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1. Introduction

Overview of the Review

The Federal Transit Administration (FTA) is responsible for ensuring compliance with the Americans with Disabilities Act of 1990 (ADA) and the U.S. Department of Transportation (DOT) regulations (49 CFR Parts 27, 37, and 38) that implement this civil rights law.  As part of its compliance efforts, FTA, through its Office of Civil Rights, conducts periodic reviews of fixed route transit services operated by grantees.  In a letter dated April 25, 2007, FTA notified the Long Island Rail Road (LIRR) that a fixed route review had been scheduled and would be conducted within 120 days of the date of the letter.  The FTA notification letter also explained that the review would consider:

1. On-board stop announcements

2. Route identification efforts

The requirements for stop announcements and route identification are set forth in 49 CFR §37.167:

(b) On fixed route systems [emphasis added], the entity shall announce stops as follows:

(1) The entity shall announce at least transfer points with other fixed routes, other major intersections and destination points, and intervals along a route sufficient to permit individuals with visual disabilities to be oriented to their location.

(2) The entity shall announce any stop on request of an individual with a disability.

(c) Where vehicles or other conveyances for more than one route serve the same stop, the entity shall provide a means by which an individual with a visual impairment or other disability can identify the proper vehicle to enter or be identified to the vehicle operator as a person seeking to ride on a particular route.

The requirements and definitions applicable to fixed route service codified in 49 CFR § 37 (“Part 37”) are based on and authorized by 42 USC §§ 12143, 12149, and 12164.  As defined in 49 CFR § 37.3, fixed route means, “a system of transporting individuals (other than by aircraft) … on which a vehicle is operated along a prescribed route according to a fixed schedule.”  On its face, this definition includes all rail transportation service.  The inclusion of commuter rail is clarified in Appendix D to Part 37.  
The authority granted to the Secretary of Transportation (“Secretary”) under § 12164 should not be confused with the slightly different authority granted under 42 USC §§ 12143 and 12149.  As a matter of statutory construction, § 12164 is codified under Subpart II of Title II Subtitle B of the ADA, whereas §§ 12143 and 12149 are under Subpart I.  Subpart I concerns authority over a limited “designated” category of fixed route public transportation, which excludes intercity and commuter rail.  Under Subpart II, by contrast, the Secretary is granted authority over intercity and commuter rail transportation service.  See 42 USC §§ 12161, 12164.  The Secretary satisfied the regulatory directives of both Subparts I and II through the regulations under Part 37.  49 CFR § 37.1 (Part 37 is authorized by Title II of the ADA, generally).  Because the authority for the portions of Part 37 that apply to commuter rail is based on § 12164 of Subpart II, any limitations in the scope of authority granted under § 12141 of Subpart I are inapplicable to defining the extent of regulatory authority over commuter rail.
Planners Collaborative, Inc. of Boston, Massachusetts conducted the review.  David Chia served as the review team leader.  Other review team members were Don Kidston and Scott Hamwey.
The stop announcement and route identification fieldwork began Monday, July 16, 2007, and continued on July 17, 2007.  The opening conference took place on Wednesday, July 18, 2007.  The following individuals attended the opening meeting:
Walter Johnson
LIRR Law Department

Darrel Somoza
LIRR Training – Operations

Chris Papandreou
LIRR – Public Affairs 

David Chia

Planners Collaborative

Don Kidston

Planners Collaborative

Scott Hamwey

Planners Collaborative

Jonathan Klein, Equal Opportunity Specialist from the FTA Office of Civil Rights, participated in the opening conference via telephone.

Mr. Klein opened the meeting by thanking LIRR for its assistance with the review.  He noted that the review team had been on site since Tuesday, July 16.  He explained the basic methodology by which FTA’s reviews of on-board ADA-required announcements are conducted.  He recalled that LIRR had been provided a general timeframe for the review, without being told the specific dates on which observations would take place.  He explained that the reviews begin with the onsite review team making initial observations, after which they notify the agency that the review has begun and request an opening conference.  This process ensures that the results of the observations of announcements are not influenced by the transit provider knowing when the FTA review team is on site.

Mr. Klein noted that FTA viewed the compliance review not just as part of its overall ADA compliance effort, but also as a chance to provide technical assistance on ADA issues.  He indicated that the review team was available to answer any questions from LIRR staff, or to offer suggestions on addressing any issues that LIRR might have.

Mr. Chia summarized the activities of the review team for the previous two days.  These activities consisted of riding trains and observing station announcements on LIRR trains.  Observations also included standing at major stations (e.g., Jamaica, Penn Station, Flatbush Avenue) served by multiple train lines and observing route identification efforts.  Mr. Chia then presented a proposed schedule of meetings with LIRR staff for the remainder of Wednesday and Thursday.  Attachment A presents a copy of the review team’s on-site schedule.

Following the opening meeting on Wednesday, team members met with various LIRR managers to gather information about LIRR policies and procedures for station announcements and route (line) identification.  They interviewed managers regarding operator training, operator performance monitoring, and operator discipline.  They gathered information about the ongoing program to automate the stop announcements and route identification announcements (hereafter “automated announcements project”) as well as equipment maintenance procedures.

On July 19, team members compiled the data from their field observations and prepared preliminary findings for presentation at the exit conference.  They also interviewed LIRR managers from the engineering and transportation departments, along with LIRR train conductors.

The exit conference took place on Thursday, July 19, 2007, at 1 p.m.  Those present at the exit conference were:

Walter Johnson
LIRR Law Department

Stephen Papandun
LIRR Law Department

Darrel Somoza
LIRR Training – Operations

Vincent Campasano
LIRR – Transportation

Chris Papandreou
LIRR – Public Affairs

Dominic Hernandez
LIRR Training

David Weyhreter
LIRR Engineering

Scott Hamwey

Planners Collaborative

David Chia

Planners Collaborative

Don Kidston

Planners Collaborative

Mr. Klein of FTA again participated via telephone.  Mr. Klein began the exit conference by thanking LIRR staff for their cooperation and assistance with the review.  He indicated that a draft report would be prepared and forwarded to LIRR for review and comment.  LIRR’s comments on the draft would then be incorporated into a final report.  It was further noted that once the report becomes a final document, it is subject to release in response to Freedom of Information Act requests and will be available on FTA’s website.

The review team then presented the preliminary findings and recommendations from the on-site visit.  LIRR was advised that they would be required to respond to the findings as they are presented in the final report.  Additionally, recommendations are offered as suggestions and will not require a response.  LIRR may, however, consider the recommendations in developing responses to the findings.

Section 2 of this report provides a summary of the findings and recommendations. Section 3 describes LIRR’s efforts to comply with the regulations, including written policies and procedures, operator training, and its automated announcements project.  Section 4 presents the review team’s observations, analysis, and findings related to on-board stop announcement performance.  Section 5 includes the observations, analysis, and findings regarding route identification performance.

A copy of LIRR’s response to the draft report is included as Attachment B.  The report has been revised in response to LIRR’s comments.
The remainder of this section of the report presents an overview of the transportation services provided by LIRR, formal complaints received by FTA regarding LIRR stop announcement and route identification efforts, and results of rider interviews regarding the fixed route service.

1.1 Overview of LIRR

By ridership, LIRR operates the busiest commuter rail system in the United States.  According to statistics compiled by the American Public Transportation Association, LIRR carries an average of 359,000 passengers each weekday.  In 2007, LIRR carried approximately 106 million passengers.  The LIRR system is comprised of 701 miles of track on 11 different branches that serve Queens, Brooklyn, and Manhattan (boroughs of New York City), and Nassau and Suffolk Counties.  On the western end of the system are three lines that have terminals in Brooklyn (Flatbush Avenue), western Queens (Hunterspoint Avenue), and midtown Manhattan (Penn Station).  There are a total of 124 passenger stations in the system.  LIRR has 1,140 rail cars and more than 6,000 employees.

LIRR, which was chartered 1834, is now an agency of the New York State’s Metropolitan Transportation Authority (MTA).  MTA has responsibility for capital funding for LIRR and other MTA transportation agencies.  MTA also owns some of the property used by LIRR, including rights of way, station buildings, and parking facilities.

LIRR uses a combination of electric, diesel, and dual mode trains (a portion of its right-of-way is electrified).  Most of its stations are at grade level.  LIRR operates 24 hours a day, seven days a week, including all holidays, with service intervals varying by destination and time of day.

To pay fares, passengers purchase single tickets, multiple-ride tickets, or weekly or monthly passes.  Larger stations have ticket offices.  All stations have automated ticket vending machines (TVMs).

LIRR operates on a timed-transfer system.  Ten of the 11 eastern branches converge at the Jamaica Station in Queens.  The schedules are coordinated so that trains from three of the eastern branches (two during non-peak service) arrive simultaneously at Jamaica; each is headed for one of the three western terminals.  Depending on their destination, westbound passengers either remain on their train or transfer to one of the other two trains.  In the eastbound direction, passengers either catch a train from their western terminal that travels directly to their desired eastern branch, or they take a train to Jamaica to make a connection with a train coming from one of the other western terminals.

Figure 1.1 presents an LIRR system map.

LIRR’s administrative offices are adjacent to the Jamaica Station.
1.2 Consumer Input

In FTA’s experience, input from transit riders, and particularly those with various disabilities that rely on stop announcements and route identification, can be helpful in conducting reviews.  Their input can assist the reviewers in identifying specific problem areas to be addressed during the review.  Their input also provides anecdotal support for reviewers’ observations and conclusions. The review team gathered consumer input by: reviewing formal complaints on file with FTA, interviewing consumers (by telephone), and reviewing LIRR’s customer comment/complaint records.
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Formal Complaints

In April 2004, FTA received one written rider complaint concerning LIRR’s fixed route service.  The major issues raised in the complaint were that the automated station announcement system and public address (PA) systems in the rail cars do not always operate.  Additionally, the complainant said that when the systems are not operating, “two times out of three” LIRR conductors do not make oral announcements.  In March 2007, FTA referred the complainant to this review team to address the issues raised.

Agency and Rider Comments

Prior to the site visit, the review team interviewed three LIRR riders and one individual who trains people with visual disabilities to ride the LIRR.  They cited the following concerns with station and line announcements:

· Conductors are not consistent in making announcements in trains without automated announcement systems

· Some conductors do not speak clearly when making announcements

· Conductors make some PA announcements too late

· Conductors do not always announce that passengers need to move to certain cars in order to  alight at certain stations

· Conductors sometimes do not announce stops on inbound trips (toward city)

The interviewees also had some positive comments, including:

· Automated announcement system on trains usually works well

· There is a good PA system at Jamaica Station
Customer Complaints

The Corporate Communications division of LIRR’s Market Development & Public Affairs Department is the clearinghouse for all customer complaints.  LIRR receives customer complaints primarily via telephone calls and e-mails.  Customers can also write letters or fill out and submit comment cards available at LIRR stations.  During a typical month, LIRR may receive 700 to 800 written consumer complaints (letters, cards, e-mails); this number may be higher for months where there are weather or other service problems, or when LIRR makes a special effort to solicit complaints (e.g., distributing a “seat drop” card).  In addition, LIRR typically receives 300 to 500 telephone calls per month related to service quality issues; (this figure does not include the calls requesting information).

Phone complaints are accepted 24 hours a day.  During weekdays from 9 a.m. to 5 p.m., Corporate Communications staff answer the “Problems and Complaints” phone number listed on public timetables.  At other times, calls to this number roll to Travel Information Specialists, who work in another division within Market Development & Public Affairs.

For basic questions, such as schedule and fare information, the Corporate Communications staff members typically provide the information to the callers during the initial call.  For questions or complaints requiring investigation, the staff members determine which LIRR department is responsible for the substance of the complaint and forward the complaint to that department for investigation.  LIRR has an internal standard of responding to customer complaints within 15 calendar days.  Most often, the Corporate Communications staff members provide the response to the complainant.  On occasion, the department may contact the complainant to get additional information about the complaint.

According to the LIRR’s Assistant Director for Corporate Communications, LIRR’s goal is to respond to all inquiries within 15 calendar days; during the three-month period of April to June 2007, LIRR replied to 90 percent of its inquiries within this period of time.
Customer comments are categorized into one or more of 66 potential categories.  Among these categories are “announcements—on board” and “announcements—station.”  For the 13-month period May 2006 to May 2007, these two categories accounted for 28 of the complaints (from 17 individuals) that LIRR received.  LIRR recorded a resolution date for 21 of these 28 complaints.  The average (mean) number of days from complaint to resolution was less than three days.  One complaint took 24 days to resolve, while all others required eight or fewer days.  For six of the other seven complaints, the records cite a “prompt investigation by transportation department” but do not provide a date; for the other complaint, LIRR stated that “investigation not possible due to lack of specific information.”

LIRR documentation of “resolution” generally means return communication with the individual who made the complaint.  It often does not state if LIRR personnel made a mistake, such as failure to make an announcement.

2. Summary of Findings

This section of the report summarizes the findings made based on this review.  The background discussions for these findings are addressed in other sections of this report.  The findings should be used as the basis for any corrective actions proposed by LIRR.  Recommendations are also included in the report for LIRR’s consideration in developing corrective actions.

A.
Findings Regarding LIRR Requirements for Station Announcement and Route Identification

1. LIRR’s policy is to announce all stations at which a train is scheduled to stop.  LIRR has established and updated procedures for its train conductors to make these announcements.

2. LIRR has 13 stations where it is required to make external route (line) identification announcements.  LIRR makes these announcements via “ushers” (dispatchers) at three stations; an automated system at six stations; and staff at a remote location at four stations.

3. Conductors receive specific training and practice making station announcements during the course of their initial training.  Ushers receive training in making route announcements from LIRR’s transportation department.

4. LIRR has three methods for internal monitoring of the performance of its conductors: overt train rides by supervisors, covert train rides, and its SAFER program.  In the SAFER program, which is not covert, managers made 1,088 observations over an 18-month period concerning conductors’ making proper PA announcements.  Of these 1,088, six (0.55 percent) were judged as not complying with the LIRR announcement procedures.

5. In April 2007, LIRR began a covert train crew monitoring program.  For 17 observations over a three-month period, managers observed two problems with the PA system.

6. LIRR has a five-step progressive discipline program for employees who violate work rules.  Over a 5-1/2-year period, 16 incidents related to on-board announcements by conductors led to conductor entry into the progressive discipline system.  No conductor had more than one infraction related to on-board announcements.

7. Out of LIRR’s passenger fleet of 1,140 coaches, 73 percent have an automated station information system (ASI) that uses global positioning system technology.  Another 12 percent of the coaches have ASI that uses transponders installed in the right-of-way.  The remaining 15 percent have PA systems but no ASI.

8. LIRR has procedures for daily inspection and periodic maintenance of the ASI system on each train.  Conductors are not responsible for testing the PA system at the start of a trip.  Rather, this inspection is part of the daily “2B inspection” performed by LIRR car repairmen.  LIRR staff appear to be carrying out these procedures most of the time, resulting in the identification and correction of ASI problems.

B.
Findings Regarding Station Announcements

1. On cars equipped with the ASI system, team members observed that station announcements were made by the ASI system 93 percent of the time.  For the 14 observations in which cars had an ASI system, but the system was not working, crews made announcements 11 of the 14 times.  Combining these two sets of observations yields an audible station announcement performance rate of 98 percent on cars equipped with ASI.

2. On cars without ASI, the review team observed audible announcements 62 percent of the time.  This rate of announcements by train crews on cars without ASI is deficient in identifying stations for people who are blind, have low vision, or many other types of disabilities.

3. During the site visit, not all LIRR documentation associated with the maintenance of its ASI or PA systems was available.  Accordingly, the review team did not determine whether or not LIRR identified and repaired in a timely fashion the PA systems observed by reviewers as inoperable.

4. As noted in Section 3 of this report, conductors are not responsible for testing the PA system at the start of a trip.  Rather, car repairmen are responsible for daily inspection of PA systems.  As a result, conductors indicated that they do not consistently check the operation of the PA system on each car.  Consequently, conductors may not know if the PA is functioning.

5. All conductors understood the need to make stop announcements at all stations; however, conductor interviews indicate that they do not follow any specific pattern or procedure in making the announcements.  The “On-Train Announcements” section of Appendix C of the LIRR Employee Timetable contains specific instructions as to content and timing of announcements, which do not appear to be followed.
C.
Findings Regarding Route Identification

1. At Penn Station and Flatbush Avenue Station, team members observed 12 departing trains.  All announcements for these trains were audible and clear at the waiting areas where team members made the observations.

2. At Jamaica Station, team members observed 21 trains.  There were 40 announcements for these trains, of which 36 were audible.  Announcements were made but were not audible for two trains when observed from the AirTrain bridge, an elevated waiting area above the tracks.  Those announcements were drowned out by noise from diesel locomotives idling on tracks, one level below the bridge.

3. Train announcements at Jamaica Station can usually be heard from the platform entrances along Sutphin Boulevard, one level below the trains.  Street noise, however, can sometimes drown out the announcements.

4. Train announcements are audible from the indoor lobby of Jamaica Station.  However, it can take several minutes to travel the accessible path from the lobby to the platforms.

5. Partly as a result of the various speech accents of some of the ushers, announcements at Jamaica Station were sometimes difficult to understand.

6. Based on maintenance records of 10 other stations where LIRR is required to make external route announcements, it appears that LIRR maintains the audio visual paging system and PA systems at these stations sufficiently to ensure proper performance of announcements.

7. The five stairway entrances on Sutphin Boulevard to the LIRR platforms do not have raised letter or Braille signage to identify which platforms they lead to.  This makes it difficult for a person who is blind or who has low vision to find the proper stairway and does not comply with Americans with Disabilities Act Accessibility Guidelines (ADAAG), Section 10.3.1(4).

3. Station Announcement and Route Identification Compliance Efforts

This section of the report presents information about LIRR’s efforts to comply with the regulations requiring that operators announce stops (stations) and identify routes (lines) to its customers.  LIRR’s efforts include:

· LIRR policies and procedures

· LIRR operator training practices and written material

· LIRR monitoring procedures

· LIRR’s on-board automated station identification (ASI) system and platform line identification system

Prior to the site visit, the review team received written information from LIRR on its policies and procedures for station announcements and line identification.  LIRR also provided a copy of its operator training materials.

While on site, team members interviewed LIRR managers about conductor training and monitoring.  Team members also gathered information about the implementation and maintenance of the automated systems.

3.1 Policies and Procedures

DOT ADA Regulations

The DOT ADA regulations require announcement of stops to passengers on transit vehicles and identification of transit routes to people waiting at shared stops.  Specifically, the regulations state:

Stop Announcements, 49 CFR §37.167(b):

On fixed route systems, the entity shall announce stops as follows:

(1) The entity shall announce at least at transfer points with other fixed routes, other major intersections and destination points, and intervals along a route sufficient to permit individuals with visual impairments or other disabilities to be oriented to their location.

(2) The entity shall announce any stop on request of an individual with a disability.

Identifying Vehicles and/or Passengers, 49 CFR §37.167(c):

Where vehicles or other conveyances for more than one route serve the same stop, the entity shall provide a means by which an individual with a visual impairment or other disability can identify the proper vehicle to enter or be identified to the vehicle operator as a person seeking a ride on a particular route.

Station Announcement Policies and Procedures

LIRR has established policies and procedures for making station announcements on board its trains.  For station announcements, LIRR’s policy is to announce the stations at all scheduled stops.
Specific written directives concerning announcements appear in memos, operating rules, special instructions, and employee manuals.  The following paragraphs provide excerpts from these documents:

· Appendix C of the LIRR Employee Timetable, “On-Train Announcements” (revised October 2006) (hereafter, “Appendix C”)
· Special Instructions #100-Q (effective May 21, 2007)
· Special Instructions #100‑Q‑1 (effective May 21, 2007)

· Special Instructions #1901‑J (effective February 26, 2007)

· Train Handling and Equipment Manual (THEM)

· Chief Transportation Officer Notice No. 29-02, “Accommodating Persons with Disabilities” (November 19, 2002)

Appendix C provides LIRR protocol for conductors making on-board announcements, including stop announcements.  Appendix C clearly names the conductor as the LIRR on-board crew member with responsibility for making announcements and provides guidance on contacting the Movement Bureau in the event that the PA or ASI systems are malfunctioning.  Appendix C notes that the ASI system is designed to comply with ADA regulations and that it is not to be paused or turned off.  Specific instructions on stop announcements are provided in Appendix C:

· Initial Terminal Announcements: 1) Announce the train’s departure time, final destination, scheduled station stops and first station stop a minimum of five minutes and one minute before leaving the station.  2) Announce the train’s departure time and final destination again before closing the doors

· En Route Announcements: 1) Announce the station name when approaching each station.  2) Announce the next station name just before leaving the prior station.  3) Announce the station name and that it is the last stop upon arriving at the final destination

· AirTrain Announcement: Announce AirTrain
 service connection when arriving at Jamaica from either direction

· Transfer Announcement: Announce train connections and their first stop and the location of those connections when departing initial terminals, when approaching Jamaica from either direction, and when approach transfer stations (Valley Stream, Mineola, Hicksville, Babylon, Huntington, and Ronkonkoma) in either direction

· Short Platforms: Announce the name of stations with short platforms and the car(s) to use to exit when departing Penn Station and just east of Jamaica in both directions

Special Instructions #100‑Q directs operators to make announcements about delayed trains.  It provides “The Conductor MUST ensure that proper verbal announcements are made in cars which have inoperable public address systems.”
Special Instructions #100‑Q‑1 summarizes the instructions for how to set the ASI at the beginning of each run.  “On all passenger carrying M7 and Bi-Level equipment, it must be set prior to a crew’s departure from its initial terminal.  It must not be paused or turned off prior to its arrival at its final terminal.  If the system is found to be malfunctioning, the Movement Bureau must be immediately notified.”

Special Instructions #1901-J explains that “the ADA also requires that station announcements be made to assist visually impaired customers.  Station announcements must be made prior to each stop and each departure…  Compliance with these guidelines is required by federal law.”
The Train Handling and Equipment Manual contains an “Operation and Troubleshooting Guide” for the ASI system.

Chief Transportation Officer Notice No. 29-02 confirms the requirement for station announcements.  “To assist the visually impaired, each station must be announced before arriving.  As soon as the train leaves each station, the next station must be announced.”

Route (Line) Identification Policies and Procedures

Route announcements for LIRR service are made at the western terminal stations, Jamaica Station, and selected other stations where branches diverge or converge.

Route identification announcements are addressed in the following LIRR directives. 
The following paragraphs provide excerpts from these documents:

· Appendix C of the LIRR Employee Timetable, “On-Train Announcements” (revised October, 2006)

· Terminal Redbook (2001)
· LIRR Movement Bureau Standard operating Procedures (SOP) (revised June 2006)
Appendix C provides the train conductor instructions and a script for transfer announcements when approaching Jamaica Station in either direction.  The announcement is to include the train connections and their first stops as well as the location (track number) of the connecting route.  

The Terminal Redbook provides the station usher with scripted announcements for a variety of routine and special circumstances.  For Jamaica Station, these are:

· Before the arrival of the train

· As the train approaches the station

· When the train arrives

· The track and destination of connecting trains

· When the train has a connection east of Jamaica

· Westbound for Kew Gardens and Forest Hills stops

· Non-stop trains

Except for non-stop trains, the announcements all identify the train by scheduled time, the destination of the train, and the track number on which it is boarding; several announcements also give the stations at which the train will stop or the connecting station on the route.  The Redbook also has scripts for special announcements when a new track assignment is made.

The Movement Bureau P.A. Console SOP includes scripted announcements for trains operating on other than their normal track.  It also instructs PA console operators to monitor the Audio Visual Paging System (AVPS) to ensure that all information announced and displayed on the platforms is accurate.
Making route identification announcements is the responsibility of three sets of LIRR employees, depending on the station:

· Ushers at Jamaica, Penn, and Flatbush Avenue stations

· The Movement Bureau/PA Control Desk in Jamaica oversee AVPS, which makes automated announcements at 50 stations (41 stations at the time of the review), including the six stations that serve multiple routes from one platform (Hicksville, Huntington, Lynbrook, Mineola, Valley Stream, Woodside)
· Movement Bureau PA/Control Desk personnel at four other stations that do not have the AVPS installed (Babylon, Floral Park, Hunterspoint Avenue, Long Island City) that serve multiple routes from one platform

The remaining stations serve one route with all trains operating in the same direction stopping at the same platform. 
The ushers report to station masters.  At Penn and Flatbush Avenue, they make route announcements before each train’s scheduled departure.  They use a guideline of making route announcements 10, 5, and 3 minutes before the scheduled departure time of each train.  Adherence to the guideline depends upon on on-time performance of the train, close departure times among many trains, and other service anomalies that may occur.  The ushers provide the following information in their announcements:

· schedule time

· train’s destination

· stations served

· connections

· track number

At Penn Station, ushers also announce whether the train is operating on a short track.

At Jamaica Station, which has through service—unlike the Penn and Flatbush Avenue terminals—announcements are made before train arrival, at arrival, and while the train is stopped at the station platform.  For all three announcements, the usher announces the schedule time, destination, and track.  Before the train arrives, the usher also announces the stations that the train will serve.  The usher also identifies any subsequent connections that passengers can make at those stations.
All LIRR stations are equipped with a PA system.  As of the time of the on-site review, 41 stations were equipped with an automated AVPS.  The other stations were equipped with a Cardion system that includes a receiver, amplifier/speaker and electric power supply.

When a train enters a track block ahead of a station, that information is fed by an automatic timing point or manually by a Block operator in the field into the Train Information Monitoring and Control System (TIMACS).  TIMACS interfaces with the AVPS and feeds the information into the AVPS database, which then compares the information to the schedule information.  AVPS will then make the route announcement at that station.  Section 3.6 provides further details on the AVPS.

As mentioned above, Babylon, Floral Park, Hunterspoint Avenue, and Long Island City stations are not yet equipped with AVPS.  At these stations, a Movement Bureau PA console operator makes live voice announcements.

3.2 Conductor and Usher Training

A member of the review team met with LIRR’s Manager of Transportation Training and Employee Training and Development to discuss how stop announcements are incorporated into conductor and usher training.

New LIRR conductors are considered “assistant conductors” and are elevated to “qualified conductors” after three to four years of experience.  Newly hired assistant conductors go through a 17-week pre-employment, unpaid training program known as “Phase I” training.  
In Phase I the class size is a maximum of 25 trainees.  This initial training is broken into several different segments:

· seven weeks on operations rules

· three weeks on air brake and equipment

· four weeks on ticket collection and remittance

· three weeks of emergency preparedness and CPR/first aid

Applicants who successfully complete Phase I and pass other pre-employment checks, are extended offers of employment.  If the applicant accepts the offer of employment, he/she begins “Phase II” training.  Pursuant to the collective bargaining agreement covering their employment, assistant conductors start at 70 percent of full pay.  Phase II training covers 22 days, during which assistant conductors are assigned a mentor for one week.
Passenger communications—including stop announcements—are covered throughout the training, as applicable.  The assistant conductors have at least eleven days during their training to practice making stop announcements: two days during Phase I and nine days in Phase 2, including five days as part of the mentoring program).  During Phase I, one opportunity occurs during the air brake session when practicing on equipment in the yard, and another opportunity occurs during the ticket collection session.  While working with the mentors in Phase II, the assistant conductors make stop and route identification announcements.

Assistant conductors are instructed to make announcements at certain times when approaching and during the dwell time at each station. They are trained that if they are unable to make announcements for any reason, the task can be delegated to the engineer, although the conductor has ultimate responsibility for announcements.  They are to instructed to use the PA system and, when that system is malfunctioning, to make voice announcements.  During the air brake segment of the training for trains with the in-vehicle ASI system, the assistant conductors are shown how the ASI system is programmed and how to include unscheduled stops in the ASI announcements.  They are told that changing the ASI volume or disabling the system is prohibited, and they are not instructed in how to do so.

Assistant conductors are given a copy of Appendix C during training, and it serves as the reference material for the instructor lesson plan section for on-train announcements and as the point of reference for any operating rule related to customer communications.  The Customer Communications Lesson Plan emphasizes the need for train crews to provide essential information, including connection or transfer information and platform information.  The Instructor Lesson Plan for Appendix C includes announcing track numbers for connecting trains at Jamaica Station as well as the location of the AirTrain on the upper level.

Assistant conductors receive refresher training after two years, and qualified conductors receive refresher retraining after three years.  These refresher retrainings, or “periodics,” are directed by LIRR’s transportation department rather than the employee training department (the one exception is the emergency preparedness component, which is overseen by employee training).  During the periodics, conductors spend three full days reviewing all of their responsibilities, including radio procedures and General Operating Rule “Q,” which instructs train crews to make announcements during service disruptions.

All but one of the conductors interviewed by the review team had at least 10 years of service, and as such would not have particularly relevant insight into the current pre-employment and new employee training regimens.  They agreed that the book of rules review component of the periodics adequately prepared them for their responsibilities for making stop announcements.  Some said that new employee training seemed to have improved since their time as new employees, citing their involvement with the mentoring program as evidence.  The one new employee who was interviewed said that the mentoring component of training was by far the most valuable.

LIRR ushers are responsible for making the announcements at three stations (Jamaica, Penn, and Flatbush).  Their training consists of eight hours of in-service training at Penn Station, in addition to reviewing various atypical scenarios.  New ushers are initially posted together with a senior usher. The transportation department oversees the training of new ushers.

3.3 Monitoring Procedures

LIRR has four methods for monitoring the performance of its train conductors.  Each type of monitoring covers all components of conductor performance, including station and route announcements.

SAFER Program

LIRR’s Situational Awareness for Efficient Railroading (SAFER) program is the agency’s response to monitoring requirements of the Federal Railroad Administration.  In the SAFER program, managers make 20 operational and 20 safety observations each month while riding the trains.  The operational announcements include station and route announcements.

Attachment C presents the form that managers use to record their SAFER observations.  Generally, the managers are known to the conductors, so these are not covert observations.  In fact, if a manager spots a violation, he or she is supposed to inform the conductor while on the train.

During the 18-month period from January 2006 to July 2007, LIRR managers made over 92 thousand SAFER observations of all types.  There were 1,088 observations concerning the item on the SAFER form, “Makes PA announcements only as prescribed by rule.”  Of these 1,088 observations, six (0.55 percent) were judged and recorded as non-compliant.

Covert Monitoring

LIRR’s transportation department has also established a program for managers to observe crew performance on trains.  The observations include monitoring for performance of required announcements by the crew, compliance with fare collection procedures, and compliance with uniform regulations.  This monitoring program is covert, and was initiated in April 2007.

The managers who are assigned to perform these observations make one train ride per month.  The transportation department created a form for the managers to record their observations (Attachment D).  From April 2007 to early July 2007, LIRR managers submitted 17 forms for covert observations.  Of these 17 observations:

· 10 cited full compliance

· three cited non-compliance concerning conductor uniform and/or fare collection requirements
· one was “unsure” about a security announcement

· two noted problems with the PA system

· one cited the lack of announcements

If a conductor is cited for non-compliance for making station announcements, he or she is subject to LIRR’s progressive discipline program, described in Section 3.4 of this report.

Overt Monitoring

The overt train ride program has been in existence for more than 15 years.  The program focuses on safety, communication, fare collection, and on-time performance.  All transportation supervisors are expected to make ten car rides per month.  The supervisors check that announcements are made in accordance with Appendix C, in a proper and timely manner.  After each train ride, the supervisor completes a train ride report.  If mistakes are observed, the manager counsels the crew on the spot.
Customer Complaints

When LIRR receives a customer complaint related to conductor announcements, the Corporate Communications division refers it to the LIRR Transportation Department for investigation.  Section 1.3 of this report discusses LIRR’s process for reviewing and responding to customer complaints.

LIRR does not have a formal “secret shopper” monitoring program of paid or volunteer riders. 

3.4 Operator Discipline

LIRR is obligated to make station announcements.  If the ASI is not available—either because the car is not equipped or the system is not working—the conductors must make the announcements.  Failure to make these announcements is a violation of the rules and conductors are subject to LIRR’s progressive discipline program.

As discussed in Section 3.3, there are four sources of evidence concerning conductor compliance:

· SAFER reports

· covert train ride reports

· overt train ride reports and on-the-spot counseling

· consumer complaints

An investigation of a customer complaint may conclude that a complaint is unfounded or lacks sufficient evidence.  Nevertheless, even an unfounded complaint goes into employee file.  Furthermore, customer complaints may prompt a manager to observe a conductor performing his or her job.

There are five potential steps in progressive discipline.  These steps apply to any violation of LIRR work rules:

1. Verbal warning

2. Letter of caution

3. Written reprimand

4. Suspension (unpaid)

5.
Dismissal

Step #1 of progressive discipline is the responsibility of each employee’s manager.  Steps #2 through #5 are centrally administered by LIRR’s “Trial Office.”

Depending on severity of a violation, the manager may choose to move immediately to a higher step.  An employee can dispute any step and is entitled to union representation.

Any given violation or complaint stays in an employee’s file for three years.

Based on records provided by LIRR’s Trial Office, from January 2002 to July 2007, there were 16 incidents related to on-board announcements by conductors that entered the progressive discipline system (one other incident was noted but “withdrawn”):

· seven prompted a verbal warning

· nine prompted a letter of caution

During this time period, no conductor had more than one infraction related to on-board announcements.

3.5 Automated Station Announcement and Route Identification

Fleet Overview

The LIRR passenger fleet consists of 1,140 coaches and 45 locomotives (23 diesel powered and 22 diesel/electric).  Table 3-1 summarizes the fleet characteristics.

As of the time of the review, the largest and newest portion of the LIRR coaches are Bombardier model M-7s.  These cars were manufactured by Bombardier between 2002 and 2006.  They comprise 73 percent of the passenger fleet (836 cars).  They receive electrical power by way of a third rail.  Cars operate in “married pairs” with controls in each car at opposite ends of the married pairs.  This configuration permits trains to be made up of multiples of two cars that can be operated from either end of the train.  These cars are equipped with an ASI system using global positioning system (GPS).  These cars are also equipped with visual variable message signs, which function as part of the ASI system.  Accordingly, stops are also announced visually.  LIRR engineers indicated that an advantage of the automated system design for application on this portion of the fleet is that each married pair is equipped with a transmitter and receiver.  This provides system redundancy when the married pairs are operated in longer trains.  On each train in service, the ASI system in one married pair functions as a master.  Should the ASI in one married pair fail, the ASI system in another can be used as the master.

Next in age are 134 bi-level coaches (C-3s) produced in 1997 and 1998 by Kawasaki.  To operate these coaches, LIRR uses both diesel and dual-mode locomotives.  In addition, 23 of these bi-level coaches are “cab cars” equipped to control operation of the train.  The locomotives are coupled to the east end of the train and the cab cars are coupled to the west end of the train.  An engineer controls the train from the locomotive when traveling east and the cab car when traveling west.  The C-3s are also equipped with an automated stop announcement system.  Unlike the M-7s, the train location is identified through the use of transponders that are installed in the railroad right-of-way.  The transponder signal is received by an “interrogator” located in the locomotive or cab car.  LIRR engineers cited a number of problems with this system.  Because the transponders are installed in the right-of-way, they are exposed to damage risks during maintenance procedures.  Also, the technology has not improved as much as the GPS technology.  Lastly, the transponder application does not provide the redundancy of GPS in the M-7s.  LIRR has no current plans to replace the transponder-based system with a GPS-based system, which is estimated to cost $11 million.  Rather, steps have been taken to improve the performance of the communications system on the C-3 cars.  The Equipment Engineering department has purchased six field-programmable transponders to replace the factory pre-programmed ones which had been installed and it is working with the Communications Department to finalize the evaluation of the field programmable transponders.  The equipment Engineering Department is also working with various vendors to acquire alternate parts to improve the communications system.
The oldest passenger cars in the LIRR fleet are the 170 model M-3s.  LIRR purchased these cars between 1984 and 1986.  As with the M-7s, the M-3s are electric powered cars that operate in married pairs.  The M-3s have a PA system that relies on voice announcements of stops by train crews.  The M-3s are scheduled for replacement in about eight years and LIRR has no plans for modifying the PA system on these cars.

Station Announcements

The ASI equipment on the M-7s includes PA speakers, variable message signs on each car, a GPS receiver, an on-board computer, and a radio on each married pair.  The C-3s are similarly equipped with speakers and variable message signs on each car with a transponder interrogator, on-board computer, and radio in the control car.  M-3s are equipped with speakers and microphones.  The computers have databases that link the GPS coordinates to an audio database for each stop on each route.  The computers are linked to an odometer as well as the GPS receiver or transponder interrogator.

Table 3.1 – LIRR Fleet Roster

	Type

Year
	Make
	Model
	Number
	% of Passenger Fleet
	Power
	Operation
	Audio Equipment
	Visual Equipment
	Radios

	Coach

2002-06
	Bombardier
	M-7
	836
	73%
	Electric
	Married Pairs
	Automated - GPS (Pocatec - Axion)
	Variable Message Signs
	

	Bi-level Coach

1997-98
	Kawasaki
	C-3
	134
	12%
	Passive
	Cab & Trailer
	Automated - Transponder (Telephonics)
	
	Telephonics

	Coach

1984-86
	Budd
	M-3
	170
	15%
	Electric
	Married Pairs
	PA (Motorola)
	
	Motorola

	Total Coaches
	
	
	1,140
	
	
	
	
	
	

	Locomotive
	
	500
	22
	
	Dual Mode
	
	
	
	

	Locomotive
	
	
	23
	
	Diesel
	
	
	
	


The ASI system is activated when a conductor enters the train number into the on-board computer, thereby identifying the route (or routes) and timetable for the particular train.  The system is programmed to initiate announcements in response to a GPS satellite signal or a transponder signal.  GPS readings establish the vehicle’s longitude and latitude.  Typical systems are designed to use a minimum of four—but preferably eight—satellite signals.  Systems are also programmed to ignore weak or bad signals.  In cases where there is no reliable GPS or transponder signal, the system relies on the last accepted signal and odometer readings to establish the vehicle location relative to stations until an acceptable signal is received.  The system will then recalibrate the train’s position based the last accepted GPS or transponder signal.  On some occasions, however, systems may accept a poor signal and incorrectly identify the vehicle location.  This can result in stations being announced in the wrong location.
The ASI system is programmed to announce each station at four locations:

· At the previous station, the next station is announced

· Shortly after leaving the previous station, the next station is announced again

· Approaching the station, it is announced again

· Finally, the station is announced as the train arrives at the station

Based upon field observations by review team members, the station is announced approximately 45 seconds after leaving the previous station and 45 seconds before arriving at the station.  The ASI system uses a programmed route schedule that includes stops and distances between stations in order to identify which stations are to be announced and the location of the announcement.  
The ASI system identifies the train location relative to the pre-programmed GPS trigger with odometer.  One GPS device is located in each car pair; there is one active device per train, and others serve as backups.

ASI Inspection and Maintenance

Problems with ASI system performance can be identified in a number of ways.

· The regular daily inspections of passenger vehicles before they are placed in service include the ASI system
· Train crews observe and report system problems that occur during operations

· Inspection of the ASI system is part of periodic preventive maintenance

Problems with ASI operation or performance in announcing stops are also identified by managers observing operations through the SAFER program, as well as during the covert monitoring program and through customer complaints.  These methods of identifying stop announcement problems are described in section 3.3 of this report.

Daily inspections or pre-trip inspections are performed on all passenger vehicles—as required by FRA—before vehicles are used in passenger service.  As described by LIRR managers, the ASI and PA systems are supposed to be checked as part of the radio system check.  Conductors are not responsible for testing the PA system at the start of a trip.  Rather, this inspection is part of the daily “2B inspection” performed by LIRR car repairmen.  If a problem is identified, it is noted and corrected.  Since ASI operation is not a safety issue, a train with an inoperable system may be used in service until it can be repaired.  Some software repairs with the GPS-based system used on the M-7 cars can be made remotely by a desktop computer.  In some cases, the repair can be made while the vehicle is in operation.  Otherwise, repairs can be made when the car is removed from service.  LIRR managers indicated that, on average, there is an ASI system problem about once a week.

During operations, ASI system problems can be identified by train crews or by a wayside management data system.  The wayside system can provide a fault indicator if the ASI system is not working properly.  LIRR personnel check the wayside system for fault indicators at least once a day.  When train crews identify problems with the ASI system, they are to contact the movement bureau, which is responsible for train dispatch and control during operations.  The movement bureau advises communications network operations center (CNOC), which oversees equipment maintenance, of the problem.  The problem is then entered into the rolling stock maintenance system, which generates a work order.  Once a work order is issued, all repairs are completed before the equipment is returned to service, contingent upon availability of parts and an appropriately trained technician.

Preventive maintenance is scheduled on a calendar basis.  M-7s, M-3s, and C-3 cab cars are scheduled for periodic inspection (PI) on a 92-day cycle.  C-3 trailer cars are on a 120-day PI cycle.  During periodic Inspections, all passenger rail car communication systems are inspected and repaired by qualified electricians of the LIRR.
Route Identification

As discussed in Section 3.1 of this report, all LIRR stations are equipped with a PA system.  At the time of the on-site review, 41 stations were equipped with an automated Audio Visual Paging System (AVPS), which was first introduced in 2004.  In addition to amplifiers and power supply, the AVPS equipment includes an on-site computer, audio processor, and an Ethernet link to a central server.

The AVPS uses a database that includes track block information and schedule information as input to identify trains.  Tracks are divided into segments, or blocks, to control train movements and maintain safe train separation.  Block lengths are commonly established based on the headway or distance from the head end of one train to the back end of another that is required for the trailing train to safely come to a complete stop.  Identification of the time a train is in a track block, coupled with schedule information, permits identification of the train and its destination and computation of the time it will take for the train to reach the next station.  About 120 of the track blocks are used in the AVPS program.  The station announcements are triggered by block operators who observe trains entering a block and, in turn, enter the information into the computer system.  The last entry of block location for the train is used to update the train’s time of arrival at the station and its status as on-time or late.

AVPS announcements consist of the trains scheduled time, destination, on-time status and track.  Announcements for approaching trains are made twice.

The other LIRR stations are equipped with a Cardion system that includes a receiver, amplifier/speaker and electric power supply.  Movement Bureau PA console operators make live voice announcements for the stations not yet equipped with AVPS.  Funds have been programmed in LIRR’s five-year capital program for conversion of the Cardion-equipped stations to AVPS by June 30, 2011.

Inspection and Maintenance

The station announcement systems are inspected monthly by LIRR’s CNOC personnel, with the results recorded on a data sheet (Attachment E).  CNOC can also identify audio system problems remotely as they occur.

When a problem is identified, a “problem report” is prepared.  LIRR managers indicated that operation of the communications system is considered critical to the overall system operation.  As a result, initial response and repair typically occurs within one or two days.  The problem is initially checked from CNOC, which is at the “head end” of the LIRR station communications network.  If the repair cannot be made at CNOC, then a technician is dispatched to address the problem at the station.  Upon completion of the repair, CNOC resets its diagnostic for the defective element of the communications system.  LIRR managers indicated that the audio system is rarely down and when it is, repairs are made quickly.  They further indicated that there are rarely problems with the audio system hardware.

Light-emitting diode (LED) variable message signs, where used, are installed at intervals of 300 feet or more at major points of egress at a station.  If a sign is not functioning properly, it is automatically reported in a system log.  The log is checked by LIRR personnel daily.  As with audio elements of the station communications system, LIRR managers report that repairs are typically made within one or two days.  Although the Communications department maintains a small stock of spare parts for common repairs, in some instances delays in repairing LED signs can occur due to availability of parts, in which case repairs can take from one to four weeks while awaiting parts.

3.6 Findings 

Findings Sub-Section A: Station Announcement and Route Identification Requirements
1. LIRR’s policy is to announce all stations at which a train is scheduled to stop.  LIRR has established and updated procedures for its train conductors to make these announcements.

2. LIRR has 13 stations where it is required to make external route (line) identification announcements.  LIRR makes these announcements via “ushers” (dispatchers) at three stations; an automated system at six stations; and staff at a remote location at four stations.

3. Conductors receive specific training and practice making station announcements during the course of their initial training.  Ushers receive training in making route announcements from LIRR’s transportation department.

4. LIRR has three methods for internal monitoring of the performance of its conductors: overt train rides by supervisors, covert train rides, and its SAFER program.  In the SAFER program, which is not covert, managers made 1,088 observations over an 18-month period concerning conductors’ making proper PA announcements.  Of these 1,088, six (0.55 percent) were judged as not complying with the LIRR announcement procedures.

5. In April 2007, LIRR began a covert train crew monitoring program.  For 17 observations over a three-month period, managers observed two problems with the PA system.

6. LIRR has a five-step progressive discipline program for employees who violate work rules.  Over a 5-1/2-year period, 16 incidents related to on-board announcements by conductors led to conductor entry into the progressive discipline system.  No conductor had more than one infraction related to on-board announcements.

7. Out of LIRR’s passenger fleet of 1,140 coaches, 73 percent have an automated station information system (ASI) that uses global positioning system technology.  Another 12 percent of the coaches have ASI that uses transponders installed in the right-of-way.  The remaining 15 percent have PA systems but no ASI.

8. LIRR has procedures for daily inspection and periodic maintenance of the ASI system on each train.  Conductors are not responsible for testing the PA system at the start of a trip.  Rather, this inspection is part of the daily “2B inspection” performed by LIRR car repairmen.  LIRR staff appear to be carrying out these procedures most of the time, resulting in the identification and correction of ASI problems.

3.7 Recommendations

1. LIRR should increase the frequency of its covert monitoring of on-board station announcements.  It should also consider implementing a “secret shopper” monitoring program of paid or volunteer riders.

4. On-Board Station Announcement Performance

This section of the report focuses on LIRR’s performance in making station announcements.  Included in this section are:

· Description of the regulatory requirements related to on-board stop announcements

· Summary of consumer comments from telephone interviews

· Summary of crew member comments from interviews with team members

· Description of the review team’s methodology for observing on-board stop announcements

· Summary of information collected and observations of stop announcement efforts

· Analysis of stops selected for announcements

4.1 Regulatory Requirements

Section 37.167(b) of the DOT ADA regulations contains the following requirement related to the announcement of stops on fixed route systems operated by public or private entities:

(b) On fixed route systems, the entity shall announce stops as follows:

(1) The entity shall announce at least transfer points with other fixed routes, other major intersections and destination points, and intervals along a route sufficient to permit individuals with visual disabilities to be oriented to their location.

(2) The entity shall announce any stop on request of an individual with a disability.
4.2 Consumer Comments

As noted in Section 1.3 of this report, FTA received one written complaint concerning LIRR’s announcements.  The complaint was filed by a rider in April 2004.  The major issues raised in the complaint concerned failure of the automated station announcement and PA systems in the rail cars and the failure of “two times out of three” LIRR conductors to make oral announcements, in the cars in absence of automated or PA announcements.
In the review team’s telephone interviews with three LIRR riders and one trainer for blind and low vision riders, comments cited the following concerns with station and route announcements:

· Conductors are not consistent in making announcements in those rains without an  automated announcement systems

· Some conductors do not speak clearly when making announcements

· Conductors make some PA announcements  too late

· Conductors do not always announce the need for passengers to be in certain cars to alight at certain stations that have short platforms
· Conductors sometimes do not announce stops on inbound trips (toward Manhattan or Brooklyn terminals)

4.3 Review Team Observations

As noted above, on Monday July 16 and Tuesday, July 17, the three review team members rode trains throughout the LIRR service area.  While on the trains, they observed and made note of station announcements to determine whether station announcements were being made for each station.  The reviewers assumed that stop announcements are required at all LIRR stations under the relevant regulatory criteria.  As noted in section 4.1, announcements are required at each station that is either a transfer point, major intersection, destination, or at an interval sufficient for people with low vision or cognitive disabilities to orient themselves.  Team members also noted the method of the announcements and whether the announcements were made clearly.  Team members recorded the results on a form (see Attachment F).

On the first day of the review (Monday), the review team made on-board observations from 8:04 a.m. until 4:51 p.m.  On Tuesday, observations were made from 8:04 a.m. until 1:15 p.m.  Observations on individual trains ranged in duration from 12 minutes to 98 minutes, with an average (mean) observation of 38 minutes per train.  During this period, team members were on vehicles for a total of approximately 26 hours and 48 minutes and made observations of 43 route segments.  Routes were selected for observation to achieve the greatest geographic coverage while at the same time minimizing the amount of time spent making connections between routes and waiting for trains.  The nine lines operating east of Jamaica, the Port Washington branch, and the Penn Station and Flatbush Avenue routes were all observed at least twice.  Reviewers also made observations on different cars of the trains they were observing.  Observations were made on 112 different cars on the 43 trains observed.  Detailed data for the on-board station announcements appears in Attachment G.

On the 43 route segments observed, there were a total of 265 station observations.  At 194 (73 percent) of the stations, the trains were equipped with the ASI system.  At the remaining 71 (27 percent) stations stop announcements are made orally by the train crew.  Table 4.1 provides summary statistics for the on-board observations
Table 4.1 – Overview of On-Board Observations for Station Announcements
	
	Number
	%
	Observation Period (hr:min)

	
	Lines
	Stations
	
	

	Different Lines Covered
	12
	
	
	

	Total Observations
	43
	265
	
	26:48

	Automated System 
	32
	194
	73%
	19:50

	PA with Live Voice
	11
	71
	27%
	6:58


As indicated in Table 4.2, station announcements were made in 89 percent of all review team observations.  For cars which were equipped with the ASI, 98 percent of all stations were announced (some of these announcements were made by LIRR train crew).  On cars without ASI, train crews made announcements for only 65 percent of the stations.

Visual station messages were observed to be operational on 58 cars equipped with ASI, based on limited observations.
Table 4.2 – Results of Observations for Station Announcements

	Method
	Observations
	Announcements Made

	
	
	Number
	Percent

	All
	265
	237
	89%

	Automated
	194
	191
	98%

	PA
	71
	46
	65%


As shown in Table 4.3, 98 percent of the announcements made were audible (clear and loud enough to be understood by riders).  This value was similar for both automated announcements and those made by train crew members.  Also, on certain trains equipped with ASI, train crew made additional announcements over the PA or directly by unassisted voice by conductors in the train cars.  For example, of the 180 ASI announcements, 34 were supplemented by PA announcements.  Of the 80 PA announcements, 34 were in conjunction with ASI and 46 were by PA only (or in one case, by PA supplemented by unassisted voice).
Table 4.3 – Characteristics of Station Announcements
	Method
	Total
	Audible
	Method (if audible)

	
	
	
	ASI
	PA
	Unassisted Voice

	All

	237
	232
	180
	80
	3

	
	
	98%
	76%
	34%
	1%

	Automated

	191
	188
	180
	34
	2

	
	
	98%
	94%
	18%
	1%

	PA

	46
	44
	0
	46
	1

	
	
	96%
	0%
	100%
	2%


Note: Because a combination of ASI, PA, and unassisted voice announcements were made at some stations, the total number of announcements, by any method, exceeds the number of stations at which announcements were made.

In summary, review team observations tabulated in Tables 4.2 and 4.3 indicate that on ASI-equipped cars, station announcements are made 98 percent of the time (191 out of 194 observations), and these are made at a high performance level (180 audible announcements out of 191 total announcements, or 94 percent); and when supplemented by train crew announcements, the audibility percentage increased to 98 percent (188 audible out of 191 announcements).  However, on cars not equipped with ASI, audible announcements were observed 62 percent of the time (46 announcements out of 71 observations, of which 44 were audible).  On ASI equipped cars on which the system was not working (14 observations), crews made announcements 11 times (79 percent).

During their observations of station announcements, team members identified 10 cars on which no announcements were made.  Four of the cars were M-3s, which are not equipped with ASI systems, while six of the cars were ASI-equipped (four C-3s and two M-7s).  Accordingly, there were apparently six instances of inoperable ASI systems on which live PA announcements were required due to the ASI outage, as well as the four M-3 cars on which live PA announcements are routinely required.

A repair history report from LIRR for the period July 13 through 17, 2007, identified one work order issued for an inoperable PA system.  The report indicates that the inoperable system was identified and repaired on July 17 but does not identify the vehicle.  During the site visit, other associated LIRR documentation (e.g., wayside management data logs, FRA daily inspection sheets, movement bureau logs, or copies of work orders) was not available to further determine whether or not LIRR identified and repaired in a timely fashion the ASI or PA systems observed by reviewers as inoperable.  In any event, the train crew has the responsibility to make the announcements when the AVI system is not operable, so although equipment maintenance is important, temporary equipment problems should not be allowed to affect the reliability of announcements.
4.4 Conductor Interviews

The review team interviewed seven LIRR conductors.  The primary purpose of the interviews was to assess conductors’ understanding of the requirements to announce stops and identify routes.  In addition, the conductors provided their perspectives on the effectiveness of the ASI system.  Attachment H lists the questions posed by team members during the interviews.  The conductors interviewed by the team had a range of six months to 28 years of experience, with a mean and a median of 11 years’ experience. Six of the seven interviewees were qualified conductors and one was an assistant conductor (explained above).

All conductors understood the need to make stop announcements at all stations.  All but one said that they announce each station at least twice: five said they announce the next station when departing the prior one; six said they announce the station as they are entering the station; and four said they announce the station as they are stopped at it with the doors open.  The explanations for timing and pattern of stop announcements varied from conductor to conductor.  The one conductor who did not make at least two announcements said that he makes his announcement when leaving the prior station (although he makes terminal station announcements before arrivals there).  To make the proper announcements, the conductors relied on timetables, their own knowledge of the routes, or they wrote up the routes themselves in advance.

None of the conductors said they had problems making announcements, although several cited mechanical issues that complicate announcements.  Those issues included:

· M-3 cars with inaudible microphones

· low volume on M-7 PA systems

· ASIs that are too quiet

In the event that the PA is not working, most of the conductors said that they make oral announcements and notify the rest of the train crew to ensure that there is a crewmember available to announce stops in the cars with a malfunctioning PA.  One conductor said that when there are only two conductors working in a 12-car train it is not feasible to do such voice announcements when the PA is down.  One conductor also mentioned that on weekday rush hour commutes, the conductor may not immediately be aware that the PA is not operable because most of the passengers know the stations and do not notify him.  All conductors said that they perform PA tests. One conductor said he does a test only before the first run; another said he tests the PA only on the M-3 cars; and a third said that conductors cannot always check the PA in every car.

Conductors said that they provide additional assistance to people who request that the conductor notify them of their arrival at a particular station; these requests often come from seniors and people with low vision.  Most said, however, that they would not typically offer personalized assistance to passengers if it was not requested.  Some said that if asked, they would refer the inquiring passenger to the ASI system.  One conductor said that he would ask the passenger to stay in the same car with him in the event he forgot or something else happened that demanded his attention.

Conductors indicated that 70 to 90 percent of the time they work on trains with ASI equipment.  Only two conductors cited ASI malfunctions as a problem; they both pointed to the ASI’s on the C-3 equipment.  When the ASI is not working properly, all conductors said they make the announcements themselves on the PA, and do voice announcements if necessary.  One conductor said that the engineer may make the announcements during particularly busy times.

4.5 Findings 

Findings Sub-Section B: Station Announcements
1. On cars equipped with the ASI system, team members observed that station announcements were made by the ASI system 93 percent of the time.  For the 14 observations in which cars had an ASI system, but the system was not working, crews made announcements 11 of the 14 times.  Combining these two sets of observations yields an audible station announcement performance rate of 98 percent on cars equipped with ASI.
2. On cars without ASI, the review team observed audible announcements 62 percent of the time.  This rate of announcements by train crews on cars without ASI is deficient in identifying stations for people who are blind, have low vision, or many other types of disabilities.

3. During the site visit, not all LIRR documentation associated with the maintenance of its ASI or PA systems was available  Accordingly, the review team did not determine whether or not LIRR identified and repaired in a timely fashion the PA systems observed by reviewers as inoperable.

4. As noted in Section 3 of this report, conductors are not responsible for testing the PA system at the start of a trip.  Rather, car repairmen are responsible for daily inspection of PA systems.  As a result, conductors indicated that they do not consistently check the operation of the PA system on each car.  Consequently, conductors may not know if the PA is functioning.

5. All conductors understood the need to make stop announcements at all stations; however, conductor interviews indicate that they do not follow any specific pattern or procedure in making the announcements.  The “On-Train Announcements” section of Appendix C of the LIRR Employee Timetable contains specific instructions as to content and timing of announcements, which do not appear to be followed.
4.6 Recommendations

1. LIRR should continue to inspect ASI systems daily and identify and repair the ASI systems expeditiously.

2. LIRR should increase its efforts to train crews to announce all stations when an operational ASI system is not available.  LIRR should increase its efforts to monitor train crew performance in making station announcements and take appropriate remedial or disciplinary action to improve the performance of the train crews.

3. LIRR should organize its maintenance system records to easily identify reported problems with the ASI and PA systems on trains and to track associated repairs.

4. LIRR should have train crews test the PA systems before beginning their daily runs rather than rely on car repairmen.  Problems should be immediately reported to the Communications Network Operations Center.

5. Conductor training should reinforce the importance of making station announcements and provide a specific procedure for making voice announcements when the ASI system is unavailable or inoperable.

5. Vehicle/Route Identification Performance

This section of the report addresses LIRR’s efforts to implement the requirement to identify the train line to customers waiting at stations shared by more than one line.  Included in this section are:

· A description of the regulatory requirements related to vehicle/route identification

· A summary of consumer comments from telephone interviews

· A summary of operator comments from interviews with team members

· A description of the review team’s method for reviewing route identification efforts

· A summary of information collected and observations made regarding route identification

5.1 Regulatory Requirements

Section 37.167(c) of the DOT regulations implementing the ADA contains the following requirement related to the identification of fixed route services:

Where vehicles or other conveyances for more than one route serve the same stop, the entity shall provide a means by which an individual with a visual impairment or other disability can identify the proper vehicle to enter or be identified to the vehicle operator as a person seeking a ride on a particular route.

5.2 Consumer Comments

The one written complaint received by FTA concerning LIRR’s announcements did not refer to route (line) announcements for waiting passengers.

During interviews with LIRR consumers, none cited a concern about not hearing announcements for particular trains at stations served by more than one train line.
5.3 Conductor Interviews

As discussed in Section 4 of this report, the review team interviewed seven LIRR conductors. All conductors said that they made external route announcements when there were no automated external announcements.  One conductor said that he made these announcements at all intermediate stations, while the remainder said that they made announcements only at transfer stations (such as Mineola or Hicksville) or where there was a mix of local and express service.  The content of external announcements varied, but of the all of the interviewees described naming the next stop (four conductors), the destination (six conductors), or a combination of the two.

All conductors interviewed said that they work on trains that make automated external announcements most of the time.  All replied that the external route announcement system typically works, although two noted that on the M-7 cars, the system is sometimes disabled late in the evening or early in the morning so as not to disturb adjacent residential areas.  Five conductors said that in the event of a malfunctioning external announcement system, they make the announcements over the PA system.  One conductor said that he had not encountered a malfunctioning system yet.  Another conductor said it can be difficult to tell if the external system is working because of the noise from the announcements inside the train.

5.4 Review Team Observations

On Monday, July 16, and Tuesday, July 17, the review team members made observations at LIRR transfer and terminal stations shared by more than one line to assess LIRR’s performance in identifying train lines to waiting passengers.  Because the DOT ADA regulations require route identification only at stations served by more than one line, the best opportunity to observe line identification was at stations served by multiple lines.  These stations include:
· Jamaica Station

· Penn Station

· Flatbush Avenue

Team members recorded observations for 33 trains: 21 at Jamaica, six at Penn, and six at Flatbush Avenue.  For these 33 trains, team members recorded 52 announcements: 40 at Jamaica, six at Penn, six at Flatbush Avenue.  At Penn, team members listened for announcements in the waiting area, one level above the platforms.  At Flatbush Avenue, team members listened for announcements near the ticket window, one level above the platforms.  At Jamaica, team members listened at three different locations: on the AirTrain bridge, which is one level above the platforms; at street level (one level below the platforms); and on the platforms.  As described earlier in the reports, at all three stations, announcements are made live voice by station ushers using a PA system.

Table 5.1 – LIRR Route Identification Observations

	Location
	Route Observations
	Announcements
	Audible Route IDs

	
	
	All
	Audible
	Number
	%

	Jamaica
	21
	40
	36
	19
	90%

	Penn
	6
	6
	6
	6
	100%

	Flatbush Avenue
	6
	6
	6
	6
	100%

	Total
	33
	52
	48
	31
	94%


At Penn Station and Flatbush Avenue, all announcements were audible and clear.  At Jamaica, however, announcements were not consistently clear.  When announcements were audible, it appeared that the ushers were following LIRR procedures and making train announcements: at Penn Station and Flatbush Avenue, prior to the trains’ departure; at Jamaica, announcements were made prior to the trains’ arrival, at arrival, and prior to departure.

Attachment I presents detailed data for each observation.

Jamaica Station
Jamaica Station has eight tracks.  Westbound trains (toward Penn, Flatbush Avenue, and Hunterspoint Avenue) generally operate on Tracks 1, 2 and 3.  Eastbound trains (toward the nine branches) generally operate on Tracks 6, 7, and 8.  During the afternoon rush hour, some eastbound trains operate on Tracks 4 and 5.  The eight tracks are served by five passenger platforms:

· Platform A: Tracks 1 and 2

· Platform B: Tracks 2 and 3

· Platform C: Tracks 4 and 5

· Platform D: Tracks 6 and 7

· Platform E: Tracks 7 and 8

In addition, the AirTrain service to JFK airport boards on the level above the five platforms; its elevated platform which is oriented cross-wise to the other platforms is referred to as the “AirTrain bridge.”
In the westbound direction, trains to Penn Station usually use Track 2; Flatbush Avenue, Track 3; and Hunterspoint Avenue, Track 1.  Multiple lines operate on the eastbound tracks.  LIRR tries to assign trains for eastbound lines to particular tracks on a consistent basis (e.g., Huntington trains to Track 7, Ronkonkoma trains to Track 8).  However, track assignments may change in cases of equipment problems, emergencies, or for operational reasons.
The tracks are located one level above ground.  Although there are five elevators providing access to the platforms from Sutphin Boulevard (which runs north-south under the tracks), each platform is also connected directly to Sutphin Boulevard by a flight of stairs.  Each platform is also connected to the AirTrain bridge by one flight of stairs, an escalator, and elevator.  Many customers use the stairs to reach the platforms from the street or proceed by way of the Air Train bridge (one level above the tracks), which connects the station lobby, on the north side of the station, and the AirTrain platform on the south side of the station.  
Train routes and assigned platforms are visually identified on electronic displays in the sidewalk area near the stairs on Sutphin Boulevard and on the AirTrain bridge.  Visual displays next to the stairs for each platform also identify the platform number, the scheduled time for the next train, the route name, and the stops on the route.

The routes, stops, and track assignments are also announced through a PA system, both on the AirTrain bridge and at the Sutphin Boulevard street level entrance.  
Both visual displays of route track assignments and PA announcements of routes, stops, and track assignments are also made within the station building, which is located at ground level on Sutphin Boulevard, north of and abutting the track area.

As noted in Table 5.1, four announcements were inaudible and two routes were not audibly identified at Jamaica Station.  All of these observations were made on the AirTrain bridge where the inaudibility resulted from the noise of diesel locomotives (powering commuter trains) idling below the bridge.  The noise from the locomotives was so loud that the route announcements could not be understood from the bridge.  The announcements are audible in the station lobby, but it takes several minutes to travel from the lobby to the bridge, use the elevator, travel along the bridge, and go back down to the platform, so the noise situation on the bridge presents a problem for people who are between the lobby and the platform.  LIRR staff stated that all stations with AVPS have ambient noise sensing technology designed to automatically vary the volume of announcements in response to ambient noise levels; however, this feature was de-activated at Jamaica Station because the ambient noise from idling diesel engines exceeded the technology’s capabilities.  LIRR made the judgment that attempting to make announcements loud enough to override the ambient noise on the bridge could endanger both the equipment and customer hearing and that the disruption of information by idling engines was of sufficiently short duration that the information could be heard at intervals on the bridge as well as at other locations in the station such as the lobby, the platforms, and along Sutphin Boulevard.
The announcements can usually be heard from the Sutphin Boulevard entrances, but noise from street traffic sometimes drowns out the announcements.  Team members were able to identify the route and platform from the use of multiple announcements for each route.  
Finally, it was often difficult to understand the announcements because of the varied and heavy accents of the ushers.

In the course of observing announcements team members noted that the five platform stairway entrances on Sutphin Boulevard do not have raised letter or Braille signage that identify which platform they lead to.  As a result, there is no means for a person who is blind or who has low vision to readily distinguish one entrance from another.  Section 10.3.1(4) of the ADAAG, which were adopted as regulations by FTA (49 CFR Part 37), requires that key rail stations, such as Jamaica Station, have raised letter and Braille signage at these entrances.

Other Transfer Stations

As discussed in Section 3.1 of this report, in addition to Penn, Flatbush Avenue, and Jamaica stations, there are 10 stations that, because they serve multiple routes or have one route operating from multiple platforms, require route (line) announcements.  The review team assessed the most recent PA field inspection maintenance reports prior to the onsite review for these 10 stations.  PA field inspections took place on May 3, 2007 for the Babylon Station; May 4, 2007 for the Huntington Station; and June 7, 2007 for the remaining stations.  Of the 10 stations reviewed, six were equipped with AVPS and four with the Cardion PA system.

A document entitled Public Address Inspection Procedures (Attachment J) details the steps for inspecting LIRR’s PA systems.

The inspection reports indicated that all audio, speakers, and automated signs were working properly at all 10 stations.

The review team also assessed the Event Log Reports for the PA system for the period July 15 to 21, 2007 for the 10 stations.  The results of the review are presented in Table 5.2.  “Events” represent possible failures in the system.  Although 3 hours passed before one reported failure was reported as having been corrected, LIRR staff said that this failure was related to a power outage at the Long Island Power Authority, and the great majority of the events were corrected in seconds or minutes and were unlikely to have had a perceptible affect on route announcements.

During the week of July 15 through 21, there were three work (maintenance) tickets issued for repairs related to the PA system.  Two were for loss of pre-recorded announcements in AVPS, and one was for loss of power at the Huntington communications hut.  One of the pre-recorded announcements was at the CNOC in Jamaica and the other was at Babylon Station.  All three issues were addressed on the days that the events were reported.  The response times for the announcement issues were less than 5 minutes from the time the event was reported.  The response time for the power issue was 2 hours 20 minutes.  Based on this sample, it appears that LIRR addresses PA system failures that lead to work tickets in a timely way.  There is no significant adverse affect on route announcement performance.
Table 5.2 – Reported PA Events: July 15 to 17, 2007

	Station
	PA Events
	Period of Time to Correct

	
	
	Shortest
	Longest

	Valley Stream 
	88
	1 second
	3 minutes 46 seconds (3:46)

	Master Controller
	15
	3 seconds
	19:39

	Woodside
	6
	1 second
	10:58

	Huntington 
	5
	1 second
	2:53:04

	Hicksville 
	4
	1 second
	1:12:22

	Ronkonkoma 
	4
	1 second
	2:01

	Babylon 
	3
	1 second
	0:07

	Lynbrook 
	3
	1 second
	0:07

	Mineola 
	3
	1 second
	0:07

	Floral Park
	0
	
	

	Hunterspoint Avenue
	0
	
	


5.5 Findings 
Findings Sub-Section C: Route Identification
8. At Penn Station and Flatbush Avenue Station, team members observed 12 departing trains.  All announcements for these trains were audible and clear at the waiting areas where team members made the observations.
9. At Jamaica Station, team members observed 21 trains.  There were 40 announcements for these trains, of which 36 were audible.  Announcements were made but were not audible for two trains when observed from the AirTrain bridge, an elevated waiting area above the tracks.  Those announcements were drowned out by noise from diesel locomotives idling on tracks, one level below the bridge.

10. Train announcements at Jamaica Station can usually be heard from the platform entrances along Sutphin Boulevard, one level below the trains.  Street noise, however, can sometimes drown out the announcements.
11. Train announcements are audible from the indoor lobby of Jamaica Station.  However, it can take several minutes to travel the accessible path from the lobby to the platforms.

12. Partly as a result of the various speech accents of some of the ushers, announcements at Jamaica Station were sometimes difficult to understand.

13. Based on maintenance records of 10 other stations where LIRR is required to make external route announcements, it appears that LIRR maintains the audio visual paging system and PA systems at these stations sufficiently to ensure proper performance of announcements.

14. The five stairway entrances on Sutphin Boulevard to the LIRR platforms do not have raised letter or Braille signage to identify which platforms they lead to.  This makes it difficult for a person who is blind or who has low vision to find the proper stairway and does not comply with Americans with Disabilities Act Accessibility Guidelines (ADAAG), Section 10.3.1(4).

5.6 Recommendations

6. LIRR should consider speech classes for ushers; the objective would not be to eliminate diverse speech accents but simply to improve the clarity of their announcements.

7. LIRR should install Braille and raised letter signage at each of the entrances to the stairways that lead from Sutphin Boulevard to the Jamaica Station platforms.




Figure 1.1 – LIRR System Map








� According to the MTA website, “AirTrain is a light-rail system that links the Howard Beach A and the Sutphin Boulevard E, J, Z subway stations, and LIRR's Jamaica Station directly to JFK.”  AirTrain is operated by the Port Authority of New York and New Jersey.


� During the initial installation, there were some problems (now resolved) with water infiltration at several stations’ audio system hardware.


� More than one methodology exists for evaluating the reliability of station announcements.  For example, LIRR has suggested calculating performance based on the percentage of cars in which announcements were or were not made; with this methodology the percentage of cars in which announcements were made was estimated at 91.1 percent, which agrees generally with the value in Table 4.2.





