  As discussed in this report, HRT has a fleet of 311 fixed route buses; 170 at 18th Street, 111 at Victoria Boulevard and 30 buses at the Virginia Beach.

HRT operates transit centers in Hampton and Newport News and transfer stops at Cedar Grove, Wards Corner, Military Circle in Norfolk, Silver Leaf in Virginia Beach, and soon to be Victory Crossing in Portsmouth.

A new light rail service called “The Tide” is under construction.  This service will run east-west, with 11 stations along the alignment.  It is scheduled to begin operations in the fall of 2010.  HRT will commence construction of a new Southside maintenance building in November 2009 to replace the old 18th Street facility.

HRT’s website www.hrtransit.org or http://www.gohrt.com includes a telephone number and an easily located e-mail link for complaints and compliments.  A “How to Ride” link for persons with disabilities provides basic information and a telephone number for training and assistance.  The website also provides information on the “Handi-Ride” paratransit service and a link to the HRT Advisory Committee for Persons with Disabilities.

[image: image1.emf]
Figure 2‑1
HRT Peninsula Route Map

[image: image2.emf]
Figure 2‑2
HRT Southside Route Map

Overview of the Review

The review focused on HRT’s compliance with the DOT’s ADA regulatory requirements related to the operation and maintenance of lifts as required for accessible fixed route bus service.  The specific regulatory requirements that were the focus of the review are described in the first section of this report.

FTA provided HRT with written notification of the review on May 30, 2008.  A copy of the notification letter is provided in Attachment A. In the letter, HRT was requested to provide the following information:
· Five copies of the current fixed route system map

· A complete set of current detailed route schedules

· Identification of which routes are operated directly by the transit authority and which are operated by private contractor

· Identification of which routes/areas are served by each garage

· Bus fleet inventory identifying year, make, bus garage, and accessibility of each bus, including whether the system uses low-floor buses and to what extent

· A description of lift maintenance practices identifying the location and party performing lift maintenance

· Current fixed route operators’ manuals, notices, memoranda, or other documentation informing vehicle operators of lift operation and maintenance procedures

· Reports, memoranda, or other documentation regarding lift operation and maintenance monitoring activities and findings

· A list of all complaints related to lift operations in the past year

The letter also requested that an opening conference be scheduled on Monday, September 15, 2008, and that an exit conference be scheduled on Thursday, September 18, 2008.

Planners Collaborative, Inc., of Boston, Massachusetts, with TranSystems of Medford, Massachusetts, conducted the review on behalf of FTA.  Jim Purdy of Planners Collaborative served as the review team leader.  David Chia of Planners Collaborative and Tom Procopio of TranSystems assisted with the review.  A schedule of the team’s on-site review is provided in Attachment B.

Prior to the on-site visit, a complete package of the requested information was received and reviewed by the assessment team.  Before the review, the review team also contacted advocacy organizations and conducted a telephone interview with one individual with disabilities who uses the HRT bus service.  This interview is described in Section 4.1.

The following individuals participated in the opening conference held at 3 p.m. on Monday, September 15, at HRT headquarters at 3400 Victoria Boulevard in Hampton, Virginia:

Michael S. Townes
HRT President/Chief Executive Officer

Homer Carter
HRT Senior Vice President for Transit Operations

Michael Perry
HRT Vice President for Bus Operations

Peter Katranides
HRT Operations Superintendent, Hampton
Ernest Bellinger
HRT Director of Bus Transportation
Kristen McCaughey
HRT Operations Superintendent, Norfolk

Keith Johnson
HRT Operations Superintendent, Virginia Beach

Tony Ferguson
HRT Operations Training Specialist
Alfonso Rollins
HRT Director of Bus and Facility Maintenance 

Michael Anderson
HRT Maintenance Superintendent, Hampton

Michael Smith
HRT Maintenance Superintendent, Norfolk

Diane Watson
HRT ADA Certification Coordinator
Pat Piras
HRT ADA/Coordination Specialist
Jim Purdy
Planners Collaborative (team leader)

David Chia
Planners Collaborative (team member)

Tom Procopio
TranSystems (team member)

FTA was unable to participate in the opening conference, but Jim Purdy conveyed thanks from FTA’s Office of Civil Rights to HRT for its cooperation with the review.  He described the purpose of the review as identifying whether people with disabilities were receiving the accessible fixed route services to which they are entitled in accordance with DOT ADA regulations.  He also noted that an objective of the review is to offer assistance to HRT in meeting the ADA requirements, and that the review team was available for that purpose.  Mr. Purdy outlined the process the review team would follow for the review, noting that the review team would present preliminary findings at the exit conference on Thursday, September 18.  He explained that the review team and FTA would then prepare a draft report, which would be transmitted to HRT for its review.  Any errors or omissions identified by HRT would be corrected, and the HRT response letter would be included in the Final Report.  The corrected Final Report with HRT’s initial comments would become a public document in accordance with the Freedom of Information Act.  Following issuance of the report, HRT would be required to provide quarterly reports on progress in advancing corrective actions for those findings that identify a potential for improvements in delivering the ADA required service in compliance with DOT regulations.  Progress reporting will continue on a quarterly basis until FTA is satisfied that all findings have been adequately addressed and releases HRT from further reporting.

Mr. Purdy distributed a schedule of the planned review activities that had been transmitted to HRT the previous week.  He reviewed the planned on-site activities and meetings, which would focus on the working condition, maintenance, and use of the bus ramps and lifts and wheelchair securement systems.  He explained that observations would be made during morning pull-outs; interviews and examination of data would address operator training, maintenance, service monitoring, operator discipline, and handling of customer complaints; HRT managers, supervisors, and bus operators would be interviewed; and inspections of ADA-related bus equipment would be conducted.

The review team then met with senior managers to discuss the history of HRT, its policies and procedures, fleet resources, and expansion plans.  Individual team members later met separately with HRT managers and examined records regarding service monitoring and the handling and response to complaints, plans and budgets for fleet replacement and maintenance, and training of new operators.  The review team reviewed the bus fleet roster with HRT managers and selected a representative set of buses to inspect for conformity with DOT specifications.

On Tuesday, September 16, the review team observed bus pull-outs at HRT’s bus garage at 18th Street in Norfolk.  During the day, interviews were conducted with the 18th Street operations personnel regarding employee monitoring and the disciplinary system, and with the safety and training manager, the maintenance manager, and bus operators; maintenance records were reviewed and several buses were inspected.  On Tuesday afternoon, a review team member observed wheelchair boardings at the Hampton Veterans Administration hospital and rode with a wheelchair user on two bus routes.

On Wednesday, September 17, the review team observed bus pull-outs at HRT’s Victoria Boulevard bus garage in Hampton.  Interviews were conducted with the operations personnel at Victoria Boulevard regarding employee monitoring and the disciplinary system, and with the safety and training manager, the maintenance manager, and bus operators; bus maintenance records were compared with pull-out sheets and the dispatcher’s log book, and vehicle inspections were completed.  

On Thursday, September 18, 2008, the review team synthesized the materials and information collected, and reported preliminary findings at the exit conference.  The following people attended the exit conference:

Michael S. Townes
HRT President/Chief Executive Officer

Homer Carter
HRT Senior Vice President for Transit Operations

Michael Perry
HRT Vice President for Bus Operations

Peter Katranides
HRT Operations Superintendent, Hampton

Ernest Bellinger
HRT Director of Bus Transportation

Kristen McCaughey
HRT Operations Superintendent, Norfolk

Keith Johnson
HRT Operations Superintendent, Virginia Beach

Tony Ferguson
HRT Operations Training Specialist

Alfonso Rollins
HRT Director of Bus and Facility Maintenance 

Michael Anderson
HRT Maintenance Superintendent, Hampton

Michael Smith
HRT Maintenance Superintendent, Norfolk

Pierre Marcellus
HRT Manager of Budget and Inventory (Bus & Rail)
Diane Watson
HRT ADA Certification Coordinator

Pat Piras
HRT ADA/Coordination Specialist

Jonathan Klein
FTA Office of Civil Rights (by telephone)

Jim Purdy
Planners Collaborative (team leader)

David Chia
Planners Collaborative (team member)

Tom Procopio
TranSystems (team member)

Mr. Klein thanked HRT for its cooperation throughout the site visit and for providing space for the review team to analyze data.  He reviewed the purpose of the review and the schedule for preparation of this report.

Mr. Purdy outlined the material to be covered in the exit conference, and the review team presented its preliminary findings.  It was noted that although some deficiencies existed, the review indicated that HRT has many sound practices in place that well serve persons with disabilities, and that staff was clearly motivated to correct the relatively few deficiencies that were noted.  The conference ended with another round of thanks to HRT’s staff for its cooperation.

HRT’s response to the draft review findings and recommendations is provided in Attachment C.
Observations of Lift and Ramp Reliability and Maintenance

To assess HRT’s current performance with respect to accessible fixed route reliability, maintenance, and operation, the review team performed the following activities:

· Gathered customer input by various means, including telephone interviews with individuals who use wheelchairs who are regular riders of the HRT bus system 

· Reviewed policies and procedures regarding lift operations, service monitoring, and equipment inspection

· Observed bus operations

· Interviewed bus operators to gauge their understanding of lifts and wheelchair securement policies and procedures 

· Observed vehicle pull-outs and pre-trip inspections

· Inspected buses for conformance with ADA-related specifications

· Reviewed maintenance procedures and performance

· Reviewed recent bus procurements and current fleet accessibility

· Reviewed availability of resources for lift/ramp operation

1.1 Customer Input

Customer Interviews

In advance of the site visit, the review team contacted three social service agencies in the Hampton Roads area to seek the input of individuals with disabilities who are customers of the HRT fixed route services.  A person who rides frequently in his manual wheelchair agreed to be interviewed.  This customer uses HRT buses daily to reach destinations including the Hampton Veterans Administration hospital, downtown Newport News, Downtown Norfolk, and Portsmouth.  The routes he uses most frequently are #101, #103, #117, and #961.  Most of the buses used on these routes are ramp-equipped, but he also has experience with lift-equipped buses.  This customer said that most drivers are courteous and sensitive to the issues of people with disabilities and that boarding and securement of his wheelchair generally proceeds quickly and without incident.  On one occasion, he waited to board the 961 route to Hampton while a large number of ambulatory passengers were allowed to board before him with the result that there were standees on the bus and he then felt uncomfortable about trying to board.  He phoned a complaint to HRT customer service on that occasion and said that they apologized and told him the incident would not occur again.  He was very satisfied with the HRT program of fitting “yellow straps” (which are made of heavy-duty nylon or polyester) to customers’ wheelchairs to expedite proper securement, and he had recommended the program to other wheelchair users.  The customer agreed to participate in a ride-along, which took place on Tuesday September 16, 2008 and is described in Section 4 of this report.

A second customer agreed to an informal interview at a VA hospital bus stop while waiting for a bus.  This customer began using a three-wheel scooter less than a month before the interview.  She said that she would rate the HRT drivers as “good” regarding service, boarding and securing skills, although she felt that many drivers are in a hurry while she is maneuvering her scooter onto the ramp and into the securement location.  She said she had been passed up by a bus on one occasion but felt it was an exception to the usual good service.  She was interested in getting securement loops installed on her scooter but was under the misimpression that she would be charged for them.  Her main complaint was with the accessibility of the sidewalks that she must use to reach the bus stops; she had had an accident while using her scooter in the street, owing to sidewalk impediments.
Customer Comments and Complaints

HRT maintains a “Customer Assistance System” which provides information to customers, and receives complaints and compliments.  Customer input is received in a variety of ways: through U.S. Postal Service mail, by walk-in, by telephone, and through a form on the “Contact HRT” page of the www.gohrt.com website.  A customer service representative (“customer service advocate”) enters the information into the customer assistance database, generating a form known as a “CAF” or Customer Assistance Form.  The customer service representative prompts the customer for information that will be used to identify the bus operator. In the case of a complaint, the customer service representative also asks for additional details about the incident that led to the complaint.  The CAF is sent to the appropriate department for follow-up.  For ADA-related incidents on fixed route buses, complaints are directed to the superintendent at the Victoria Boulevard, 18th Street, or Virginia Beach bus facility as appropriate.  The superintendent enters into the CAF notation regarding action taken in response to the complaint, including the adoption of progressive discipline and/or the provision of supplemental training.  A customer service advocate completes the process by preparing a letter to the customer conveying HRT’s apologies and summarizing what was done in response to the complaint.  A specimen of a CAF report and follow-up letter is provided in Attachment D.

In the 19 months from January, 2007, through July, 2008, HRT received 1847 complaints related to bus operations, equipment, and facilities, an average of approximately 97 per month.  Of this total, 25 pertained to ADA: 13 involved an inoperable lift or ramp and 12 were regarding a bus operator.  The 25 ADA-related complaints comprised 1.4 percent of the total.  

1.2 HRT Policies and Procedures

Bus Operations

HRT policies and procedures are collected in a well-organized employee manual entitled Standards of Excellence.  Relevant sections are included here in Attachment E.  Under Section 4: Policies Mandated by Law, 4.2 Americans with Disabilities Act of 1990 (ADA) gives a brief overview of the ADA, and lists ADA-mandated actions required by HRT; these include cycling the lift/ramp before leaving the garage, securing each wheelchair with four securement straps, offering the lap/shoulder restraint to each wheelchair customer, deploying the lift/ramp whenever requested by a passenger, calling out stops, and clearing seats for elderly or handicapped passengers.

Sections 6.2, Boarding Customers, and 6.3, Deboarding Customers, contain specific and detailed step-by-step instructions that address various aspects of DOT ADA regulations for fixed route bus service (including stop announcements and route identification announcements.)  The procedures include the basics of positioning a bus, preparing the seating area, deploying the lift/ramp, boarding a customer, securing a wheelchair, offering the lap/shoulder restraint, and the sequence of steps to be followed when deboarding disabled customers.  The procedures also address boarding ambulatory customers on the lift/ramp and activating the kneeling feature for any passenger on request.  It also clearly describes the appropriate order for boarding and deboarding customers (wheelchair customers board before other customers and deboard after other customers).  The manual also includes procedures to use when the available securement positions are full or the lift/ramp is known to be inoperative: the customer is to be advised of the situation and the dispatcher contacted for further instructions.

HRT policies and procedures are also stated in an undated directive “Bus Service for Elderly and Disabled Passengers.”  The directive states “These policies and procedures define the operator’s responsibility to provide transportation for elderly and disabled passengers in accordance with the Federal Americans with Disabilities Act (“ADA”).”  It properly covers all applicable DOT ADA regulations for fixed route bus operations and provides more detail than the Standards of Excellence operator’s manual on how to address situations in which a lift is inoperative or malfunctions with a customer aboard; it is explicit in requiring a bus operator to advise a disabled customer who cannot be boarded of the scheduled arrival time of the next bus and to call a dispatcher for an alternative means of transporting the customer if the wait time for the next service is expected to exceed 30 minutes.

Both Standards of Excellence and the three-page directive clearly require a pre-trip inspection that includes fully cycling the lift, checking passenger restraints and securements, and notifying Maintenance if any deficiencies exist.  The manual also has a section specific to assisting wheelchair customers in the event of an emergency that requires evacuation of the bus.

A notable feature of HRT’s operations procedures is the use of Wheelchair Secure Loops (known as “yellow straps”), which are made of heavy-duty nylon or polyester material.  HRT purchases them from the New Haven Moving Equipment Corporation.  HRT personnel attach these straps to the appropriate places on the frame of a mobility device.  The straps provide a consistent identification of where securements should be placed so that the mobility device can be secured safely and quickly by a driver.  HRT stocks these straps and makes them available, free of charge, to any customer upon request.  Current practice is that a driver will suggest to a customer that they obtain a set of the straps.  If the customer agrees, the customer contact information is provided by the driver to the dispatcher, who provides it to the safety department.  The safety department arranges to meet with the customer at a mutually agreed upon location to install the straps.  At present there are two persons trained and authorized to install the straps.  The director of safety indicated that, owing to the departure of previously trained employees, there is currently not enough trained and authorized staff to handle the requests for the straps as promptly as he would like.  

Bus Operator Training

Prior to the site visit, HRT provided the review team with the portions of its training manual related to ADA issues and persons with disabilities, as well as a copy of the Operator Refresher Program training material.  During the on-site review, the HRT Training Manager provided the review team with a complete copy of the HRT Training Manual for review.

On Tuesday afternoon the review team interviewed the training and development manager to gather more information on the operator training program used at HRT.  The training and development manager has attended training provided by the Transportation Safety Institute (TSI) and has been certified by them to teach bus operations.  HRT uses TSI curriculum for operator classroom training.  The entire training process for new operators takes eight weeks and is divided into classroom training and on board training.

The training and development manager provides the classroom training.  A driver trainer conducts the on-board training.  To become a driver trainer, an operator must be nominated by his or her garage superintendent and complete the classroom portion of the operator training.  At the time of the review there were nine driver trainers.

Classroom Training

Classroom training for bus operator candidates takes place during the first week of training.  At the start of the training, trainees are given a memorandum that outlines the training regulations.  The regulations cover accidents, the accumulation of points for accidents, absences, and miss-outs.  Trainees are allowed two excused absences during training.  A third absence may result in expulsion from the training program.  Reporting late or failing to report without proper notification may also result in expulsion from the training program.

Classroom training is divided into three broad areas – vehicle operations, emergency management, and passenger relations.  While the bulk of training on ADA related issues is contained in the passenger relations section of the training, lift operation is covered in Module 5 of the vehicle operations section.  The section on lift operation outlines four required operator actions, including allowing persons who request the lift to use it, and ensuring that mobility aids are secure. 
The majority of training on ADA related issues is found in Module 7 of the passenger relations segment of the training program.  Module 7, entitled Elderly Customers and Customers with Disabilities, provides a wide array of suggestions on how to interact with persons with various disabilities.  Requirements of the ADA are covered and at the end of the module a summary of ADA requirements for bus operators is provided.  The final part of classroom training, about 90 minutes, is spent discussing HRT policies on the ADA.  These policies are contained in both the Standards of Excellence manual and the three-page directive described above under bus operations; they are included in this report as Attachment E.

On-Board Training

The final seven weeks of training are devoted to on-board training, during which trainees drive each of the HRT routes with a driver trainer.  For weeks two through seven, the class of trainees is broken up into groups of eight to ten people.  Each trainee, along with a driver trainer, uses a bus with a destination sign that says “Training” and alternates operating the vehicle along each of HRT’s routes.  During that time trainees practice all of the activities a driver would perform during the day, including deploying the lift and securing a wheelchair. 

During this period the trainees are evaluated by the driver trainers.  The trainers are required to fill out four weekly progress reports on each trainee they supervise.  The progress reports cover attendance, punctuality, attitude, and a range of vehicle operation and safety items.  The reports also address wheelchair lift knowledge, wheelchair lift operation, and proper securement of a wheelchair.  The student and driver trainer both sign each evaluation, which is turned in to the training instructor.  All information is kept on file in the training department.

The last week of the training is conducted on buses in revenue service.  Each trainee is given a “Report of Line Instructor Trainee Progress,” or “yellow card,” for each day for a week.  Trainees are assigned a run, and they operate the vehicle with the driver trainer on board to observe and report on progress.  Each trainee must do a morning run, a mid-day run, an evening run, and a weekend run.  The driver trainer evaluates the trainee using the categories on the yellow card and turns it in to the training department.  A sample of the yellow card is included as Attachment F.

A trainee who successfully completes the training is assigned to a garage and becomes an operator on the extra board.  HRT indicated that the eight-week training may be abbreviated if a trainee has experience with another transit authority.

Refresher Training

HRT provides refresher training for its bus operators.  There is a standard eight hour operator refresher program, refresher training for specific topics, and refresher training for cause.

The standard refresher training is a one day session covering four broad subject areas.  The four areas are: defensive driving, intermediate maneuvers (which includes lift operation), customer service (which includes a module on ADA equipment), and a module on HRT Wheelchair Lift Policy/ADA regulation and Wheelchair Securement Procedures.  This last module includes hands-on securement practice if time permits.

Refresher training is generally scheduled between new operator training sessions.  There has been no set schedule for standard refresher training due to manpower issues.  To conduct the refresher training it is necessary to take a group of drivers off of their scheduled runs and have enough drivers on the extra board to cover those runs.  HRT stated that the manpower situation has improved and it is working on setting up regular refresher training.  The plan is to start the refresher training for most senior operators first, and work through the roster to the newest drivers.  HRT attempts to keep the class size for standard refresher training to no more than 10 people.

According to the training and development manager, recently conducted refresher training has been for specific or “hot” topics rather than comprehensive.  For example, at the time of the review, training was being conducted on the new fare system.  Information provided prior to the site review showed that from March to May 2008, 177 drivers received refresher training on the ACS (radio) system, ADA issues, and pre trip procedures. 
Training for cause is conducted as needed.  An operator involved in a preventable accident is required to attend an eight hour accident prevention class.  Other for-cause training is conducted if an operator accumulates 20 to 30 disciplinary points during a 12 month period.  

New operator training records are kept by the manager of training and development.  The files for new operators contain a copy of the “Accidents and Absences” memo signed by the new operator; four weekly progress reports signed by the operator, road trainer and training manager; and the completed and signed Report of Line Instructor Trainee Progress yellow cards.

Attendance lists for all other training classes are maintained by the training department.  There is no overall summary listing all of the operators and the training courses each has participated in, and there is no record of training received in the operator’s personnel file.

In addition to refresher training sessions, scripted announcements emphasizing points of training are transmitted to the drivers on their routes a few times each month.

Service Monitoring and Enforcement Procedures

HRT’s Performance Code is Section 8 of the Standards of Excellence employee manual.  The Performance Code begins with a section on Standards of Performance, which sets expectations for bus operators that are summarized in the section’s final paragraph:
“As a Hampton Roads Transit employee, you are empowered to make decisions based upon professional judgment, company policies, procedures, and guidelines.  You are responsible for the safe, defensive operation of the vehicle and to exercise professional judgment in strict compliance with all applicable motor vehicle laws, HRT policy and procedures, and the National Safety Council guidelines.”
This is followed by a section on “Recognizing Good Performance,” and a section called “Enhanced Performance Plan.” The latter describes HRT’s policy of using informal and formal counseling as the first step to resolve performance problems. It also describes the procedures to be followed if counseling is unsuccessful or a serious infraction occurs.  These procedures include gathering information, holding a disciplinary meeting with the employee, and written notification of the labor union.

A notable feature of HRT’s performance code is the use of “Performance Point Indicators.”  All drivers start with 120 such points.  Operators may earn 15 additional points for each quarter in which no violations occur, or lose points based on violations of certain standards of performance.  A full description of performance point indicators is contained in the document Standards of Excellence, Section 8, Performance Code, provided here in Attachment G.

Progressive discipline includes an oral and written reminder, point reduction, suspension without pay, decision making leave, and termination.  Oral reminders are used for the first Level One infraction, such as a failure to display destination signs or running behind schedule.  For Level Two offenses or a recurrence of a Level One violation, a written reprimand is placed in the employee’s personnel file and points are deducted; offenses at this level include failure to conduct and document pre-trip and post-trip inspections.  Level Three infractions result in a one-day paid “decision making leave” in which the employee is expected to decide whether he/she can commit to improving performance to the required standards; this level is reached through an accumulation of previous offenses or a single offense deemed sufficiently serious.  Such offenses would include those which can be subject to immediate termination depending on the circumstances; the list of serious offenses includes “Failure to follow ADA guidelines including improper securement of mobility devices.”  Level Four infractions result in termination, either because of a failure to bring about a positive change in Level Three, or a very severe single offense.

Monitoring of employee performance is provided through routine observation by superintendents both at the bus facilities and on the road, and through observations by covert ride checkers (sometimes called “ghost riders”).  The covert ride checks are conducted by a contractor each quarter.  The ride checks are assigned both randomly and in response to a complaint or a previous infraction or incident.  Ride checks monitor adherence to schedule, stop announcements, and proper procedures in boarding and securing wheelchair customers.

Facilities
As discussed in Section 3 of this report, HRT has two separate operating facilities.  Each facility has its own parking, fueling, and vehicle maintenance fleet.  Each facility is also assigned its own set of drivers, mechanics, and vehicles.  The Victoria Boulevard facility in Hampton, which also includes HRT headquarters offices, is newer and slightly larger.  The 18th Street facility in Norfolk houses offices, maintenance bays, and bus garaging in a collection of buildings more than 50 years old.  HRT is planning to replace the 18th Street facility with a new facility on the same site.  Vehicles and staff will move into a temporary facility, either in 2010 or 2011 and will move to the new facility after its completion.  As of the date of the review team’s site visit, the new facility was at the 50 percent design phase.

Maintenance and Inventory Control

Vehicle maintenance at the Victoria Boulevard and 18th Street facilities are generally independent, with their own sets of procedures, vehicles, mechanics and other staff, and other resources; (Virginia Beach vehicles are maintained at the 18th Street facility).  Each facility also has a separate maintenance information systems (MIS) for tracking its own vehicles.
18th Street

Southside drivers use a “Defect Vehicle Report,” or DVR, (Attachment H) for their pre-trip inspections.  If they find a defect during a pre-trip inspection or while in service, they note the problem on the form.  The form is three-part; one copy goes to maintenance, one copy goes to dispatch, and one copy stays with the driver.  By existing HRT policy, the driver submits the DVR only if there is a defect.  If there is no defect, HRT has no maintenance record of this driver run.

At the time of the review team’s site visit, the 18th Street maintenance superintendent had been in his position for 14 months.  Over this time period he had instituted several new maintenance procedures. In particular, he instituted the following two procedures to improve the reliability of lifts and ramps:

“Road Call – Wheel Chair Ramp/Lift” (Attachment I): a detailed 14-step procedure for drivers, dispatchers, and maintenance staff when there is a road call due to an inoperable lift.  Step 14 states, “Under no circumstances should the bus be used in revenue service for more than three days without operable lifts, as required by 49 CFR § 37.163(e).”

Dedicated wheelchair lift preventative maintenance (PM) inspections: Each lift-equipped bus receives an annual inspection focused on the lift.  There is one mechanic who specializes in lifts who conducts these inspections.  These inspections take place at night and take 4 to 6 hours each.  As of September 2008, 75 of these inspections had taken place.

In addition to dedicated lift inspections, each bus undergoes a full PM every 6,000 miles.  A component of this PM is a lift or ramp inspection, as well as an inspection of wheelchair restraints and tie-downs.  A mechanic specializing in lifts conducts the lift portion of a PM, using the “Wheelchair Lift PM Inspection” checklist (Attachment J).

Victoria Boulevard

Drivers at the garage in Hampton use the same “Defect Vehicle Report” for their pre-trip inspection.  They follow the same procedure of submitting the DVR only to report a problem.

Each bus undergoes a full PM every 6,000 miles.  The mechanic uses the “Wheelchair Lift PM Inspection” checklist when conducting the wheelchair lift portion of the PM.  The Victoria Boulevard maintenance division has one mechanic who is a specialist in rebuilding lifts, but there is no mechanic dedicated to performing the lift component of the PM.

The review team noted a difference in the recordkeeping practices of the two facilities.  The 18th Street facility in Norfolk creates a work order in the maintenance MIS when a part is replaced, but not if the work involves labor only.  At the Victoria Road facility in Hampton, maintenance staff enter all service calls and road calls into SPEAR, including work orders that involve labor only.
HRT does have a system of regular and frequent maintenance checks of lifts sufficient to determine if they are operative.  HRT is conducting these checks in-house.

In addition, HRT does have a system for vehicle operators to report any failure of a lift to operate in service.  As a result, it appears that HRT is complying with the 49 CFR § 37.163(b) and (c).

Vehicles

HRT has a total of 344 vehicles in its fixed route fleet, ranging in model year from 1990 to 2008.  (Six 1989 buses without lifts or ramps and 27 1990 and 1991 Flxibles were removed from the fleet in 2008).  As shown in Table 4-1, the Northside fleet comprises 139 buses.  The Southside fleet comprises 205 buses; 23 Chance Trolleys and ten 2007 Gilligs are garaged in Virginia Beach; the remainder are located at the 18th Street Garage in Norfolk, and all of these buses are maintained at 18th Street.  A fleet summary is shown in Table 4-2.  The full roster of vehicles is shown in Attachment K (the roster does not reflect the 2008 fleet changes and thus differs from Table 4-2 in the number of older buses).  With the removal of the 33 oldest buses in 2008, the remaining fleet has an average age of 7.1 years.

Table 4‑1  HRT Northside Fixed Route Fleet Summary

	Model Year
	Unit #
	Make
	Model
	Floor
	Length (feet)
	Lift/ ramp
	Age*
	Number

	1991
	201-239
	Flxible
	400961
	HF
	40
	L
	18
	8

	1993
	901-933
	Orion
	Orion 5
	HF
	40
	L
	16
	21

	1995
	501-534
	Gillig
	40/102TB S-50
	HF
	40
	L
	14
	32

	1999
	1201-1222
	Gillig
	G18B102N4
	LF
	35
	R
	10
	22

	2002
	1507-1516
	Gillig
	G18B102N4
	LF
	35
	R
	7
	10

	2002
	1607-1614
	Gillig
	G18E102R2
	LF
	29
	R
	7
	8

	2004
	1800-1804
	Gillig
	C29D102N4
	HF
	40
	L
	5
	5

	2004
	1900-1909
	Gillig
	G29D102N4
	LF
	40
	R
	5
	10

	2007
	2029-2039
	Gillig
	G29D102N4
	LF
	40
	R
	2
	11

	2007
	E3017-E3028
	Gillig
	G27D102N4
	LF
	40
	R
	2
	12

	Total
	
	
	
	
	
	
	
	139


Table 4‑2  HRT Southside Fixed Route Fleet Summary
	Model Year
	Unit #
	Make
	Model
	Floor
	Length (feet)
	Lift/ ramp
	Age*
	Number

	1997
	660-683
	Chance 
	AH28 Trolley
	HF
	31
	L
	12
	23

	1993
	916-932
	Orion
	Orion 5
	HF
	40
	L
	16
	8

	1995
	934-949
	Orion
	Orion 5
	HF
	40
	L
	14
	15

	1999
	1223-1227
	Gillig
	G18B102N4
	LF
	35
	R
	10
	4

	2000
	1230-1238
	Gillig
	C18D102N4
	HF
	40
	L
	9
	9

	2001
	1240-1263
	Gillig
	C18B102N4
	HF
	35
	L
	8
	24

	2000
	1301-1304
	Gillig
	Low Floor
	LF
	29
	R
	9
	4

	2002
	1400-1409
	Optima
	Opus LFB29
	LF
	29
	R
	7
	9

	2006
	1410-1416
	Optima
	Opus LFB29
	LF
	29
	R
	3
	3

	2002
	1500-1506
	Gillig
	G18B102N4
	LF
	35
	R
	7
	7

	2002
	1600-1606
	Gillig
	G18E102R2
	LF
	29
	R
	7
	7

	2003
	1700-1715
	Gillig
	C18B102N4
	HF
	35
	L
	6
	16

	2004
	1805-1810
	Gillig
	C29D102N4
	HF
	40
	L
	5
	6

	2006
	2000-2021
	Gillig
	G29D102N4
	LF
	40
	R
	3
	22

	2007
	2022-2028
	Gillig
	G29D102N4
	LF
	40
	R
	2
	7

	2007
	E3000-E3016
	Gillig
	G27D102N4
	LF
	40
	R
	2
	17

	2007
	4000-4009
	Gillig
	G30E102N2
	LF
	29
	R
	2
	10

	2008
	4010-4023
	Gillig
	G30E102N2
	LF
	29
	R
	1
	14

	Total
	
	
	
	
	
	
	
	205


The current fixed route schedules (including 15 Max express routes added in June 2008) require a peak pull-out of 287 buses.  This leaves 56 of the 343 buses unassigned, a spares ratio of approximately 20 percent (343/287=1.20).

HRT has a fleet replacement plan to retire older buses at a rate necessary to keep the average age of the fleet at approximately 7.5 years, while maintaining a spares ratio of 20 percent.  For fleets of this size, the 20 percent spares ratio is sufficient to permit scheduled maintenance and replacement of buses that require unscheduled maintenance.  In addition, HRT plans to decrease the size of its bus fleet to 311 by year 2011.  This is in anticipation of the start of light rail service, which is expected lead to a decrease in demand for HRT’s bus service.

HRT has cooperated with other transit agencies when acquiring new buses.  By “piggybacking” in its bus procurements, HRT saves time by not having to create its own bid package and specifications.  It also saves money, as the larger solicitation often leads to a lower per-vehicle price.  As a consequence of this policy, HRT is not moving toward a standardized fleet of all ramp- or lift-equipped buses.  The accessibility features of future buses will depend on the procurements that HRT joins in with other transit systems.

Staffing

At the time of the review team’s site visit, HRT had 445 bus operators for fixed route service: 166 assigned to the Victoria Boulevard facility, 265 assigned to the 18th Street facility, and 16 assigned to Virginia Beach.  The Victoria Boulevard vehicle maintenance division had a total staff of 45, including 31 mechanics.  The vehicle maintenance division at 18th Street had a total staff of 80, including 42 mechanics.

Staff turnover was relatively low among HRT bus operators, which generally facilitates good customer service and proficiency in serving customers with disabilities.  Table 4-3 shows the number of years of service for the 445 HRT bus operators who were on the staff roster at the time of the review.  Approximately 76 percent of the operators have at least 2 years of service, and 59 percent of the operators have at least 5 years of service with HRT.  The weighted average of staff tenure is approximately 8.5 years.

Budget and Financial Resources

HRT operates on a fiscal year (FY) from July 1 to June 30.  Planning for FY 2009 began in August 2007.  Final approval by the HRT commissioners of this budget took place in June 2008.  According to HRT’s manager of inventory services (who works for the senior vice president for transit operations), vehicle maintenance budgets are based in large part on the actual spending from the current and previous fiscal years.  Data is available from HRT’s vehicle maintenance MIS (Spear Technologies) and its finance database (PeopleSoft).  HRT has separate accounts for the maintenance expenses for the Victoria Boulevard and 18th Street facilities.  Funds can be easily transferred between facilities for similar expenses (e.g., materials, contract maintenance services) but not easily for labor-related expenses and materials.

The maintenance superintendents for each facility—as well as other top managers and finance staff—have ongoing access to the financial data.  Generally, expenses are tracked on a monthly basis.  For the sake of simplicity, the monthly maintenance budget is one-twelfth of the annual budget.  The manager of inventory services has the authority to shift funds to earlier months, as needed.

Table 4-4 presents the vehicle maintenance budgets for the two facilities.  Note that in previous fiscal years, actual expenditures exceeded the budgets at both facilities.  Each year, HRT leveraged funds to cover actual expenditures.


Table 4‑3:  HRT Bus Operator Years of Service
	Years of Service
	Northside
	Southside
	VA Beach
	All HRT
	Percent
	Cumulative Percent

	20+
	13
	45
	3
	61
	14%
	14%

	19
	7
	10
	
	17
	4%
	18%

	18
	4
	3
	
	7
	2%
	19%

	17
	3
	0
	
	3
	1%
	20%

	16
	8
	0
	
	8
	2%
	22%

	15
	3
	7
	
	10
	2%
	24%

	14
	3
	4
	
	7
	2%
	25%

	13
	2
	9
	2
	13
	3%
	28%

	12
	1
	14
	
	15
	3%
	32%

	11
	11
	7
	1
	19
	4%
	36%

	10
	4
	15
	
	19
	4%
	40%

	9
	9
	16
	
	25
	6%
	46%

	8
	6
	8
	
	14
	3%
	49%

	7
	8
	12
	2
	22
	5%
	54%

	6
	6
	7
	
	13
	3%
	57%

	5
	6
	5
	
	11
	2%
	59%

	4
	5
	21
	
	26
	6%
	65%

	3
	5
	18
	2
	25
	6%
	71%

	2
	14
	9
	
	23
	5%
	76%

	1
	19
	34
	4
	57
	13%
	89%

	<1
	29
	21
	
	50
	11%
	100%

	Total
	166
	265
	14
	445
	100%
	


Table 4‑4:  HRT Vehicle Maintenance Budgets

	Fiscal Year
	Northside
	Southside

	
	Budget
	Actual
	Budget
	Actual

	2006
	$2,868,642
	$2,995,365
	$3,371,291
	$3,850,922

	2007
	$2,852,371
	$3,269,450
	$3,711,018
	$3,987,427

	2008
	$3,139,068
	$2,992,014
	$3,661,877
	$4,039,836

	2009
	$3,297,609
	
	$4,677,053
	


The maintenance superintendents at both facilities indicated that they have sufficient resources to maintain bus lifts and ramps.  Both indicated that they dedicated some of their mechanics to lift and ramp maintenance.  One of the superintendents noted a constant turnover in mechanics, suggesting that he rarely had a full complement of mechanics.

One HRT maintenance superintendent cited an example of a spare parts backlog.  During the week of the review team’s visit, this maintenance superintendent was waiting for a warranty part (fuse) for a low-floor ramp for a MAX bus.  He estimated that it would take at least three days to get the fuse.  However, during this time the bus would be able to continue to operate in revenue service, since a bus driver would still be able to operate the ramp manually.

As discussed earlier in this section, HRT conducts its procurement for new buses by piggybacking its purchases with other transit agencies that are also buying new buses.  The benefits to this policy in terms of time and money saved were presented above.  Another consequence of piggybacking, however, is that the fleet may be comprised of a medley of vehicle makes and models.  This policy may also lead to higher costs for HRT for the following reasons:

· Need for training bus drivers on a variety of equipment

· Need for training mechanics on a variety of equipment

· Need to maintain a greater parts inventory

The maintenance staff use the Spear Technologies vehicle maintenance MIS to track mechanics’ labor, part usage and inventory, fluids, and vehicle histories.  As discussed later in this section, the information maintained in the database, and in particular information regarding the dates of maintenance procedures, was sometimes misleading.
In summary, HRT appears to have sufficient staff and other resources to maintain and repair its lifts and ramps.  As noted above, managers cited some occasional backlogs in getting spare parts to make ramp repairs.  However, this did not cause HRT to operate vehicles that were not accessible.

Furthermore, it appears that HRT has a process in place to track the labor and other resources that it uses to maintain its vehicles.  HRT also has sufficient flexibility to re-allocate labor and parts over the course of the year to meet unanticipated maintenance needs.
1.3 Review Team Observations

Bus Ride-Alongs

Ride-alongs were conducted on Tuesday September 16 and Wednesday September 17, 2008. During the ride-alongs, a review team observer accompanied the HRT customer who was interviewed prior to the review.  The observer arranged to meet this customer, customer number one, at a stop at the Hampton Veterans Administration Hospital, which is served by Route 117.  While waiting for this customer, the observer watched a second customer board a bus in a manual wheelchair, and he talked with a third customer who boarded in a three-wheel scooter; (the third customer’s comments are summarized in the report section on Customer Interviews, above).  Afterwards, while on the bus, the observer watched customer number one board in his manual wheelchair.  This customer transferred to another bus at the Hampton Transit Center and the observer also boarded this bus and watched the customer alight in Newport News.  The customer with the scooter, customer number three, alighted at the Transit Center.

The review team member observed the first boarding at the VA Hospital bus stop from outside the ramp-equipped bus, so it was not possible to view the securement process clearly, but all appeared to proceed smoothly.  The total time for boarding and securing was approximately one minute.  

The second boarding (on the following ramp-equipped bus #1211) was of the three-wheel scooter, which presents a unique securement problem because the scooter has three points of securement instead of the four points presented by a wheelchair.  The bus operator did a very thorough job of this securement, wrapping both front securement straps around the front spindle of the scooter, and thus achieving a very stable immobilization of the scooter.  The operator’s manner was both appropriately friendly and professional, and he patiently allowed the customer to maneuver her scooter into position at the securement location.  He offered a three-point passenger restraint which she refused.  The boarding time was approximately 2.5 minutes and securing took less than two minutes.  Alighting also proceeded smoothly. 

The third boarding was at the next stop.  Customer number one boarded in his manual wheelchair, which was fitted with the yellow fabric loops that HRT makes available to its customers.  The customer maneuvered into place in the securement area opposite the one occupied by the scooter.  The operator quickly and thoroughly secured the wheelchair (with the assistance of the customer, who attached the front securement straps to the loops), and offered passenger restraints, which were refused.  The time for boarding and securing was approximately two minutes.  Alighting at the Transit Center proceeded smoothly.  Customer number one then boarded Route 101 bus #1309 at a different bus platform at the Transit Center.  The second operator knew the customer, who boarded, maneuvered into the securement position, and assisted in attaching the securement straps to the front of the wheelchair.  Boarding and securing took approximately two minutes.  This operator did not tighten the securements as fully as the first operator, but the securement appeared to be acceptable and no movement of the wheelchair was observed over the 20 minute ride to the stop at which the customer alighted.  The operator offered a three-point passenger restraint, which was refused, had an appropriately friendly and professional manner, and positioned the bus correctly to allow the customer to alight on the sidewalk.

In summary, four separate boardings were observed to be done expeditiously and correctly by three different bus operators, and the two who were most closely observed exhibited appropriate sensitivity to the customers with disabilities.  No equipment problems were observed.

Operator Interviews

The review team interviewed 10 bus operators.  The interviews were divided evenly between the Hampton Bus Facility and the garage in Norfolk and were conducted immediately before or after driver shifts.  A copy of the Driver Interview Form used is attached in Attachment L.  The Interview Form contains questions in three broad categories.  The first category includes basic information about the driver, such as length of time as an operator, and whether they are a full time or part time operator.  The second category includes questions regarding initial training and refresher training.  The third category includes questions regarding lift/ramp and securement practices.

The interviewees were selected at random from operators in the driver’s ready room and included a mix of operators with varying years of service.  At the beginning of each interview, the interviewer explained the purpose of the review and told the operator that the information collected during the interviews would be kept confidential.  

The length of service for the group interviewed ranged from 2 months to 20 years.  Nine of the operators interviewed were full-time and one was part-time.  The interviewees estimated that the daily number of passengers using wheelchairs on their routes ranged from zero to five.

Driver responses to training-related questions varied based upon the individual’s length of service with HRT.  There were two drivers, one with 15 years experience and the other with 20 years experience, whose description of their initial training was significantly different than what is currently provided.  Most drivers talked about receiving training on wheelchair securement and customer sensitivity.  Nine of the 10 interviewed drivers indicated that they felt the training they received adequately prepared them for their job.  One of the nine indicated that she was not prepared for the range of questions she got from the customers.  This driver did indicate that there really was no way to train a person on how to answer these questions.  Only one driver indicated that she felt the training was not adequate; this driver mentioned that the best part of the training was the ride alongs with the experienced driver trainers.

The responses to the question about refresher training were mixed.  Two drivers said there was no refresher training, one indicated he asked for it but had not received it yet, and five said that they had gone through refresher training during the past year.  Two of the drivers mentioned that they can ask for assistance from their superintendent at anytime.

Nine of the drivers indicated that the lift or ramp is to be cycled every day.  Five said that the lift or ramp was to be cycled when relieving a driver on the street.  The one driver who did not indicate that the lift or ramp should be cycled every day, from the Hampton Garage, indicated it depended upon the bus and that the lifts do not work on the buses used for the “tripper” runs.  (A tripper is a run that primarily serves students going to school, but is also open to the general public.  The issue of lifts on trippers is also discussed in the section on Pull-Out Observations, below.)

When asked what procedure was to be followed if a lift failed during pre-trip inspections, all drivers responded that the maintenance person on duty was to be called.  They indicated that if the problem could not be resolved by maintenance a new bus would be assigned.  A follow-up question about whether a driver had been sent out with a non-functioning lift or ramp was then asked.  Seven of the 10 drivers indicated that this had never happened to them.  One driver indicated that it has happened on a tripper run but not frequently.  Two other drivers indicated that it happened infrequently, one of them estimating that it happened once in five years and the other estimating once in 100 or 150 times.

Drivers were asked what they would do if they knew their wheelchair lift or ramp was not working and they saw a passenger using a wheelchair at a stop.  Seven of the drivers indicated that they would stop, inform the waiting customer of the problem and call the dispatcher.  Another driver added that he would also ask the customer to wait for the next bus.  Two of the drivers said that they would not pull out at the beginning of their shift unless they had verified that their vehicle had a working wheelchair lift or ramp.

Drivers were asked what procedure they would follow if the lift or ramp failed while in service.  All ten drivers indicated that they would call the dispatcher and follow the instructions provided.  Five of the drivers also indicated that they would talk to the customer about what was happening and would ask the customer if they wanted to wait for the next scheduled bus.  If the customer indicated that they would wait for the next scheduled bus the driver would ask the dispatcher for approval before proceeding along the route.  If the customer did not want to wait, the driver would wait for maintenance to arrive to resolve the problem or provide a new vehicle.  Two of the drivers also volunteered that they would apologize to the customer waiting to board using the lift or ramp.

Nine of the drivers said that where they deploy the lift or ramp when picking up a passenger using a wheelchair depends upon the situation at the bus stop.  These drivers indicated that, if the curb area or sidewalk is not accessible, they attempt to find the most appropriate place to deploy the lift or ramp so that the passenger may be boarded safely.

When drivers were asked about the type of assistance offered to persons using wheelchairs, various answers were received.  Most drivers suggested that they will offer assistance when asked, or if they see the customer struggling.  Drivers suggested they will help a customer to pay his or her fare, ask a customer where he or she would like the securements to be attached to a mobility device, and offer the use of the passenger restraint.  Three out of ten drivers indicated that they are not allowed to touch a customer, and two of them said that they would ask another passenger to assist a customer with the disability.  Drivers are instructed in training to not use a mobility device as a prop to help them balance themselves when securing a wheelchair, or to assist them in standing up after securing the wheelchair.  Although it is commendable that the drivers are intent on following proper procedure and want to respect the personal space of a customer in his or her mobility device, it appears that this message has been misinterpreted by some of the drivers to mean that they should not touch a mobility device during boarding. 

All of the drivers, when asked about transporting a person using a scooter, indicated that they will always try to tie down a scooter as best as they possibly can.  Six out of ten spoke highly of the “yellow straps” (Wheelchair Secure Loops) and indicated that they will tell the customer about them if the mobility device lacks them.

Nine out of ten drivers indicated they will ask for volunteers to give up priority seating if needed.

Other issues raised by drivers included:   a request that all wheelchair securement straps have “S” hooks, like the 2000 series; a question about how a customer gets the yellow straps and who receives the request at HRT (the driver indicated a customer asked about a year ago and had not gotten a return call); a question about whether a personal care attendant (PCA) needs a card indicating that they are a PCA to ride free; and a question about how to handle an irate PCA.

Pull-out and Condition of Accessibility Equipment

On Tuesday, September 16, the review team observed the morning pull-out of 45 vehicles at the HRT Southside facility on 18th Street in Norfolk, and on Wednesday September 17, 2008, the review team observed the morning pull-out of 62 vehicles at the HRT Victoria Boulevard facility in Hampton.  The purpose of the observations was to assess the working condition of lifts/ramps and other accessibility equipment, to observe procedures used by bus operators for cycling and inspecting equipment, and to determine whether bus operators were familiar with the operation of accessibility equipment.

The vehicles observed had front-door wheelchair lifts or ramps; both types of vehicle had kneeling systems.  During the morning pull-out, team members looked for the following operator practices and vehicle features:

· Operation of lift or ramp

· Operation of kneeling systems

· Placement of International Symbol of Accessibility signs (ISAs)

· Working exterior destination signs

· Working securements (the equipment to secure the wheelchair in place) for passengers who use wheelchairs

· Working restraints (lap and shoulder belts to secure the passenger) for passengers who use wheelchairs

· Clean securements and restraints

· Operator familiarity with the equipment

· “Stop request” adjacent to wheelchair securement area

· Proper signage adjacent to priority seating

· PA system functional

Review team members used a standard form to record results of the observations and inspections.  A copy of the “Record of Lift Cycling/Working Condition of Lifts and Access Features” form is included in Attachment M.

Table 4-5 and Table 4-6 provide a summary of the pull-out observations.  Note that in some cases, not all items were observed and/or tested on every bus.  Therefore, the total observations of accessibility features does not equal the total number of buses observed.

Table 4‑5: Summary of HRT Southside Pull-out Observations, September 16, 2008

	Observation
	Yes
	No
	Not Checked
	Total Observations*
	% Functional

	Lift Works
	15
	3
	1
	19
	79%

	Ramp Works
	26
	0
	0
	26
	100%

	Securements Work
	27
	0
	17
	44
	100%

	Restraints Work
	24
	0
	20
	44
	100%

	Securements, Restraints Clean
	39
	6
	-
	45
	87%

	Stop Request Audible and Visual 
	36
	9
	-
	45
	80%

	PA System Functional
	36
	1
	8
	45
	97%

	Kneeler Works
	36
	0
	9
	45
	100%

	International Symbol of Accessibility (ISA)*
	26
	19
	-
	45
	58%

	Proper Signage for Vacating Accessible Space
	41
	4
	-
	45
	91%

	Destination Signs Work*
	38
	7
	
	45
	84%

	Operator Familiar with Equipment
	41
	4
	-
	45
	91%

	*Note: Signs and ISA were classified as missing if too faded or dim to be easily legible.

Number of observations varied if observer was not sure an item had been checked or if bus was removed from service after lift or ramp failed to work.


|

Table 4‑6: Summary of HRTVictoria Boulevard Pull-out Observations, September 17, 2008

	Observation
	Yes
	No
	Not Checked
	Total Observations*
	% Functional

	Lift Works
	34
	0
	0
	34
	100%

	Ramp Works
	29
	3
	1
	32
	91%

	Securements Work
	24
	0
	38
	62
	100%

	Restraints Work
	19
	0
	43
	62
	100%

	Securements, Restraints Clean
	60
	2
	-
	62
	97%

	Stop Request Audible and Visual
	48
	14
	-
	62
	77%

	PA System Functional
	53
	1
	9
	63
	98%

	Kneeler Works
	46
	0
	14
	60
	100%

	International Symbol of Accessibility (ISA)*
	58
	6
	-
	64
	91%

	Proper Signage for Vacating Accessible Space
	57
	9
	-
	66
	86%

	Destination Signs Work*
	62
	4
	-
	66
	94%

	Operator Familiar with Equipment
	44
	4
	-
	48
	92%

	*See notes in Table 4-5.


In general, compliance was very high with the HRT policy of cycling ramps and lifts prior to pull-out.  In the six instances in which a lift or ramp failed to work they were inspected by the mechanic on duty.  The three lift-equipped buses were taken out of service, and one ramp equipped bus was removed from service, but two buses with foldout ramps were scheduled for service and allowed to pull out with the assurance that the driver would deploy the ramp manually, which is easily done with this type of ramp.  

Compliance was lower with regard to checking the kneelers, securements, and restraints.  In the pull-outs at the 18th Street garage in Norfolk, 20 percent of operators failed to check the kneeling feature and 39 percent did not check the functionality of securements and restraints; at Victoria Boulevard, 23 percent failed to check kneelers, and 61 percent did not check securements. 
In compliance reviews, FTA notes checking kneelers, in those instances when a kneeler is a component of a bus because its functionality is part of its overall accessibility.  A driver’s lack of checking –or the discovery of a non functioning kneeler that nevertheless goes into service –is an indication of a transit system’s overall accessibility program.  It would not constitute a compliance issue on its own (since a transit system is required to allow any standee to use the lift. 

At the Southside garage, 42 percent of buses did not have legible ISA symbols near the front door (where the ramp or lift is located on all buses), and 16 percent did not have legible destination signs on both the front and side of the bus; (on all southside buses at least one of the destination signs were legible.)  At Victoria Boulevard, compliance with regard to ISA and destination signs was higher, but signage asking passengers to give up priority seating or vacate the securement area seats was missing or illegible in a larger percentage of buses.  In both divisions, visual stop request indicators were absent or inoperable on at least 20 percent of the buses.  Operators did not test the PA system in 18 percent of southside buses and 14 percent of Victoria Boulevard buses.

A few bus operators (four in each division) did not appear to be familiar with the accessibility features of their buses.  Some operators needed assistance cycling the lift or releasing the fold-up seat latch in the securement area.

During the observation of the pull-outs at the Victoria Boulevard facility, a driver indicated that lifts on buses used for tripper runs do not always work, and he added that the lifts on these buses did not need to be cycled during the pre-trip.  This driver did check with the mechanic and was informed that the lift should work and needed to be cycled.  The driver then cycled the lift on his vehicle.

Use of Buses with Inoperable Lifts

ADA regulations (49 CFR § 37.163(d) and (e)) require that buses are to be taken out of service at the beginning of the next service day after a lift (or ramp) is found to be inoperable unless there is no spare bus, and the regulation specifically prohibits keeping a bus with an inoperable lift in service for more than three days for any reason (see Section 1 of this report).  For low-floor buses with front-door ramps a driver can manually operate the ramp by lifting a grab loop and folding out the ramp.  As a result, entering service with the intent to manually operate this type of ramp does not violate the regulation as long as the driver is willing and able to deploy the ramp for all customers who request it.  Nonetheless, it is important for drivers to test and report any failures in ramp deployment at pull-out, and for the maintenance department to make repairs promptly.

The review team inspected vehicle maintenance records, bus pull-out sheets, and dispatcher logs to determine if the regulations were being followed.  The review team conducted this analysis separately for each HRT facility.  The analysis consisted of the following steps:

1. Identify vehicles that had maintenance problems related to a lift or ramp

2. Determine date that HRT identified each problem

3. Determine date that HRT repaired each problem

4. If the period from identifying the problem to repairing the problem is 3 days or more, check daily pullout sheets for those days to determine if HRT placed this vehicle in service

Southside
For the period May to mid-September 2008 (approximately 20 weeks), there were 36 maintenance work orders for 33 different vehicles involving a lift or ramp repair.  Table 4-7 summarizes the repair history for these 36 work orders.

Table 4‑7: Southside Lift/Ramp Repairs: May to September 2008

	Days to Repair
	Number of Repairs

	Same day
	27

	1 day
	4

	2 days
	2

	No printed work order available
	3


Because of the missing documentation for three work orders in this sample, it is not clear whether HRT placed a vehicle from the 18h Street facility in service with an inoperable lift or ramp. 
Northside
For the period January to mid-September 2008 (approximately 37 weeks), there were over 270 maintenance work orders involving a lift or ramp repair. (Note that the large difference in the number of work orders between the two facilities may partially be determined by the difference in sample periods and partially by the differences in which the staff use Spear for maintenance recordkeeping.  At the Victoria Boulevard facility, maintenance staff create work orders for all activities, including those that involve no material but labor only, such as road calls).

Based on the information in Spear, there were eight cases of lift or ramp problems that required more than three days to repair.

· For two cases, the vehicle was in service up to one day before the lift or ramp was repaired

· For six cases, the vehicle was in service three or more days before the lift or ramp was repaired

A more detailed review of the data in Spear, however, showed that in the six cases where there appeared to be a compliance issue, the date when the repair was completed (“close date”) was misstated.  Apparently, the close date in the database represented the date when the information was entered into the system—rather than the date of the maintenance activity.  The maintenance superintendent presented other records that appeared to provide the accurate dates.

Based on this sample, no vehicle from the Victoria Boulevard facility was in service for more than three days with an inoperable lift or ramp.

Vehicle Inspections

The review team inspected five buses representing each type of fixed route vehicle operated by HRT.

The vehicles inspected and the dates of the inspections appear in Table 4-8.  Vehicles were inspected to determine whether their designs meet the requirements of Subpart B of 49 CFR Part 38, the ADA Accessibility Specifications for Transportation Vehicles.  This portion of the ADA regulations applies to all new, used, or remanufactured buses.  Vehicles purchased by public as well as private entities operating services covered by the ADA, regardless of whether or not they receive federal funding, must comply with these specifications.

Table 4‑8: HRT Bus Inspection Schedule

	Year
	Make
	Model
	Length (ft)
	Vehicle ID

	1991
	Flxible
	400961, High Floor
	40
	239

	1993
	Orion
	Orion 5, High Floor
	40
	914

	1995
	Gillig
	40/102TB S50, High Floor
	40
	525

	1997
	Chance
	AH 28 Trolley, High Floor
	31
	106

	1999
	Gillig
	G18B102N4, Low floor
	35
	1215

	2001
	Gillig
	C18B102N4, High Floor
	35
	1250

	2002
	Optima
	Opus LFB-29, Low Floor
	29
	1409

	2004
	Gillig
	C29D102N4, High Floor
	40
	1802

	2007
	Gillig
	G27D102N4, Low Floor
	40
	E3015

	2008
	Gillig
	G30E102N3, Hybrid, Low Floor
	29
	4018


The components addressed in the bus inspections included:

· Wheelchair lifts

· Securement areas

· Other accessible features (e.g., doors, steps, floors, handrails, communication devices)

The review team members used a Bus and Van Specification Checklist to record the observations for each bus (see Attachment N).  The bus models that were inspected meet the ADA Accessibility Specifications except as noted below.
1991 Flxible 400961, High Floor

· No signage for securement area and forward facing priority seating. 
· No visual display of stop request.

1993 Orion 5, High Floor

· No signage for securement area.
1995 Gillig 40/102TB S50, High Floor

· With lift raised to floor level, the inner barrier does not lie flat, creating a ¾ inch vertical gap; this appears to be a maintenance issue with this particular bus.
· The priority seating signage is above three aisle facing seats; the first forward facing seat is behind the securement area.

1997 Chance AH 28 Trolley, High Floor

· With the lift at ground level, the lowered outer barrier, which serves as a ramp to the lift platform has a slope of 1:5 (1.75 inches vertical to 9 inches horizontal).  The permitted maximum slope is 1:8.

· With the lift raised to floor level, the headroom above the lift platform is 63 inches; a minimum of 68 inches is required.

· The priority seating signage is above aisle facing seats, not a forward-facing seat as required.

· Handrails are not provided through the fare collection area.

1999 Gillig G18B102N4, Low floor

· The bus has a floor height of 13 inches when the bus has been kneeled, and a ramp length of 46.75 inches.  It therefore has a ramp slope of 1:3.6 when deployed to the ground and 1:6.7 when deployed to a 6-inch curb.  This exceeds the permitted slopes of 1:4 and 1:8, respectively.

· Securement area signage is absent in one of the two securement locations.

· The overhead handrail, which is required to be continuous to the back of the bus except for a gap at the rear door, makes a transition to the higher floor rear section where the rail is 88 inches above the floor level.  Although it is continuous, this portion of the rail is too high to be used by many passengers.

· There is no stepwell lighting at the rear door.

2001 Gillig C18B102N4, High Floor

· With the lift at ground level, the lowered outer barrier, which serves as a ramp to the lift platform has a slope of 1:7.5 (2 inches vertical to 15 inches horizontal).  The permitted maximum slope is 1:8.

· The priority seating signage is above aisle facing seats, not a forward-facing seat as required.

2002 Optima Opus LFB-29, Low Floor

· The priority seating signage is above aisle-facing seats; the first forward facing seat is behind the securement area.

· There is no signage for securement area.
· There is no overhead handrail on the raised seating platform behind the rear door.

· There is no lighting of the street surface outside both doorways.

2004 Gillig C29D102N4, High Floor

· The overhead handrail is provided by the edge of a luggage shelf on each side which ends at the rear door; on the left side there is a gap between the shelf and the handrail in the rear section of the bus.

2007 Gillig G27D102N4, Low Floor

· No deficiencies were observed.

2008 Gillig G30E102N3, Hybrid, Low Floor

· The priority seating signage is above aisle facing seats; there are no forward-facing seats except in the back of the bus.

· The horizontal clearance is 29.5 inches between the bulkhead where the farebox is mounted and the corner of a fold-down footrest below the aisle-facing seats on the right side; while there is no specified minimum width for the path of travel, this design could interfere with the passage of a wheelchair.

Findings and Recommendations

1.4 Findings

HRT has policies and procedures to provide access to its fixed route vehicles and services for passengers who use wheelchairs and other mobility aids.  FTA sets forth the following findings that require action by HRT.

Customer Complaints and Comments

1. Two customers who were interviewed expressed general satisfaction with the service provided and the sensitivity of HRT bus operators.

2. Based on interviews with administrators and superintendents and a review of ADA-related complaint records, HRT’s complaint system is thorough, transmits information to superintendents who take appropriate corrective action, and is responsive to the customers who made the complaints.

Use of Buses with Inoperable Lifts for More than Three Days

1. Based on a review of maintenance and operations data, it appears that HRT did not place a bus into service for more than three days if HRT had identified that the bus had an inoperable ramp or lift.  Use of Buses with Inoperable Lifts

2. In two instances, buses with fold-out ramps were allowed to enter service after repairs were scheduled.  This does not violate regulations, provided that the driver manually deploys the ramp whenever requested by any customer, including customers who may be ambulatory.

Pull-out Inspections

1. Compliance was high but less than 100 percent for HRT’s requirement to cycle ramps and lifts prior to pull-out.

2. Compliance was lower with HRT’s requirement to test kneeling features, securement straps, and passenger restraints.

3. On a significant proportion of buses, the ISA symbol and/or priority seating or securement area signage was missing or illegible.  On a number of buses, at least one exterior destination sign was very dim or inoperable.

4. Several operators did not check the functionality of the PA system.

5. A number of bus operators did not appear to be fully familiar with the accessibility features of their buses.

Bus Operations

1. HRT’s Standards of Excellence manual for bus operators is well organized, detailed, and fully addresses DOT ADA regulations for fixed route bus operations.

2. In four observed boardings of wheelchairs, bus operators exhibited a high level of proficiency and sensitivity to customers with disabilities.

3. The use of fabric loops that are installed on customer wheelchairs and scooters by HRT personnel appears to improve securement reliability and expedite the boarding process.

4. HRT training for new operators is a well-structured and comprehensive program that addresses the knowledge and skills necessary to properly serve customers with disabilities.  The refresher training is designed to provide a review of key aspects of an operator’s job and is also well designed.  

5. Refresher training is provided in response to incidents of operator non-compliance and to reinforce particular issues identified by HRT management.  There were plans in development at the time of review to start a regular schedule of comprehensive refresher training for all drivers, starting with the most senior drivers first.  

6. Hands-on practice in wheelchair securement is part of the refresher course, but only if time permits after classroom training.  

7. The training department keeps a record, by operator, of the new operator training, but there is no summary listing of training received for all operators, nor is this information kept in the employee’s personnel file.

8. The drivers interviewed had a solid understanding of the appropriate policies and procedures regarding wheelchair lifts/ramps, securement, and techniques to communicate with their customers.  They also demonstrated good judgment in answering questions about where to deploy the lift or ramp when picking up a customer and what do if a lift or ramp failed to work.

9. One driver who was interviewed, and one driver observed during the pull-out process, indicated that the lifts on buses used for “tripper” service did not work or did not need to be cycled.

10. Driver interviews indicated that there may be some misunderstanding about whether or not a driver is allowed to touch a mobility device.  The HRT training instructs the driver not to use a mobility device as a prop or support when securing the device in the vehicle, but it appears that some drivers think that this means they should not touch the mobility device even while the customer is boarding.  

Maintenance of Lifts and Other Accessibility Features

1. In compliance with 49 CFR § 37.163(b), HRT has a system of regular and frequent maintenance checks of lifts sufficient to determine if they are operative.  HRT mechanics are conducting these checks.

2. HRT has a system for vehicle operators to report any failure of a lift to operate in service.  As a result, it appears that HRT is complying with 49 CFR § 37.163(c).

3. Bus number 525 (1995 Gillig high floor) had an inner lift barrier that did not lie flat when the lift platform was at floor level.

Vehicle Specifications

1. The vehicles in HRT’s fleet comply with DOT ADA specifications except for the following:

2. Flxible model year (MY) 1991 does not have a visual stop request indicator.

3. Gillig MYs 1995, 2001, and 2008, Chance Trolley MY 1997, and Optima MY 2002 do not have front-facing seats in the front of the bus for priority seating.

4. In the Chance Trolley MY 1997 and Gillig MY 2001, the outer barrier ramp to the lift platform when at ground level is steeper than the allowable 1:8 slope.

5. In the Chance Trolley, the headroom above the lift platform is insufficient.

6. In the Chance Trolley, there is no handrail through the fare collection area.

7. Gillig MY 1999 has excessive ramp slope with the bus kneeled, and there is no stepwell lighting at the rear door.

8. In two Gillig model years, the overhead handrail is either discontinuous (MY 2004) or has a transition which is too high above floor level to be used by most passengers (MY 1999).

9. In Optima MY 2002, there is no overhead handrail aft of the rear door, and there is no lighting of the pavement surface outside both doorways.

10. The passage width near the farebox on the 2008 Gillig hybrids is relatively narrow due to a footrest for the front passenger seats.  While not out of compliance, this can make boarding and alighting difficult for someone using a mobility aid.

Budget and Resources

1. HRT appears to have sufficient staff and other resources to maintain and repair its lifts and ramps.  While managers cited some occasion backlogs in getting spare parts to make ramp repairs, this did not cause HRT to operate vehicles that were not accessible.

2. HRT has a process in place to track the labor and other resources that it uses to maintain its vehicles.  HRT also has sufficient flexibility to re-allocate labor and parts over the course of the year to meet unanticipated maintenance needs.

3. HRT conducts its procurement for new buses by piggybacking its purchases with other transit agencies that are also buying new buses.  This policy can save HRT time and money, but the cost savings may be offset by increased costs in driver training, mechanic training, and increased parts inventory.

4. The maintenance staff use the Spear Technologies vehicle maintenance MIS to track labor, part usage and inventory, fluids, and vehicle histories.  The information maintained in the database was sometimes misleading, particularly for capturing and presenting the correct data for dates of performing maintenance procedures.  In addition, while the 18th Street facility tended to create work orders only if an activity included parts replacement, the Victoria Boulevard maintenance division created work orders that included parts replacement or labor only. 
1.5 Recommendations

FTA makes the following recommendations to address the needs for corrective action in the findings presented above.  HRT does not have to follow these specific recommendations and may address the findings in other ways.
Pull-out Inspections

1. HRT should continue to emphasize the need for all drivers to do complete pre-trip inspections, which should include inspection of kneelers, securements, restraints, PA systems, and both exterior destination signs, as well as the reporting of any defects.

2. HRT should regularly inspect its vehicles to make sure that they have all required signage and that the signage is legible.

Bus Operations

1. HRT should train more employees to install wheelchair securement loops so that customer requests are fulfilled more promptly.

2. It is recommended that the hands-on practice in securement should be part of the refresher training in all cases, not an option to be included if time permits.

3. HRT should keep a summary record of training received by each operator.

4. HRT should reinforce, through discussion with drivers and, if necessary, through retraining of drivers on tripper runs, that lifts must be cycled during pre-trip inspections.

5. HRT should communicate with drivers and trainees to clarify the circumstances under which they should or should not touch a mobility device.

Maintenance of Lifts and Other Accessibility Features

1.
Securement area and priority seating signs should be present on all buses, with a sign over the first front-facing seat where available.

2.
The inner lift barrier on bus number 525 should be adjusted so that it lies flat when the lift is at floor level.

Vehicle Specifications

1. Outer lift barriers on 1997 Chance Trolleys and 2001 Gilligs should be replaced with a barrier wide enough to provide a slope of 1:8 maximum from the ground to the lift platform.

2. Lighting should be installed in the rear stepwell of 1999 Gilligs and outside both doors of 2002 Optimas.

3. Overhead handrails on the 1999 and 2004 Gilligs should be modified to be continuous to the rear of the bus (except at the rear door) and at a usable height.  A handrail should be installed in the fare collection area of the 1997 Chance Trolleys.

4. The ramp and kneeling mechanism of the 1999 Gilligs should be examined and adjusted or modified if possible to provide a maximum slope of 1:4 when deployed to the ground.  In the interim, drivers of this model should be made aware of the need to deploy the ramp to the sidewalk to avoid excessive ramp slope.

5. HRT should consider modifying the footrest on the 2008 hybrids to provide a more generous passage width for wheelchairs between the forward corner of the footrest and the bulkhead where the farebox is mounted.

Budget and Resources

1. HRT should standardize its use of the Spear vehicle maintenance MIS so that the type of information entered at the two facilities is consistent.  HRT should also confirm that dates entered for work orders represent actual dates of work performed by mechanics.


























































�  The word “lift” is used in the DOT’s ADA regulations to describe the accessibility feature for boarding and alighting riders using wheelchairs and others unable to use the steps of the vehicle.  Similar requirements apply to other boarding technologies and systems, such as ramps used on low-floor buses.  






