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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.  Section 37.71 requires that all buses purchased or leased after August 25, 1990 be readily accessible and usable by people with disabilities.  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.  Sections 37.165 and 37.167 require 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 Washington Metropolitan Area Transit Authority (WMATA), operating in and around Washington, DC.  The review was conducted from August 20 to 23, 2007.  This report summarizes the observations and findings of the on-site review of WMATA’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 of the review team for addressing issues identified also are provided.  WMATA’s April 9, 2008 response to the review findings and recommendations is provided in Attachment A.
2 Background

WMATA was created in 1967 to plan, develop, and operate public transportation in the Washington, DC, metropolitan area.  It began bus operations in 1973 after acquiring four area bus systems.  It began construction of its rail system in 1969 and began rail operations in 1976.  WMATA’s service area is 1,500 square miles with a population of more than 3.5 million.  The government jurisdictions that comprise the service area include:

· District of Columbia

· Montgomery County, MD

· Prince George’s County, MD

· Arlington County, VA

· Fairfax County, VA

· City of Alexandria, VA

· City of Fairfax, VA

· City of Falls Church, VA

WMATA has three primary operating departments: Metrobus, Metrorail, and MetroAccess.  MetroAccess is WMATA’s ADA complementary paratransit service.  Metrorail is WMATA’s rapid rail system and Metrobus is the fixed route bus system and the focus of this review.  In 2007, WMATA’s bus service consisted of 1,487 buses providing more than 50 million bus miles of service for 134 million passenger trips.

The current adult fixed route bus fare is $1.35 for cash with a 45-cent fee for transfers or $1.25 and $0.35 if paid with the SmarTrip fare card.  A reduced bus fare of $0.60 is offered to senior citizens and persons with disabilities.  Children four years of age and younger are charged no fare when traveling with an adult.  The full adult fare for express bus service is $3.10 cash or $3.00 with SmarTrip.  WMATA also offers a one-day Metrobus pass for $3 and free transfers that can be used between buses within a 2 hour period.

Metrobus service is provided under the supervision of WMATA’s Assistant General Manager for Bus Services.  Operations are divided into three areas: bus engineering, bus maintenance, and bus transportation.  Service is operated out of nine operating divisions, a combined operating division and heavy repair shop, and a combined heavy repair shop and training facility:

· Arlington Division

· Four Mile Run Division

· Landover Division

· Montgomery Division

· Northern Division

· Royal Street Division

· Southeastern Division

· Southern Division

· Western Division

· Bladensburg Division and Heavy Repair Shop

· Carmen E. Turner Facility – Heavy Repair Shop and Training Facility

3 Overview of the Review

The review focused on WMATA’s compliance with 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 outlined in the first section of this report.

FTA provided WMATA with written notification of the review on July 2, 2007.  A copy of the notification letter is provided in Attachment B.  This letter requested that WMATA submit certain key service information prior to the on-site visit, including:

· A current fixed route system map

· A complete set of schedules for each fixed route

· Identification of which routes are operated directly and which, if any, are operated by private contractor

· Fixed route bus fleet inventory and division/garage information

· A description of ramp/lift maintenance procedures

· A copy of the current fixed route operators manual

· Copies of notices, bulletins, and memoranda detailing ramp/lift operations and maintenance policies and procedures

· Documentation of ramp/lift operations and lift operations monitoring procedures

· A list of all complaints received by WMATA regarding ramp/lift operations during the past year

The letter also requested that an opening conference be scheduled on Monday, August 20, 2007, and an exit conference be scheduled on Friday, August 24, 2007.  The exit conference was subsequently rescheduled for Thursday, August 23.

Prior to the on-site visit, several advocacy organizations were contacted and asked to identify people with disabilities who use WMATA bus service and might wish to discuss their experiences with the review team.  The team conducted telephone interviews with the three individuals who were identified in this manner. Interviews focused on the experiences of these individuals in using the fixed route bus service.

Planners Collaborative Inc. of Boston, Massachusetts, conducted the review on behalf of FTA.  Don Kidston served as the team leader.  David Chia and David Loutzenheiser assisted with the review.  A schedule of the team’s on-site review activities is provided in Attachment C.

The following individuals participated in the opening conference held at 10 a.m. on Monday, August 20:

	Ellen Bass
	WMATA Office of Inspector General

	Lindy Castillo
	WMATA Customer Relations Department

	Julie Hershorn
	WMATA

	Christian Kent
	WMATA Assistant General Manager, Department of Access Services 

	Davey Kubicek
	WMATA Chief Mechanical Officer

	Rob McFerrom
	WMATA OPAL/OPAS

	Glenn Millis
	WMATA Office of ADA Programs

	Rayann Otto-Anderson
	WMATA ADA Project Officer, Office of ADA Programs

	Shiva Pant
	WMATA Chief of Staff

	Steve Petruccelli
	WMATA Department of Bus Services


	Milo Victoria
	WMATA Assistant General Manager, Department of Bus Services

	Philip Wallace
	WMATA General Superintendent – Office of Bus Maintenance

	Chuck Woodruff
	WMATA Chief Financial Officer

	David Knight
	FTA – Office of Civil Rights

	Jonathon Klein
	FTA– Office of Civil Rights

	Brian Glenn
	FTA– Washington, D.C. Metropolitan Office

	Don Kidston
	Planners Collaborative

	David Chia
	Planners Collaborative

	David Loutzenheiser
	Planners Collaborative


Mr. Jonathan Klein of FTA’s Office of Civil Rights thanked WMATA for its cooperation with the review.  He described the purpose of the review as identifying whether people with disabilities were receiving accessible fixed route services to which they are entitled in accordance with the DOT ADA regulations.  He also noted that it was an objective of the review to offer assistance to WMATA in meeting the ADA requirements, and that the review team was available for that purpose.  Mr. Klein outlined the process that the team would follow for the review, noting that the review team would present preliminary findings at the exit conference on Thursday, August 23.  He explained that the review team and FTA would then prepare a draft report, which would be transmitted to WMATA for review.  Any errors identified by WMATA would be corrected and WMATA’s response letter to the draft report and findings would then be incorporated into a final report.  Mr. Klein noted that the final report with any corrections and WMATA’s initial comments would become a public document in accordance with the Freedom of Information Act.  After issuance of the final report, WMATA would be required to provide quarterly progress reports on advancement of corrective actions for those findings that identify potential for improvement in delivering the ADA required service and those that identify noncompliance with DOT ADA regulations.  Progress reports will continue until FTA has been satisfied that all findings have been adequately addressed and releases WMATA from the requirement for additional reporting.

Mr. Kidston distributed a copy of a review schedule that had been forwarded to WMATA the prior week.  He reviewed the planned on-site activities and meetings.  He noted that the review would focus on the working condition, maintenance, and use of the bus ramps/lifts and wheelchair securement systems.  He explained that observations would be made during the morning pull-out and that vehicle inspection and maintenance records and operator training materials would be reviewed.  He also explained that approximately 10 operators would be interviewed and WMATA’s service monitoring efforts, including the handling of complaints regarding accessible fixed route service, would be reviewed.  He noted that “ride-alongs” with a customer were also planned.

Following the opening conference, the review team met with senior WMATA managers to discuss policies, maintenance and operating procedures, fleet resources, and other issues related to data that WMATA had forwarded in advance.  Later in the day, internal complaint records that related to accessible fixed route service were reviewed.  A team member also met with WMATA managers to review planning and budgeting for bus fleet replacement, facilities, and lift/ramp maintenance.  Another team member met with WMATA managers to review operator training and discipline procedures and review discipline records.

On Tuesday, August 21, the review team members visited the Montgomery, Northern, and Southeastern Divisions to observe the morning pull-out process.  “Pull-out” encompasses the activities of the operators from beginning work to leaving the bus facility with their assigned buses.  The peak time period for WMATA’s morning pull-out was 4 a.m. to 6:30 a.m.  The team specifically observed the cycling of lifts and ramps, as well as made random checks of the wheelchair securement systems.  Following pull-out, team members inspected buses for compliance with DOT ADA design standards.  Later in the day, team members met with garage maintenance staff to review recent vehicle inspection and maintenance records.  Bus operators were also interviewed throughout the day, as they reported for duty or as they completed their work shifts.  The balance of the day was spent organizing and analyzing the information gathered at each of the three divisions.

On Wednesday, August 24, team members visited Arlington, Royal, and Western Divisions.  At each of these sites, team members conducted the same activities as had been conducted the previous day.  In the afternoon, one reviewer rode on three buses with a person who uses a power wheelchair in order to observe the actual provision of service.

The team members spent Thursday morning, August 23, analyzing the information gathered and preparing for the exit conference.  The exit conference took place at 1 p.m. that afternoon.  The following individuals participated in the exit conference:

	Lindy Castillo
	WMATA Customer Relations Department

	Christian Kent
	WMATA Assistant General Manager, Department of Access Services

	Glenn Millis
	WMATA Office of ADA Programs

	Rayann Otto-Anderson
	WMATA ADA Project Officer, Office of ADA Programs

	Helen Lew
	WMATA Inspector General

	Steve Petruccelli
	WMATA Department of Bus Services

	Jack Requa
	WMATA Assistant General Manager for Operations Services

	Philip Wallace
	WMATA General Superintendent – Office of Bus Maintenance

	David Knight
	FTA – Office of Civil Rights

	Jonathon Klein
	FTA – Office of Civil Rights

	Brian Glenn
	FTA– Washington, D.C. Metropolitan Office

	Don Kidston
	Planners Collaborative

	David Chia
	Planners Collaborative

	David Loutzenheiser
	Planners Collaborative


After introductions, Mr. Klein thanked WMATA for its cooperation throughout the visit.  He reviewed the purpose of the review and the schedule for preparation of this report.  

Mr. Kidston then outlined the materials to be covered in the closing conference and the review team presented its observations and preliminary findings.  Mr. Loutzenheiser summarized observations gathered from customer input.  Mr. Chia presented observations of WMATA procedures for use of lifts / ramps, including service monitoring, driver training, and remediation/discipline.  Mr. Kidston reviewed fleet status, maintenance procedures, inventory control, and financial resources related to lifts and ramps.  Mr. Kidston also reported on the results of riding buses with a customer who uses a wheelchair.  Mr. Chia then presented observations from operator interviews.  Mr. Loutzenheiser presented the results of lift/ramp performance from observations of bus pull-outs, noting that more than 90 percent of the lifts/ramps were operational.  Lastly, Mr. Kidston described results of vehicle inspections and the adequacy of the bus fleet, maintenance reporting system, and bus maintenance facilities.

The review team and FTA again thanked WMATA staff for their cooperation during the review.

4 Observations of Lift and Ramp Reliability & Maintenance 

To assess WMATA’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 WMATA 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, ramps, and wheelchair securement use policies and procedures 

· Observed vehicle pull-out and inspection

· Reviewed maintenance procedures and performance

· Reviewed recent bus procurements and current fleet accessibility

· Reviewed availability of resources for lift/ramp operation

Team member observations made during each of these review activities are detailed below.  Copies of the forms used to collect information on site are included in Attachment D.  

4.1 Customer Input

The review team gathered input from WMATA fixed route service customers to assist in identifying any problems with the use of lifts and ramps from the perspective of the customer.  Three methods were used for gathering customer input: review of a complaint on file with FTA, interviews with the three customers suggested by advocacy groups, and review of WMATA’s complaint files.

FTA Complaint

In July 2004, FTA’s Office of Civil Rights received a formal complaint filed by the Washington Lawyers’ Committee for Civil Rights and Urban Affairs on behalf of three individuals and the Disability Rights Council of Greater Washington.  The complaint alleges that WMATA discriminates against individuals with mobility impairments by “failing to properly maintain their bus lifts, properly train their operators on assisting individuals with disabilities and operation of their lifts, and by treating complainants in a hostile and discriminatory manner.”

Mr. Johnson’s complaint concerned inoperable lifts, poor training in operation of the lifts, and discourteous operators.  Mr. Johnson’s complaints relate to service on Metrobus routes 24P and 16.  Route 24P operates in Virginia between Pentagon City and Ballston-MU WMATA Metrorail stations.  Route 16 operates between Pentagon City WMATA Metrorail station and various destinations to the west.  The vehicles he cited are currently assigned to the Landover, Arlington, Southeastern, and Southern Divisions.  Mr. Johnson identified four buses with inoperable lifts that he attempted to use for five different trips.  According to the bus numbers Mr. Johnson provided and WMATA’s fleet roster, the four buses are low-floor buses equipped with ramps.

Ms. Sutton’s complaint regarded buses with no lifts or inoperable lifts, having waits of more than an hour for a bus with an operating lift, operators declining to deploy lifts, and hostile operators.  Ms. Sutton identified encountering problems on Routes D, D1, L, L1, L2, L4, N2, N4, N6, S2, 90, and 96.  All of these routes operate in or through the central area of the District.  Of 46 buses noted in the complaint, 13 appear on WMATA’s current fleet roster.  The other 33 buses appear to have had no lifts and appear to have been retired by WMATA since the 2004 complaint.  The 13 active buses are currently assigned to WMATA’s Arlington, Northern, Southeastern, Southern, and Western Divisions.

Ms. Sweezy’s complaint concerned an operator’s failure to properly secure her wheelchair.

Customer Interviews

The review team conducted three telephone interviews with individuals suggested by advocacy groups who ride or have attempted to ride WMATA’s fixed route buses.  The reviewers also unsuccessfully attempted to contact several other organizations in an effort to identify people who need to use lifts/ramps when riding WMATA buses.
Two of those interviewed indicated that they commonly encountered lift failures.  The riders who were interviewed who rode on a daily basis said that they experienced, on average, one or two failures per week and typically had to wait for the next bus to reach their destination.

The customers who were interviewed also reported that some operators do not stop, especially during rush hour, to serve persons in wheelchairs waiting for the bus.  Those interviewed indicated that some operators stopped to tell the waiting customer that the lift was inoperable but did not attempt to deploy the lift for the customer at the stop.

According to one customer, some operators do not attempt to make space for wheelchair passengers on crowded buses, and decline to extend the lift indicating that there is no room.  An interviewee stated that an operator boarded all ambulatory passengers waiting at a stop, and then told the person who used a wheelchair that there was no room available on the bus.

One interviewee stated that operators do not always secure the wheelchair properly or at all, noting that motorized wheelchairs are particularly difficult to secure.

The slope of the ramp on ramp-equipped buses was an issue for two of those interviewed.  They observed that the slope was too steep on some of the older buses.  They were concerned with the potential for the wheelchair to fall backwards on boarding.  Both interviewees mentioned that the newer buses with ramps had acceptable slopes.

Customer Comments and Complaints Received by WMATA

WMATA has a dedicated Customer Relations Department that handles all complaints.  Approximately 3,500 complaints are received each month. Complaints are received via the following methods:
· Call to Customer Service
· E-mail (csvc@wmata.com)

· On-line form

· Comment card

· Letter

The Customer Service Department operates from 8 a.m. to 5 p.m.  The representative that receives a complaint addresses the problem directly if possible.

All complaints, including complaints related to lift operations, are assigned a case number and entered into the Customer Relationship Management (CRM) system.  If a lift-related complaint identifies a specific bus or operator, it is immediately routed to the appropriate division of either the operations or maintenance department.  Complaints are typically e-mailed to the management staff.
A separate “Executive Complaints” category has been established to address complaints from “high profile” constituents—such as WMATA board members, members of congress, and others deemed to be high profile.  These complaints are referred to the general superintendent at each of WMATA’s 10 operating divisions for resolution.

Each general superintendent oversees all bus operations and maintenance at the division level.  They have overall responsibility for all complaints involving operators or equipment.  If the complaint involves bus operators, the superintendent refers the complaint to the operations supervisor.  If the complaint relates to equipment, the superintendent refers it to the maintenance supervisor.  The supervisors are responsible for addressing each complaint through to resolution.

If applicable and sufficient information is provided, operator complaints are processed in accordance with the WMATA policy for operator discipline (discussed in Section 4.2 under Service Monitoring and Enforcement of Policies and Procedures).  As with responses to complaints, all disciplinary actions are handled at the division level.  Each division is responsible for taking the appropriate corrective action to address the complaint and close it out.

It is WMATA policy to take action on all complaints within five days of receiving the complaint and responding to the complainant.  The Customer Service Department sends out a report approximately once a month to each division on complaints that have not been resolved within 20 days.
Management personnel and select staff in each division are trained to access the CRM data.  One person in operations and one in maintenance at each division is responsible for complaint follow-through in the CRM system.  At the time of the on-site review, documentation of the actions taken to close the complaint varied depending upon the person who entered the information into the CRM system.  As a result, the action taken was not clear in some instances.  WMATA staff said that a new column will be added to the complaint record in the CRM system to identify the action taken for each complaint.
Team members reviewed all complaints on record for the 12-month period from July 2006 to June 2007 (WMATA’s FY 2007) to identify complaints related to lifts and access to buses.  A total of 78 complaints were identified.  Of the 78 complaints, 51 were filed in the first half of the period and 27 were tabulated for the second half of the period.  This is a 53 percent decline in lift-related complaints from the first six months to the second six months of the period reviewed.
The FY 2007 complaints identified problems with inoperable lifts and/or issues with the operator.  A tally of the issues is presented in Table 4.1.  Of the 78 complaints, 17 of the customers were ambulatory and 61 were people who used wheelchairs.  Complaints by ambulatory customers typically concerned operator refusal to use the lift to assist them in boarding.

Table 4.1 –WMATA Complaints for July 2006 to June 2007
	Type of Complaint
	Number of Complaints

	Inoperable lift or other maintenance issue
	25

	Operator issue (poor customer service or unsafe operation)
	57

	Total
	78


Note: total is less than sum because some complaints involve both lift/ramp and operator

To put the complaint volume into proportion, WMATA managers estimate that lifts and ramps are used 12,000 times per month systemwide for boarding and alighting passengers.  Also, the maintenance supervisor at the Northern Division reported only one complaint related to lift equipment in FY 2007.  WMATA managers indicated that lift-related complaints are not among the top areas of complaints systemwide.
4.2 WMATA’s Policies and Procedures Regarding Lifts
This section presents the policies and procedures adopted by WMATA regarding accessibility of the fixed route bus system and the provision of accessible fixed route bus service.  Copies of relevant WMATA policies and procedures are included in Attachment E.

Operator Training 

WMATA has an eight-week training program for all new bus operators, regardless of their prior experience.  This training is provided by the bus training branch of WMATA’s Office of Operations Planning and Administrative Support, located in Landover, MD.  By centralizing initial training, all operators experience the same program.

The first three weeks of training are primarily in the classroom.  Week four focuses on the requirements for obtaining a commercial driver’s license (CDL).  The next four weeks consist mainly of practice driving with an instructor in non-revenue service.  According to WMATA’s Manager of Operations Training, trainees practice cycling the bus lifts on a daily basis.  She also said that, once the operators are working in revenue service, with the relatively high proportion of passengers with disabilities who use the buses, they quickly become accustomed to responding to customer needs.

One module of the classroom training titled “Serving Senior Citizens and Persons with Disabilities,” was developed with the help of WMATA’s Office of ADA Programs.  It includes instruction in various aspects of operator relations with persons with disabilities, general requirements of the ADA, and specific responsibilities of operators—including passenger assistance, stop announcements, lift use, and securement and seat belt use.  The material for this module includes excerpts from WMATA’s Metrobus standard operating procedures.

For the pre-trip inspection, operators are supposed to perform the following tasks:

· Operate the lift for a full cycle

· Fold up the flip bench of the right side

· Check securement belts, clamps, and other equipment

· Check public address system

· Check kneeler

· Test “stop request” button at securement locations

· Check visual customer request display

· Check all international symbols of accessibility and other required signage

· Check wheelchair ID plate on front of bus

Following this list, the training module instructs (in bold face), “Notify Garage Shift Supervisor if any deficiencies exist.”

The training includes instructions for boarding and alighting passengers who use the lift or ramp.  There are separate instructions for standees on lifts.  There are also safety and policy tips for using the lift or ramp and securements:

· Customers may board the lift facing inward or outward, whichever they prefer.

· Customers must permit the use of securements.  If the securement system does not safely secure the device, advise the customer.  It is then the customer’s decision to decide if they wish to ride the bus.

· Customers riding scooters should be advised that riding a secured scooter is not safe and that they should transfer to a seat.  However, customers may not be required to transfer to a seat.

· If the bus is equipped with a shoulder and lap belt assembly as part of the securement system, customers may be offered the use of these safety features but may not be required to wear them.

Regarding the priority seating on buses, the training instructs operators:

· When a customer with a disability boards, point out this seating and recommend that they use it. 

· If there are other customers in these seats, politely request that customers without disabilities give the seat up to the customer with a disability…  

· Note: Although operators should request that customers without disabilities vacate the priority seating, operators may not require customers without disabilities to leave these seats.

WMATA’s Manager of Operations Training also noted that they instruct operators to board passengers who use a wheelchair before all other waiting passengers at a bus stop.

Once an operator begins revenue service work at a division, an instructor from Operations Planning and Administrative Support observes the operator at intervals of 30 days, 60 days, and 90 days.  The instructor prepares a formal written evaluation after each observation.  After 90 days, further training becomes the responsibility of the operator’s division.  The Manager of Operations Training said that by calendar year 2008, WMATA plans to start formal certification for operators on a periodic basis (potentially every two years).  This certification would include both practical and written tests.  The operator would have to pass these tests to remain an operator.

Refresher training for bus operators is the responsibility of each division.  According to the Manager, all divisions are to provide refresher training to their operators at least every two years.  Each division sets the length and topics covered in this training.  Remedial training (for cause) also takes place separately at each division.  Operators can also request special training.

A current limitation on available training at the divisions is that there is only one full-time instructor assigned to each division, regardless of size.  The Manager of Operations Training has proposed that larger divisions have an additional instructor.

Bus Operations

Operators are assigned a vehicle when they report to the dispatcher each day.

On June 12, 2002, WMATA issued Standard Operating Procedure (SOP) 2.18/0 regarding out-of-service wheelchair lift/ramp management.  The SOP provides that:

· When lifts or ramps fail in the bus yard, operators immediately notify the bus maintenance supervisor

· If the ramp or lift cannot be repaired immediately and sufficient buses are available for service, the supervisor is to remove the bus from service

· When lifts or ramps fail in service, operators immediately notify Bus Operations Central Communications (BOCC)

· If a lift or ramp fails in service and there is no replacement bus available, and a person with a disability needs lift service, bus transportation shall provide transportation for the person with an “E&D” van

· BOCC notifies the bus transportation street supervisor and the responsible bus maintenance supervisor.  The bus is removed from service at the earliest practicable time.

· If the bus is needed for service it is to be used in Tripper service only.  [Buses identified for Tripper service are buses awaiting maintenance that are to be used only if needed to cover schedules and may be available for limited hours during the day.]
· Bus maintenance personnel are to initiate a work order for repair within an hour of notification of a lift or ramp failure

· Out of service lifts or ramps shall be documented through the MARS system [vehicle maintenance MIS formerly used by WMATA]

· The bus is to be scheduled for repairs as soon as possible with a goal of completion of repairs within 48 hours of identification of a defect

When the operator identifies the lift as inoperable in the bus yard, in addition to notifying the maintenance supervisor, the operator is to record the lift status on a Bus Operator Pre-Trip Inspection Condition Report (Attachment F).

Each of WMATA’s bus divisions has its own procedure for identifying vehicles available for use in passenger service each day.  At some divisions, the maintenance managers provide the transportation managers with a “hold list” or a list of vehicles unavailable for use in passenger service.  A copy of such a list is included as Attachment G.  The list identifies buses being held and buses that are available as “trippers.”  All buses not included on the list are available for passenger service.  Buses being held are not available for passenger service.  Trippers are available for other than full runs ranging from a single trip to a swing run.  Buses awaiting major repairs or safety repairs are placed on hold.  Buses scheduled for preventive maintenance or charter service are also placed on hold.  Trippers include buses that are available for service for a portion of the day.  These are buses that require maintenance work that can be performed in a relatively short period of time.  The list is prepared by maintenance staff and used by transportation staff to assign buses.  WMATA does not appear to have a procedure in preparing this list to hold buses with inoperable lifts or ramps to ensure that they are only used when no other bus is available and are only used for three days.

WMATA managers indicated that, when the ramp on an Orion II bus is not operating properly, power must be disengaged by a special tool before the ramp can be deployed manually.  To prevent operators from disengaging power inappropriately, WMATA does not provide the tool on the bus, thereby preventing manual deployment of the ramp for this portion of the fleet.  Managers further indicated that the 20 Orion II buses from model years 1999 and 2000 are scheduled for retirement by 2009.

Service Monitoring and Enforcement of Policies and Procedures

WMATA uses its street supervisors and terminal supervisors (located at major bus terminals) to monitor the performance of its operators.  The supervisors observe all aspects of performance, not just lift/ramp use or ADA-related activities.  These supervisors are known to the operators that they are monitoring.  A WMATA manager said that the supervisors “write up violations every day.”

As previously mentioned, at the prompting of customer complaints or requests from “high profile” constituents, supervisors may monitor specific operators with a focus on ADA-related activities.

WMATA may also use recordings from its bus cameras to monitor operators.  This procedure has been negotiated with the unions.  At the time of the on-site review, approximately 650 buses in WMATA’s fixed route fleet were equipped with cameras.  WMATA officials indicated that all future bus procurements will include on-board cameras.

WMATA has discontinued a “secret rider” program that it had used to monitor service.  Secret rider programs are used by many transit agencies to provide comprehensive, anonymous, customer-based observations of service provision.  They can be structured to provide both random sampling of service and observations targeted to problem operators.  They have the advantage of providing anonymous observations, which supervisor observations do not have.  They also have the advantage of random performance measurement.

WMATA has a progressive discipline system for its bus operators.  This system is part of the labor agreement negotiated with the union that represents the bus operators (the discipline agreement is slightly different for one garage—Landover—since the operators at this garage are represented by a different union and have a different contract).  Violations of rules by operators are tracked on a rolling 365-day period, with the following series of potential actions against an operator:

1. Written reprimand

2. Two-day suspension without pay

3. Five-day suspension without pay

4. Dismissal

This four-step process applies to lift and ramp violations, as well as any other acts in direct violation of federal requirements.  For other rule violations, the progressive discipline process has an additional step prior to the written reprimand, a “written caution.”

Some divisions may require remedial training in addition to or in place of progressive discipline.  For example, one division has an operator receive 2.5 hours of refresher training on ADA issues if the operator is not properly testing or using the lift.  As mentioned earlier in this section of the report, policies on remedial training vary at each division.

According to a WMATA manager, WMATA has dismissed operators for ADA-related violations.  WMATA does not, however, have a means of centrally collecting and analyzing data for employee infractions and discipline for issues related to accessibility.
Maintenance and Inventory Control

As noted above in the section on Bus Operations, when operators observe inoperable lifts when cycling the lifts prior to service they are instructed to notify maintenance personnel.  Similarly, when operators encounter inoperable lifts during service, they are to notify bus communications specialists at BOCC, who in turn are to notify bus maintenance supervisors at the appropriate division.  Base maintenance personnel are required to initiate a work order within 1 hour of notification and to remove the bus from service “at the earliest practical time but no later than the beginning of the next day of service.”  Work orders are initiated in the Maxima maintenance software system, which is used to track all aspects of bus maintenance.

In addition to operators’ identification of inoperable lifts, WMATA has a number of other means of identifying inoperable lifts.  Bus lifts are cycled to determine if they are operating properly as part of a monthly survey.  The survey is conducted over a one- or two-day period during the last week of the month.  Service Bulletin 06-B-001, dated August 2, 2006, also instructs maintenance personnel to cycle lifts any time a bus is in the garage for any maintenance.  If a problem with the lift is identified, maintenance personnel are to generate a work order in the Maxima preventive maintenance module and schedule the repair.

According to SOP 1.1/9 (revised on October 12, 2006), WMATA schedules preventive maintenance inspections of accessibility equipment at 42-day and annual intervals.  Preventive maintenance inspections (PMIs) address wheelchair lifts, ramps, and ancillary equipment.  The procedure further specifies the preventive maintenance functions are to be performed by reference to the bus manufacturer’s “Maintenance Manual,” standard practice bulletins, and maintenance directives.  Upon completion, preventive and corrective maintenance is to be reviewed by the supervisor, who then authorizes the vehicle for return to service or removal from service.  Results of maintenance activities are to be documented in Maxima.

Procedures for wheelchair lift and ramp inspections are further detailed in WMATA SOP 1.7/4 (revised on July 1, 2006).  This procedure identifies Maxima as the system used by WMATA to track and schedule periodic maintenance.  It also identifies a “line card” as the tool to guide inspections and report their results.  Separate line cards are provided for lifts and ramps.  Inspection guidelines are provided for lift inspections.  The results of inspections are to be recorded in Maxima.  Supervisors are to perform random in-depth quality control inspections of 5 percent of the active fleet and maintain a record of the inspections on the “Supervisor’s Quality Control Tracking Log.”

According to WMATA maintenance reports for June 2007, 892 of 950 (93.9 percent) of scheduled 42-day lift inspections were performed and 57 of 62 (91.9 percent) of annual inspections were performed.  In general, scheduled PMIs for most vehicles were performed at all facilities except the Southern Division.  At this division, only four of 35 (11.4 percent) of 42-day lift inspections were performed in June 2007.

As of July 17, 2007, WMATA employed 15 experienced wheelchair lift mechanics.  Twelve of these mechanics had more than five years of employment.  Average tenure for the 15 mechanics was 15.9 years.  At least one wheelchair mechanic is assigned each division—with the exception of Landover.  All mechanics are Automotive Service Excellence (ASE) certified.  These mechanics are supported by other mechanics as needed.

WMATA managers also indicated that they are considering including lifts as part of the regular 6,000-mile PMIs.

In addition to periodic maintenance, all buses are scheduled for a major overhaul when they reach seven to seven-and-a-half years of age or log 350,000 miles.  The goal of the overhaul is to extend the bus life to 15 years (with the apparent exception of 20 Orion II buses discussed above).

An inventory of bus parts is tracked through the Maxima system.  Parts inventory is controlled by WMATA’s purchasing department.  As parts are dispensed and inventories fall below minimum thresholds, Maxima automatically generates a reorder request to restore inventories to an appropriate level.  Minimum and maximum thresholds are set with the objective of always having needed parts on hand while minimizing the size and dollar value of the parts inventory.  Spare parts are included in the initial purchase of all buses and are requested from the bus manufacturer as needed to maintain appropriate inventory.  If a manufacturer has discontinued operations, WMATA either purchases the needed parts from a third-party supplier or custom manufactures replacement parts in WMATA’s shops.

The purchasing department purchases parts and receives them at a central warehouse in Landover.  From there, parts are distributed to the bus maintenance department stores at each maintenance facility.  At each maintenance facility, parts are dispensed to maintenance personnel by parts clerks.  As clerks dispense parts, they enter the information into Maxima by keyboard.  Some store operations have moved to more automated systems of parts control such as radio frequency identification technology or bar codes.  In addition to entering parts dispensed, clerks take a daily inventory of parts to reconcile the data in Maxima and confirm parts availability.  The results of the inventory are recorded in a daily count report.

WMATA managers indicated that the Maxima system is not always readily accessible due to problems with the speed of servers and landlines.

Fleet Roster

The WMATA fleet roster as of June 24, 2007 is presented in Table 4.2.  It should be noted that the number of vehicles and variety of vehicle types in the fleet change frequently as new vehicles are activated and older vehicles are assigned to reserve or inactive status or are removed from the fleet.

With respect to the fleet composition, of particular interest is the proportion of the fleet that consists of high-floor buses with lifts for access for people who use wheelchairs or have other mobility impairments compared to the proportion of the fleet that consists of low-floor ramp-equipped vehicles.  The mechanics of ramp deployment are typically much simpler than for lifts.  As a result, bus ramps are far more reliable than lifts.  In addition, when automated ramp operation fails, they can be easily deployed manually.  All newer buses are equipped with ramps and, as of the time of the onsite review, 48 percent of the WMATA fleet is ramp equipped.  In addition, older equipment is generally more subject to problems than newer equipment.  The commonly accepted life of a bus is 12 years—although WMATA has set a target life of 15 years in conjunction with its heavy bus overhaul program.  The average age of WMATA’s active bus fleet is 7.4 years, with 327 buses (22 percent of the fleet) more than 12 years old and 84 of those buses (6 percent of the fleet) more than 15 years old.

WMATA has a Metrobus Revenue Vehicle Fleet Management Plan that addresses its program for bus replacement.

Table 4.3 summarizes the assignment of buses to WMATA’s bus facilities.  The table identifies the proportion of buses that are lift-equipped or ramp-equipped and the mean age of the buses at each facility.  As indicated in the Table 4.3, older buses are assigned to Royal (14.6 years average age) and Arlington (12.5 years).  Lift-equipped buses are concentrated at Royal, Arlington, Northern, and Southeastern
.  More lift equipment problems can be expected from buses at these facilities than at others such as Four Mile Run, with an average bus age of 1.9 years and a fleet that is 97 percent ramp equipped.  The Four Mile Run facility is designed to serve WMATA’s newer compressed natural gas (CNG) vehicles.

Table 4.2 – WMATA Fleet Roster: June 24, 2007

	Year
	Make 
	Model
	Fleet Status
	Length (ft)
	Veh ID
	Vehicle Access
	Audio Announcements

	
	
	
	Active
	Reserve
	Inactive
	
	
	Lift 
	Ramp
	Automatic Annunciator
	PA

	1990
	Flxible
	40102-6C
	72
	32
	
	40
	9301-9413
	72
	
	
	38

	1990
	Flxible
	35102-6C
	12
	
	
	15
	9481-9498
	12
	
	
	12

	1992
	BIA
	Orion 05.501
	20
	39
	
	40
	9602-9660
	20
	
	
	20

	1993
	Flxible
	40102-6CE
	85
	
	
	40
	9701-9785
	85
	
	
	85

	1994
	Flxible
	40102-4D (50)
	103
	
	
	40
	4001-4104
	103
	
	
	103

	1994
	Flxible
	40102-6C
	18
	
	
	40
	9801-9818
	18
	
	
	18

	1994
	Flxible
	40102-4D (50)
	17
	
	
	40
	9819-9835
	17
	
	
	17

	1995
	Ikarus
	436-06
	41
	
	
	60
	5202-5245
	41
	
	
	41

	1997
	Orion
	Orion 05.505
	51
	
	
	30
	3900-3950
	51
	
	51
	

	1997
	Orion
	Orion 05.501
	212
	
	
	40
	4200-4412
	212
	
	212
	

	1999
	Orion
	Orion 02.501
	18
	
	22
	26
	3701-3740
	
	18
	18
	

	1999
	Orion
	Orion 02.501
	2
	
	
	26
	3741-3742
	
	2
	2
	

	2000
	Orion
	Orion 06.501
	96
	
	4
	40
	2000-2099
	
	96
	96
	

	2000
	Orion
	Orion 05.501
	131
	
	1
	40
	2100-2231
	131
	
	131
	

	2001
	N Flyer
	C40LF
	100
	
	
	40
	2300-2399
	
	100
	100
	

	2002
	N Flyer
	C40LF
	59
	
	
	40
	2401-2459
	
	59
	59
	

	2002
	N Flyer
	C40LF
	5
	
	
	40
	2460-2464
	
	5
	5
	

	2003
	Thomas
	SLF230
	4
	
	
	30
	3951-3954
	
	4
	4
	

	2003
	Neoplan
	AN460
	20
	
	1
	60
	5301-5321
	20
	
	20
	

	2005
	Orion
	Orion 07.501
	115
	
	
	40
	2501-2615
	
	115
	115
	

	2005
	Orion
	Orion 07.503
	70
	
	
	40
	2616-2685
	
	70
	70
	

	2005
	Orion
	Orion 07.501
	30
	
	
	40
	2701-2730
	
	30
	30
	

	2005
	Orion
	Orion 07.503
	35
	
	
	30
	3001-3035
	
	35
	35
	

	2006
	N Flyer
	DE40LF
	39
	
	
	40
	6001-6039
	
	39
	39
	

	2006
	N Flyer
	DE40LFR
	11
	
	
	40
	6040-6050
	
	11
	11
	

	2006
	N Flyer
	D40LFR
	104
	
	1
	40.9
	6101-6205
	
	104
	104
	

	2006
	N Flyer
	D40LFR
	12
	
	
	40.9
	6206-6217
	
	12
	12
	

	2007
	N Flyer
	C40LFR
	25
	
	
	40.9
	2801-2825
	
	25
	25
	

	2007
	Chevy
	C550
	6
	
	
	26
	C005-C010
	6
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	

	Totals
	
	
	1,513
	71
	29
	
	
	788
	725
	1,139
	334

	Average Age
	7.4 Years
	 
	% of Active Fleet
	52%
	48%
	75%
	22%


Table 4.3 – Division Assignment of Buses

	Assigned Facility
	Fleet Status
	Vehicle Access
	Audio Announcements

	Avg. Age
	Active
	Reserve
	Inactive
	Lift 
	Ramp 
	Annunciator
	PA

	Arlington

	12.5
	       90 
	            5 
	          -   
	          86 
	            4 
	          30 
	          54 

	 
	96%
	4%
	33%
	60%

	Bladensburg

	5.2
	     253 
	          -   
	          -   
	          23 
	        230 
	        230 
	          23 

	 
	9%
	91%
	91%
	9%

	Four Mile Run

	1.9
	     220 
	          -   
	          -   
	            6 
	        214 
	        214 
	          -   

	 
	3%
	97%
	97%
	0%

	Landover

	7.5
	     173 
	          -   
	            4 
	          77 
	          96 
	        116 
	          57 

	 
	45%
	55%
	67%
	33%

	Montgomery

	7.4
	     170 
	          -   
	          -   
	          74 
	          96 
	        100 
	          63 

	 
	44%
	56%
	59%
	37%

	Northern

	9.5
	      178 
	          -   
	            2 
	        178 
	          -   
	        136 
	          38 

	 
	100%
	0%
	76%
	21%

	Royal
	
	
	
	
	
	

	14.6
	        77 
	          -   
	          -   
	          77 
	          -   
	          24 
	          10 

	 
	100%
	0%
	31%
	13%

	Southern

	8.2
	      105 
	          -   
	            1 
	          66 
	          39 
	          52 
	          51 

	 
	63%
	37%
	50%
	49%

	Southeastern

	9.0
	      111 
	          -   
	          -   
	        111 
	          -   
	        108 
	          -   

	 
	100%
	0%
	97%
	0%

	Western

	8.5
	      136 
	          -   
	          22 
	          90 
	          46 
	        129 
	          -   

	 
	66%
	34%
	95%
	0%


Budget and Resources

WMATA’s operating and capital expenditures are financed separately.  Capital expenditures include vehicles, facilities, and other equipment such as maintenance equipment, computers, and telephone systems.

The WMATA budget process begins in August/September of the previous fiscal year.  In October, the WMATA Budget Office reviews departmental budgets and makes adjustments.  In December, the WMATA budgets are finalized, and in January, the budgets are presented to the WMATA Board of Directors for approval.

Table 4.4 presents the operating budgets for WMATA’s Metrobus service compared to the total budget for all three services (Metrobus, Metrorail, and MetroAccess) for the past three years.  As indicated in the table, the overall operating budget has increased by about 4 or 5 percent per year while the Metrobus budget has increased by about 6 or 7 percent.  Financial support for Metrobus operations does not appear to limit provision of accessible bus service.

Table 4.4 – WMATA Operating Budget in Millions
	Year
	FY 2006
	FY 2007
	FY 2008

	Total WMATA Budget

	Amount 
	$1,076.20 
	$1,132.30 
	$1,181.20 

	Change
	
	5.2%
	4.3%

	Metrobus Budget 

	Amount 
	$398.80 
	$427.70 
	$452.80 

	Change
	
	7.2%
	5.9%


During the year, service costs are monitored on a monthly basis.  According to WMATA managers, budget overruns for items such as parts are not a limitation to maintenance.  If parts are needed, they are purchased and overruns are offset by underruns in other maintenance budgets.  

WMATA’s capital program has two major elements that can affect bus accessibility: programs for bus purchases and bus maintenance facilities programs.  As described earlier, 52 percent of the WMATA bus fleet is equipped with lifts and 48 percent with ramps.  Of the active fleet, 327 buses (22 percent) are more than 12 years old; 84 buses (6 percent) are more than 15 years old.  Older lift-equipped vehicles can contribute to the number of buses that are temporarily inaccessible owing to equipment problems.  WMATA’s Metrobus Revenue Vehicle Fleet Management Plan presents plans for bus fleet replacement and expansion.  The plan calls for replacement of 100 buses a year from 2008 through 2011.  The plan also provides for purchase of additional buses to offset reduced capacity (fewer seats) of the newer buses and accommodate projected ridership increases.  WMATA plans to purchase low-floor ramp-equipped buses with kneelers in all future procurements. All bus procurements include a supply of major parts that are delivered to WMATA as needed for vehicle maintenance.  WMATA’s five-year capital program was scheduled for submittal to the Board of Directors for approval in September 2007.  Implementation of the plan should improve reliability of lift/ramp operation through regular replacement of older lift-equipped buses with newer ramp-equipped vehicles.

The Metrobus Revenue Vehicle Fleet Management Plan notes that with the exception of the Landover and Montgomery garages, WMATA’s garages are at or near their practical capacity.  The report further indicates that in some service areas with fleet expansion the garages will exceed their capacity by 2011.  To address the capacity needs, the Fleet Management Plan recommends:

· Replacement of the Arlington Garage with a West Ox Garage in 2009 (this new garage has capacity for future expansion from 100 buses to 300 buses)

· Relocation of the heavy maintenance shop from Bladensburg to the Carmen E. Turner facility

· Relocation of employee parking at the Southern Division to an off-site location

· Modifications of the Landover and Montgomery garages to accommodate articulated buses

· Future relocation of the Southeastern Garage to a new 250-bus facility in Anacostia

· Potential replacement of the Royal Street Garage

4.3 Review Team Observations

In addition to interviewing riders and examining WMATA’s policies and procedures, the review team observed service firsthand, reviewed WMATA’s internal records, and conducted further interviews as follows:

· Conducted a “ride-along” with a customer who uses a wheelchair

· Interviewed bus operators

· Observed pull-out and vehicle accessibility equipment

· Reviewed maintenance records and dispatch logs

· Reviewed fleet availability records and related resource considerations

· Inspected a sample of different types of fixed route buses purchased by WMATA for compliance with ADA vehicle design (Part 38) standards

· Reviewed resources and budget

The remainder of this section of the report summarizes these observations.

In-Service “Ride-Along”

As part of the review, a team member arranged to meet with a local customer who uses lifts or ramps to access WMATA buses.  Three rides were observed on Wednesday, August 22.  The rider used a power wheelchair which was of a size and weight that fit DOT’s definition of a “common wheelchair.”  The reviewer recorded whether the boarding and alighting processes were successful, if the lifts/ramps were operable, and whether the operators properly secured the rider’s wheelchair.  Two of the vehicles were equipped with lifts and one was equipped with a ramp.

The ride-along resulted in the following observations:

· Out of three boarding attempts, all three resulted in completed trips. There were two observations of operators who passed the customer.  In both cases, the buses that failed to stop were the lead of two buses that were operating closely together on a route.  The lead bus passed the stop, leaving the passengers to board the trailing bus.  This is common practice when the lead bus of buses operating closely together is behind schedule.

· Each operator boarded the customer who was using the wheelchair before other customers.  One operator specifically requested other waiting passengers at a crowded stop to wait until the customer who was using the wheelchair boarded the vehicle.

· The operators seem to be knowledgeable in operating the lift, provided assistance to the customer, and were courteous.

· None of the operators offered assistance in securing the motorized wheelchair.  One operator asked the customer if he was secure before moving the bus.

· On Route 96, a bus stop that appeared to have been newly built is located at mid-block at a “T” intersection.  There was no curb ramp connecting the bus stop to the intersecting street across the intersection.  As a result, the customer had to speed to the end of the block to a curb ramp and back to the mid-block bus stop to catch the waiting bus.

Bus Operator Interviews

The review team interviewed 20 WMATA operators at the six divisions that team members visited.  The purpose of these interviews was to gain a sense of the operators’ understanding of their responsibilities regarding the use of lifts and ramps and passenger securements.  These interviews also provided the operators’ perspectives on the support they received in providing service to customers with disabilities, including training and the performance of equipment needed to serve customers who have disabilities.  The interview form used by the team members is presented in Attachment D.

Team members interviewed between three and five operators at each of the six divisions visited.  All 20 operators were full-time WMATA employees.  Tenure of those interviewed as WMATA operators ranged from nine months to 31 years, with a median of six years.

All had experience with lift-equipped buses, while eight of them also used ramp-equipped buses.  Most operators said they received adequate training on the use of lifts and securement systems.  Operator ratings of training ranged from “okay” to “excellent.”  Two operators raised the concern that they did not receive training on all models of buses used by WMATA.  Operator opinion and understanding of refresher training varied considerably.  Two operators (who had been driving for more than a year) said that they received no refresher training.  Another operator said that he has not had refresher training since the 1990s.  Other operators said that they had annual refresher training; three operators said they had it every two years; another said every three to four years.  Most said that this training includes lift and securement training, but one specifically said that refresher training did not cover lifts and ramps.

The frequency that operators transported passengers who used wheelchairs varied from three per day to one in three months.  A majority said that they transported at least one user of a wheelchair per day, on average.

Most of the operators said that they cycled their lifts during pre-trip vehicle inspections.  But one operator, however, said that he does not test the lift if he is late.  Another operator said he knows that he is supposed to cycle the lift but does not always do it.  A third operator said that he “only turns on the power.  They don’t give enough time,” and that his supervisor knows that he does not cycle the lift.

All of the operators knew that they were supposed to inform the yard mechanic if the lift did not work during the pre-trip inspection.  All would request another bus, but seven of them said that they have had to pull out with a bus with an operable lift.

If the lift became inoperable while the bus was in service, all operators knew they were to call WMATA’s Bus Operations Central Communications (BOCC).  They knew to wait for instructions.  Some operators said that a supervisor and/or mechanic would come out with a replacement bus.  Four operators said that sometimes they would bring an accessible van to pick up the passenger who needed the lift.

The operators had different practices
 for what to tell a waiting wheelchair user when operating a bus with an inoperable lift.  One operator said that he would call BOCC to find out when the next bus would arrive.  Others would say that the next bus was coming in 10 to 20 minutes, then leave.  One driver said that he would offer to call BOCC to request an accessible van. 

The operators said that they try to deploy the lift on the sidewalk, subject to safety conditions.  Some said that the sidewalk is sometimes too narrow.  One operator complained that vehicles parked at bus stops often block access to the sidewalk.  One operator said that he can usually pull his bus to the curb a third of the time.  When he has to deploy the lift on the street, he also assists the passenger to the sidewalk.

Most operators said that they offered to help passengers secure their chairs, attach seat belts, or carry bags into the bus; one operator said that he would place the passenger’s fare into the fare box.  Three operators, however, said that they did not offer assistance unless the passenger asked.  A majority of operators also noted that passengers “can help themselves” and know how to ride the bus.  Operators said that most passengers did not want to use the seat belts.  Operators did cite some problems with securing scooters.  Several operators had problems finding the proper place on the scooters to clamp to the bus.  Most operators ask the passenger to lock the wheels.  One operator said that he does not secure scooters
.  

Nearly all operators said that they had no problems with passengers moving from priority seating to allow room for a passenger who uses a wheelchair.  Most said that once they explain the situation, passengers move.  One operator said that he does not move the bus until the seated passenger vacates the seat.

When asked if they had other comments, two operators said that they would prefer to have ramp-equipped buses.  Two other operators said that maintenance and reliability of the lifts had improved.

Pull-out and Condition of Accessibility Equipment

On Tuesday and Wednesday, August 21 and 22, the review team observed the morning pull-out of 138 vehicles at six of WMATA’s 10 divisions.  The six divisions that were selected are generally those that have a higher average fleet age and a larger proportion of lift-equipped vehicles.  The selection of the six divisions was intentionally skewed to identify potential problems with lift/ramp operation.  Accordingly, it is reasonable to expect that the observations of performance presented below will be worse than those that would result from a random selection of six of WMATA’s 10 bus divisions.

On Tuesday, August 21, observations were made at the Montgomery, Northern, and Southeastern Divisions.  On Wednesday, August 22, observations were made at the Western, Royal, and Arlington Divisions.  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 accessible equipment.

At some divisions, the starter (the supervisor who assigns vehicles to the operators at each garage) actively intercepted operators and instructed them to cycle their lifts prior to pull-out.  It appeared that many operators would not have cycled their lifts before pull-out without the proactive intervention of the starter.  In addition, at some facilities there was little room in the parking area for operators to cycle the bus lift without obstructing traffic.  With this space limitation and the active intervention of some starters, 126 out of 138 operators were observed cycling the lifts or ramps. It would appear that the proportion of lifts cycled during the review team observations was greater than it would be on a typical weekday.  Other practices and vehicle features that review team members looked for during the morning pull-out included:

· Operation of lift/ramp

· 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” button functional 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 D.

Table 4.5 provides 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 WMATA Pull-out Observations, August 21 and 22, 2007
	Observation
	Yes
	No
	Total Observations
	% Functional

	Lift/Ramp Works
	120
	6
	126
	95%

	Securements Work
	11
	0
	11
	100%

	Restraints Work
	23
	4
	27
	85%

	Securements and Restraints Clean
	33
	39
	72
	46%

	Operator Familiar with Equipment
	108
	4
	112
	96%

	PA System Functional
	1
	4
	5
	20%

	Destination Signs Work
	125
	6
	131
	95%


As shown in Table 4.5, the lifts/ramps operated properly on 95 percent of the buses for which review team members observed testing (120 of 126).  For all six buses with the non-operating lifts, the buses were withheld from service for repair.  In some cases, the buses were repaired and available for service later that same day.  Reviewers also observed 12 operators who did not cycle the lifts at pull-out.

Most operators did not check the securements or restraints.  However, a number of operators flipped the seats at the wheelchair position during pull-out.  Approximately half of the securements and restraints observed were quite dirty.

The destination signs worked on 95 percent of the vehicles observed.  One bus with an inoperable destination sign already had a paper sign in the window indicating the route.

Out of 125 buses for which review team members observed the cycling of the lift or ramp, 12 were equipped with ramps and 113 equipped with lifts.
Table 4.6 shows the operation of lifts/ramps for each type of vehicle observed by the review team. WMATA has a significant number of older vehicles over 12 years of age, including 30 vehicles where team members observed lift cycling.  Three of those vehicles had lift failures.

These observations compare with lift inspections reported by WMATA as follows.  WMATA reported 18 inoperable lifts out of 1,453 buses in a June 2007 report for 98.7 percent operating lifts.  In its Customer Environment Survey, WMATA reported performance that is almost identical to that observed by the review team.  For the second quarter of FY 2007 and for FY 2007 year to date, WMATA reported functional lifts at 95.0 percent and 95.2 percent, respectively.  Results for the fourth quarter for the years FY 2003 through 2006 were as follows:

Table 4.6 – Operation of Lift/Ramp by Vehicle Type
	Vehicle Type and Year
	Total Observations
	Operational
	% Operational

	Flxible 1990
	22
	19
	86%

	Orion 1992
	11
	11
	100%

	Flxible 1995
	9
	8
	89%

	Ikarus 1995
	2
	2
	100%

	Orion 1998/99
	38
	38
	100%

	Orion 1999/00 (ramp)
	10
	10
	100%

	Orion 2000
	31
	29
	94%

	Neoplan 2002
	1
	1
	100%

	New Flyer 2006 (ramp)
	1
	1
	100%

	Total
	125
	119
	95%


· FY 2003: 92.2 percent

· FY 2004: 85.3 percent

· FY 2005: 100.0 percent

· FY 2006: 98.8 percent

According to WMATA, the Customer Environment Survey is a customer-based survey that includes observations on more than 290 bus routes each calendar quarter.

Use of Buses with Inoperable Lifts

The DOT ADA regulations (49 CFR §37.163(a)) require that transit agencies keep accessibility features of transit services, particularly lifts and by implication ramps, in “operative condition.”  Additionally, 49 CFR §37.163(d) requires transit agencies to take vehicles with inoperative lifts (and implicitly inoperable ramps as well) out of service when discovered to be inoperative and to repair lifts/ramps before returning vehicles to service.  DOT regulations (49 CFR §37.163(e)) also state that when there is no spare vehicle to replace a vehicle that has an inoperative lift, “the public entity may keep the vehicle in service with an inoperable lift for no more than . . . 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.”

The review team examined WMATA’s inspection and maintenance records for lifts and ramps to identify inoperable lifts and to track lift repairs from identification to completion to determine if WMATA was complying with these regulations. As previously discussed, based on operator interviews and pull-out observations, it appears that operators are not always cycling lifts during pre-trip inspections.  As a result, there may be a lag in reporting inoperable lifts between the identification of the problem while the bus is in service and the reporting of the problem.  Any such lag would not be reflected in this review, which could therefore underestimate the length of time a bus with an inoperable lift is in service.

The records review focused on the last week of June 2007 (June 24 through June 30), but also includes all 62 WMATA lift-related road calls during June 2007.  Some related records ranged in time from June 7 to August 21.  So while focused on the last week of June, the review was not limited to this specific period.  Records reviewed to identify inoperable ramps and lifts included customer complaints, service interruption logs, and wheelchair inspection line cards.  To identify vehicle use and period of repair, reviewers examined hold lists, daily vehicle assignment reports, and work order data from Maxima.

The review resulted in observations of 107 records identifying inoperable lifts or ramps.  These records identified 89 individual vehicles (i.e., there were multiple records for some of the vehicles).  In a number of instances, a vehicle lift problem was identified on consecutive days or at close intervals for the same vehicle, resulting in more than one record for the vehicle.  This may indicate that the problem was intermittent in nature and, as a result, was not diagnosed on the report of a problem.  While such occurrences may be difficult to avoid, they can result in buses with inoperable lifts being used in service for days before initiation of a work order.  Table 4.7 summarizes the review team’s analysis.

Table 4.7 – In-Service Use of Buses with Inoperable Lifts
	
	
	Number
	%

	Observations of inoperable lifts
	
	107
	

	Number of Separate Vehicles in the Above Observations
	
	89
	

	Repair Records Observed
	
	45
	

	Repair Period
	Average Days
	4.7
	

	
	> 3 Days
	11
	24.4%

	In Service Use Observations
	
	39
	

	
	Bus not used until lift repaired
	26
	66.7%

	
	Bus used pending repair
	13
	33.3%

	
	Used more than 3 Days
	3
	7.7%


The reviewers were able to identify repair records for 45 of the 89 buses.  For these 45 buses, lifts were repaired in an average of 4.7 days with 11 (24.4 percent) of the repairs taking more than three days.  WMATA was not able to provide repair records for the other 44 buses.
For 39 of these 45 buses the review team was able to identify records indicating whether the vehicle was or was not used in passenger service.  Of those 39 buses, 13 (33.3 percent) were used in service.  Of the 13 buses used in service, three were used in service for more than three days (7.7 percent of the 39 records).  These three lift-equipped buses were used for four, five, and six days from the time the lift was reported as inoperable until the time it was repaired.  Two of the buses operated from the Western Division and the other from the Southeast Division.

Vehicle Inspections

As part of its review, the review team looked at sample vehicles for 13 of the 17 bus models in WMATA’s active bus fleet.  The vehicles inspected and the date of the inspections and the division to which the vehicles were assigned 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.  It should be noted that vehicles manufactured in 1990 predate the effective date of the regulations used for the inspection.

The components addressed in the bus inspections included:

· Lift or ramp

· Securement area

· Other vehicle 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 D).  Following are observations from these inspections.

Flxible 40102-6C – This bus predates the ADA requirements

· The lift was inoperable (49 CFR §38.23(a); 49 CFR §37.161(a))

· There was no sign identifying the securement area to be used by persons who use wheelchairs or other mobility aids (49 CFR §38.27(b))

· The seats designated as priority seats for persons with disabilities are side facing.  The regulations require that at least one such set of seats be forward facing (49 CFR §38.27(a))

· There is no stop request control adjacent to the securement location (49 CFR §38.37(a))

Flxible 31052-6C – This bus predates the ADA requirements

· The seats designated as priority seats for persons with disabilities are side facing.  The regulations require that at least one such set of seats be forward facing (49 CFR §38.27(a))

Orion 05.501

· There was no sign identifying the securement area to be used by persons who use wheelchairs or other mobility aids (49 CFR §38.27(b))

· There was no shoulder harness for the wheelchair securement positions (49 CFR §38.23(d)(7))

· There was no sign identifying seats designated as priority seats for persons with disabilities.  The regulations require that at least one such set of seats be identified by a sign (49 CFR §38.27(a))

Table 4.8 – WMATA Bus Inspection Schedule
	Year
	Make
	Model
	Length (ft)
	Date
	Veh ID
	Division

	1990*
	Flxible
	40102-6C
	40
	8/21/2007
	9329
	Southeastern

	1990*
	Flxible
	35102-6C
	15
	8/22/2007
	9490
	Arlington

	1992
	BIA
	Orion 05.501
	40
	8/22/2007
	9617
	Royal

	1993
	Flxible
	40102-6CE
	40
	8/21/2007
	9754
	Northern

	1994
	Flxible
	40102-4D (50)
	40
	8/21/2007
	4104
	Montgomery

	1994
	Flxible
	40102-4D (50)
	40
	8/22/2007
	4076
	Arlington

	1994
	Flxible
	40102-6C
	40
	Not Insp.
	9801-9818
	

	1994
	Flxible
	40102-4D (50)
	40
	Not Insp.
	9819-9835
	

	1995
	Ikarus
	436-06
	60
	8/21/2007
	5222
	Northern

	1997
	Orion
	Orion 05.505
	30
	Not Insp.
	3940
	Southeastern

	1997
	Orion
	Orion 05.501
	40
	8/22/2007
	4372
	Royal

	1999
	Orion
	Orion 02.501
	26
	8/22/2007
	3714
	Western

	1999
	Orion
	Orion 02.501
	26
	Not Insp.
	3741-3742
	

	2000
	Orion
	Orion 06.501
	40
	8/22/2007
	2063
	Western

	2000
	Orion
	Orion 05.501
	40
	8/21/2007
	2160
	Southeastern

	2001
	New Flyer
	C40LF
	40
	Not Insp.
	2300-2399
	

	2002
	New Flyer
	C40LF
	40
	Not Insp.
	2401-2459
	

	2002
	New Flyer
	C40LF
	40
	Not Insp.
	2460-2464
	

	2003
	Thomas
	SLF230
	30
	8/22/2007
	3951
	Arlington

	2003
	Neoplan
	AN460
	60
	8/21/2007
	5308
	Northern

	2005
	Orion
	Orion 07.501
	40
	Not Insp.
	2501-2615
	

	2005
	Orion
	Orion 07.503
	40
	Not Insp.
	2616-2685
	

	2005
	Orion
	Orion 07.501
	40
	Not Insp.
	2701-2730
	

	2005
	Orion
	Orion 07.503
	30
	Not Insp.
	3001-3035
	

	2006
	New Flyer
	DE40LF
	40
	Not Insp.
	6001-6039
	

	2006
	New Flyer
	DE40LFR
	40
	Not Insp.
	6040-6050
	

	2006
	New Flyer
	D40LFR
	40.9
	8/21/2007
	6189
	Montgomery

	2006
	New Flyer
	D40LFR
	40.9
	Not Insp.
	6206-6217
	

	2007
	New Flyer
	C40LFR
	40.9
	Not Insp.
	2801-2825
	

	2007
	Chevy
	C550
	26
	Not Insp.
	C005-C010
	


* Pre-ADA

The components addressed in the bus inspections included:

· Lift or ramp

· Securement area

· Other vehicle 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 D).  Following are observations from these inspections.

Flxible 40102-6CE

· There was no shoulder harness for the wheelchair securement positions (49 CFR §38.23(d)(7))

· The vertical clearance from the raised lift platform to the top of the door was 65 inches.  The regulations require that it be at least 68 inches (49 CFR §38.25(c))
· There was no sign identifying seats designated as priority seats for persons with disabilities.  The regulations require that at least one such set of seats be identified by a sign (49 CFR §38.27(a))

Flxible 40102-4D

· The seats designated as priority seats for persons with disabilities are side facing.  The regulations require that at least one such set of seats be forward facing (49 CFR §38.27(a))

Ikarus 426-06

· The grasping surface on the handrail of the lift is mounted 50 inches above the lift platform.  The regulations require that the handrail be 30 to 38 inches above the platform surface (49 CFR §38.23(b)(13))

· There was no sign identifying seats designated as priority seats for persons with disabilities.  The regulations require that at least one such set of seats be identified by a sign (49 CFR §38.27(a))

Orion 05.505

· There was no sign identifying the securement area to be used by persons who use wheelchairs or other mobility aids (49 CFR §38.27(b))

· The seats designated as priority seats for persons with disabilities are side facing.  The regulations require that at least one such set of seats be forward facing (49 CFR §38.27(a))

Orion 05.501 – 1997

· The vertical clearance from the raised lift platform to the top of the door was 65 inches.  The regulations require that it be at least 68 inches (49 CFR §38.25(c))
· There was no sign identifying seats designated as priority seats for persons with disabilities are side facing.  The regulations require that at least one such set of seats be identified by a sign (49 CFR §38.27(a))

Orion 02.501

· The seat belts were observed to be filthy.  The regulations require that features required to make the vehicle accessible and usable be maintained in operable condition (49 CFR §37.161(a))

Orion 06.501

· There was no sign identifying the securement area to be used by persons who use wheelchairs or other mobility aids (49 CFR §38.27(b))

· The seats designated as priority seats for persons with disabilities are side facing.  The regulations require that at least one such set of seats be forward facing (49 CFR §38.27(a))

Orion 05.501 – 2000

· The seats designated as priority seats for persons with disabilities are side facing.  The regulations require that at least one such set of seats be forward facing (49 CFR §38.27(a))

Thomas SLF230

· The seats designated as priority seats for persons with disabilities are side facing.  The regulations require that at least one such set of seats be forward facing (49 CFR §38.27(a))

Neoplan AN460

· There was no sign identifying seats designated as priority seats for persons with disabilities.  The regulations require that at least one such set of seats be identified by a sign (49 CFR §38.27(a))

New Flyer D40LFR

· The seats designated as priority seats for persons with disabilities are side facing.  The regulations require that at least one such set of seats be forward facing (49 CFR §38.27(a))

As indicated above, the common problems observed were: the priority seating was side facing on many of the vehicle models; signs designating priority seating and securement areas were often missing; and the vertical clearance from the lift platform to the top of door was inadequate on a number of vehicle models
.

Team members reviewed WMATA’s “Technical Specifications for Low Floor Transit Buses” as reissued on January 22, 2007.  The specifications do not appear to clearly require that one set of priority seating be forward facing as required by the DOT ADA regulations (49 CFR §38.27(a)).  Requirements for signs identifying securement areas and priority seating are included in WMATA’s specifications.
Budget and Resources

As described earlier, 52 percent of the WMATA bus fleet is equipped with lifts. Of the active fleet of 1,513 buses, 327 vehicles (22 percent) are more than 12 years old and 84 (6 percent) are more than 15 years old.  Older lift-equipped vehicles can significantly increase the number of buses that are inaccessible.  WMATA’s Metrobus Revenue Vehicle Fleet Management Plan presents plans for bus fleet replacement and expansion.  The plan calls for replacement of 100 buses a year from 2008 through 2011.  The plan also provides for purchase of additional buses to offset reduced capacity of the newer buses and accommodate projected ridership increases.  WMATA plans to purchase exclusively low-floor ramp-equipped buses with kneelers in all future procurements. All bus procurements include a supply of major parts that are delivered to WMATA as needed for vehicle maintenance.  WMATA’s five-year capital program was scheduled for submittal to the Board of Directors for approval in September 2007.  Implementation of the plan should improve reliability of lift/ramp operation through regular replacement of older lift-equipped buses with newer ramp-equipped vehicles.

Similarly, WMATA plans to expand the capacity of its maintenance facilities.  The review team observed lack of space to be a significant impediment to lift and ramp cycling at some facilities.  WMATA’s facility expansion program by itself may adequately address the space needed for pre-trip inspections.  To assure adequacy of room for this important function, WMATA may want to consider designating areas near the bus exits from the yard for pre-trip inspections.  At such central locations, the inspections can be supervised by transportation supervisors.

Team members also observed limitations to the use of the Maxima maintenance system resulting from very slow system access.  WMATA managers indicated that this is a result of slow servers and landlines connecting their workstations to the servers.  WMATA should address these systems issues so that the Maxima system can be effectively used by all maintenance personnel who are dependent on the system.

Other than these issues, WMATA’s resources and budget process do not appear to limit bus accessibility.  WMATA appears to support bus accessibility in both its planning and budgeting processes.
5 Findings and Recommendations

This section presents the review team findings and recommendations, based on the information collected and on-site observations.  For each numbered finding, there may be one or more corresponding recommendations.

5.1 Findings

Findings address compliance with the DOT ADA regulations with a focus on bus accessibility and provision of transit service to people who have disabilities.  Findings also address procedures and practices that may contribute either directly or indirectly to compliance with the regulations.

Operation of Inoperable Lifts for More than Three Days

1. Three of 39 (7.7 percent) buses with inoperable lifts were used in passenger service for four, five, and six days from the time the lift was reported as inoperable until the time it was repaired.  The DOT regulations (49 CFR §37.163(e)) state that when there is no spare vehicle to replace a vehicle that has an inoperative lift, “the public entity may keep the vehicle in service with an inoperable lift for no more than . . . 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.”  The 39 buses were identified from a review of WMATA’s operating and maintenance records from the period of June 7 through August 21, 2007, but focused on records for the week of June 24 through June 30, 2007.

2. Failure to fully diagnose lift problems in response to initial reports of seemingly minor problems can result in buses with inoperable lifts being used in service for days before initiation of a work order.  This can result in additional buses with inoperable lifts being used in service beyond what is reflected in WMATA’s records.  A review of WMATA records indicated that of 107 records identifying inoperable lifts or ramps, 28 were instances that a vehicle lift problem was identified on consecutive days or at close intervals for the same vehicle.  This may indicate that the problem was intermittent in nature and, as a result, could not be diagnosed on the initial report of the problem.

3. WMATA does not appear to have a consistent procedure to identify and hold buses with inoperable lifts or ramps to ensure that they are only used when no other bus is available and are used for no more than three days.  Each of WMATA’s bus divisions has its own procedure for identifying vehicles available for use in passenger service each day.  At some divisions, the maintenance managers identify vehicles unavailable for use in passenger service for the transportation managers.  The lists provided do not appear to identify vehicles with inoperable lifts as unavailable or as having only limited availability as “trippers” in relation to the date the inoperable lift was reported and the subsequent days it had been used in service.

Operation of Buses with Inoperable Lifts

1. The review team was able to identify records of vehicle use in passenger service for 39 of the 45 buses with repair records.  Of these 39 buses, at least 13 (33.3 percent) were used in service for one day or more.  DOT regulations (49 CFR §37.163(d)) require transit agencies to take vehicles with inoperative lifts (and implicitly inoperable ramps as well) out of service when discovered to be inoperative and to repair lifts/ramps before returning vehicles to service.  The 39 buses were identified from a review of WMATA records from the period June 7 to August 21, 2007, but focused on records for the week of June 24 through June 30.

2. Seven of 20 WMATA bus operators interviewed said that they have had to pull out with a bus with an operable lift.  All of the operators knew they were to inform the yard mechanic if the lift did not work during the pre-trip inspection, and all indicated that they would request another bus if the lift was inoperable. 

Pull-out Observations

1. Of 126 pre-trip observations by team members, lifts/ramps were operational on 95 percent of the buses.  Ramps were operational on all 11 ramp-equipped vehicles observed and lifts were operational on 108 of 114 lift-equipped vehicles (94.7 percent).  All six buses with inoperable lifts were withheld from service.  These observations appear to be consistent with WMATA reports on lift performance.  In its Customer Environment Survey, WMATA reported performance that is almost identical to that observed by the review team.  For the second quarter of FY 2007 and for FY 2007 year to date, WMATA reported functional lifts at 95.0 percent and 95.2 percent, respectively.  In a June 2007 monthly survey report, WMATA reported somewhat better results: 18 inoperable lifts out of 1,453 buses for 98.7 percent operating lifts.

2. It appears that operators do not always cycle lifts as part of the pre-trip inspection.  In their visits to six garages, reviewers observed the starter actively intercepting operators and instructing them to cycle their lifts prior to pull-out.  It appeared that many operators would not have cycled their lifts prior to pull-out without the proactive intervention of the starter.  Nevertheless, 12 of 138 operators (8.7 percent) were observed by the review team to not cycle the lift or ramp during pre-trip inspections.

3. Although most of the 20 operators interviewed said that they cycled the lifts during pre-trip inspections, several said that they do not on at least some occasions and cited insufficient time as limiting them in their ability to do so.

4. At some facilities, including the Western facility, there was little room for operators to cycle the bus lift without obstructing traffic.  This space limitation appears to restrict operators’ ability to cycle lifts and ramps before leaving the bus yard.

5. In addition to pre-trip inspections, WMATA appears to conduct regular maintenance inspections of lifts and ramps.  Bus lifts are cycled to determine whether they are operating properly as part of a monthly survey.  Maintenance personnel also cycle lifts any time a bus is in the garage for any maintenance.  WMATA also schedules preventive maintenance inspections of accessibility equipment at 42-day and annual intervals.

6. Review team observations found that wheelchair restraints were dirty in 39 of 72 (46 percent) buses.  In four of 23 observations (15 percent), lap and shoulder restraints failed to work properly.

7. Operators appeared to be familiar with operation of the accessibility features in 108 of 112 (96 percent) of the reviewers observations.

Bus Operations

1. During three trips with a WMATA customer who uses a wheelchair all three trips were completed successfully. 

2. During the three in-service observations, operators were courteous and provided assistance to the customer.  All three operators boarded the customer who was using the wheelchair before other customers and appeared to be knowledgeable in operation of the lift.

3. Despite being instructed in WMATA’s ADA training to secure wheelchairs if requested by the customer, operators do not appear to consistently do so.  DOT regulations at 49 CFR §§ 37.165 and 37.167 require transit entities to use wheelchair securement systems and to assist people with disabilities with securement, for service on buses purchased after August 25, 1990.  During the three in-service observations, none of the operators offered assistance in securing the motorized wheelchair.  Only one operator asked the customer if he was secure before moving the bus.  Of 20 operators interviewed, three indicated that they do not offer customer assistance, many said that customers “can help themselves,” and several indicated that they are unable to secure scooters (WMATA training instructs drivers to advise customers using a scooter to transfer to a seat).  In addition, one of the complaints to FTA and one of the customers interviewed cited failure to properly secure the wheelchair.

4. Interviewed operators all seemed to understand procedures for reporting buses with inoperable lifts.

5. In addressing the needs of customers, interviewed operators employed different practices when operating buses with an inoperable lift.  Some would tell the waiting customer that the next bus would arrive in 10 or 20 minutes, while others would call BOCC for the estimated time of arrival of the next bus with an operating lift.  WMATA ADA training instructs operators to contact BOCC and inform the customer that BOCC will send a street supervisor to the scene if the wait for another bus is longer than 20 minutes.

6. WMATA monitors operators through street supervisors and sometimes with cameras that have been installed on 650 of WMATA’s 1,513 buses (43 percent).  However, “secret rider” monitoring of bus operators has been discontinued.  WMATA uses a four-step progressive discipline program to discourage violation of operating requirements.  Remedial training, which is specified by each division, may be used in conjunction with progressive discipline.  WMATA does not, however, have a means of centrally collecting and analyzing data for employee infractions and discipline for issues related to accessibility.
7. Operators are often unable to curb buses at bus stops, creating a potentially significant impediment to bus access for people with disabilities.  Many of 20 operators interviewed indicated that illegally parked cars often prevent them from pulling the bus to the curb to deploy the lift/ramp on the sidewalk.  Two of the customers interviewed cited the slope of the ramp on ramp-equipped buses as an issue.  They observed that the slope was too steep on some of the older buses.  They were concerned with the potential for the wheelchair to fall backwards on boarding.  The ramp grade is steeper when ramps are deployed in the street rather than on the sidewalk.

8. On Route 96, a bus stop that appeared to have been newly built is located at mid-block at a “T” intersection.  There was no curb ramp connecting the bus stop to the intersecting street.  As a result, a customer who uses a wheelchair has to go to the end of the block to a curb ramp and back to the mid-block bus stop to board a bus.

Maintenance of Lifts and Other Accessibility Features

1. In general, WMATA appears to perform needed maintenance on lifts and ramps in a timely and effective fashion.  WMATA appears to have adequate programs for repairs and periodic maintenance.  WMATA also appears to have effective systems for work order control, parts control, and quality control of maintenance work.

2. WMATA’s lift maintenance staff appears to be experienced, stable, and adequately trained.  As of July 17, 2007, WMATA employed 15 experienced wheelchair lift mechanics.  Twelve of the mechanics had more than five years of employment.  Average tenure for the 15 mechanics was 15.9 years.

3. With the exception of the Southern Division, scheduled 42-day and annual lift inspections appear to have been completed in a timely fashion.  According to WMATA maintenance reports for June 2007, 892 of 950 (93.9 percent) of scheduled 42-day lift inspections were performed and 57 of 62 (91.9 percent) of annual inspections were performed.  At the Southern Division, only four of 35 (11.4 percent) of 42-day lift inspections were performed.

4. For 45 buses identified from an analysis of WMATA operations and maintenance records from June to August 2007, WMATA repaired inoperable lifts in an average of 4.7 days with 11 (24.4 percent) of the repairs taking more than three days.

5. WMATA managers and a reviewer observed that the Maxima bus maintenance system was so slow that it interfered with entry and retrieval of data.  WMATA managers attributed the system access problems to slow servers and landline connections to the servers.

Budget and Resources

1. Plans and programs for the bus fleet appear to adequately address the goal of providing reliable fleet accessibility.  As of June 24, 2007, WMATA had an active fleet of 1,513 buses, all of them accessible. Of this number, 725 buses (48 percent) purchased since 1995 were ramp equipped.  The balance of the active fleet, 788 buses (52 percent), were lift equipped.  Most of these were purchased before 1998.  The Metrobus Revenue Vehicle Fleet Management Plan provides for purchase of 100 low-floor ramp-equipped buses each year from 2008 through 2011.  These buses will replace older buses in the fleet.
2. Vehicle inspections identified three recurring problems with the WMATA bus fleet: priority seating for people who have disabilities was side facing rather than forward facing, signs designating priority seating and securement areas were often missing, and the vertical clearance from lift platform to top of door was inadequate on a number of vehicles.
3. Capacity limitations and layout of some of the bus maintenance facilities significantly impede pre-trip cycling of bus lifts and ramps in the bus yard.

4. Increased bus facility capacity—as proposed by WMATA in the Metrobus Revenue Vehicle Fleet Management Plan—addresses the need for more space at the bus maintenance facilities.

5. Slow servers and landline capacity at the bus maintenance facilities appear to significantly limit maintenance staffs’ ability to use Maxima to track maintenance activities.

5.2 Recommendations

Recommendations are provided as potential ways for addressing findings.  They are provided for WMATA’s consideration in developing corrective actions for those findings for which corrective actions are indicated.  Please note that not all findings have corresponding recommendations.

Operation of Inoperable Lifts for More than Three Days

1. WMATA should develop techniques to better diagnose problems that cause intermittent lift failures.

2. WMATA should develop systemwide procedures to identify and track vehicles with inoperable lifts, as unavailable or as having limited availability (“trippers”), related to the date the inoperable lift was reported and the subsequent days it was used in service.

Operation of Buses with Inoperable Lifts

1. WMATA should review its procedures for reporting and recording buses whose lifts are identified as inoperable during pre-trip inspections to ensure that buses with inoperable lifts are only used in service when no other bus is available to cover service needs.

Pull-out Observations

1. WMATA should consider assigning a yard dispatcher at each division to supervise pull-out and pre-trip inspections with the objective of ensuring that operators perform pre-trip inspections on all buses.

2. WMATA should review the time allowed operators to complete the pre-trip inspection, particularly at facilities where there is little room to deploy lifts and ramps.

3. WMATA should include cleaning and repair of wheelchair and lap and shoulder restraints in daily vehicle cleaning and maintenance.

4. WMATA should include inspection of restraints as part of the pre-trip inspection.

5. WMATA should consider referring operators identified as unfamiliar with accessibility equipment during pre-trip inspections for retraining.

Bus Operations 

1. Through operator retraining and the issuance of directives WMATA should more strongly emphasize the importance of its standard operating procedure requiring operators to offer to secure wheelchairs.  This could be coupled with communication to the disability community that they should request securement if it is not offered by the bus operator.

2. WMATA should monitor operators for their performance in securing wheelchairs and should take remedial or disciplinary actions as appropriate for failure to offer to secure or assist in securing wheelchairs as well as informing BOCC if the offer to secure the wheelchair is declined by the customer.

3. WMATA should retrain operators so that they understand the proper procedures for accommodating passengers when they are operating a bus with an inoperable lift.  This would promote consistent treatment of customers in accordance with the DOT ADA regulations.

4. WMATA should consider promoting aggressive enforcement of laws prohibiting parking in Metrobus stops.

Maintenance of Lifts and Other Accessibility Features

1. WMATA should identify the cause of the limited number of 42-day lift inspections at the Southern Division and take corrective action as appropriate.

Budget and Resources

1. WMATA should continue with its plans to replace older lift-equipped buses with new low-floor ramp-equipped vehicles.

2. WMATA should correct the ADA design deficiencies in its current fleet to the extent that it is practicable to do so or alternatively advance the retirement of these vehicles to the extent that it is practicable to do so.

3. In its facility plans, WMATA should consider providing areas for pre-trip inspection near the exit gate of each bus yard so the inspections can be observed by a yard dispatcher.

4. WMATA should continue its planned expansion of bus maintenance facilities to not only accommodate storage of its current and expanding fleet, but also to provide sufficient space for lift and ramp cycling as part of the pre-trip inspections.

5. WMATA should expeditiously increase the speed of the computer servers and landlines used for access to Maxima in order to improve the utility and effectiveness of the system.

Attachment A

WMATA’s Response Letter

Attachment B

FTA’s Notification Letter to WMATA
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Attachment C

On-Site Review Schedule

ADA Fixed Route Lift/Ramp Service Review 

Washington Metropolitan Area Transit Authority (WMATA)

Washington, DC
August 20-23, 2007

SCHEDULE
	Time
	Activity
	Who
	Where

	Monday, August 20, 2007

	10:00 AM
	· Opening Conference (requires conference call connection to FTA)
	FTA, WMATA, Review Team Members
	WMATA HQ

	11:00 AM
	· Review operating policies and procedures, fleet information, maintenance, service issues and monitoring, and operator training. 
	WMATA Managers; 

Review Team Members
	Same as above

	1:00 PM
	· Review details of recent lift/ramp accessibility-related complaints
	Loutzenheiser, WMATA Complaints Department 
	Same as above

	1:00 PM
	· Review plans and budget for bus fleet replacement, Facilities and lift/ramp maintenance program
	Kidston, WMATA Budget Director, Maintenance Manager
	Same as above

	1:00 PM
	· Review operator training program
	Chia, WMATA Manager of Training
	Same as above

	3:00 PM
	· Review ADA-related operator discipline procedures and records
	Chia, WMATA Managers 
	Same as above

	Tuesday, August 21, 2007

	4:00 AM-7:00 AM
	· Observe ramp, lift and kneeler cycling 
	Kidston

Loutzenheiser

Chia
	Montgomery Northern

Southeastern

	7:00 AM

8:00 AM
	· Inspect buses
	Review Team Members
	Same as above

	8:00 AM-12:00 N
	· Interview maintenance supervisor/staff

· Review lift/ramp maintenance procedures and records
	Review Team Members

WMATA Maintenance
	Same as above

	8:00 AM-12:00 N
	· Interview operators
	Review Team Members

Bus Operators
	Same as above

	1:00 PM-4:00 PM
	· Analyze & tabulate data
	Review Team Members


	WMATA HQ

	Wednesday, August 22, 2007

	4:00 AM-7:00 AM
	· Observe ramp, lift and kneeler cycling 
	Kidston

Loutzenheiser

Chia
	Western Royal

Arlington

	7:00 AM

8:00 AM
	· Inspect buses
	Review Team Members
	Same as above

	8:00 AM-12:00 N
	· Interview maintenance supervisor/staff

· Review lift/ramp maintenance procedures and records
	Review Team Members

WMATA Maintenance
	Same as above

	8:00 AM-12:00 N
	· Interview operators
	Review Team Members

Bus Operators
	Same as above

	1:00 PM-4:00 PM
	· Analyze & tabulate data
	Review Team Members


	WMATA HQ

	Thursday, August 23, 2007

	9:00 AM
	· Final data tabulations & prepare for Exit Conference
	Review Team Members
	WMATA 

	1:00 PM
	· Exit Conference (requires conference call connection to FTA)
	FTA, WMATA, Review Team Members
	Same as above


Attachment D

On-Site Review Forms

Transit Agency   
WMATA



Record of Lift Cycling/Working Condition of Lifts and Access Features

Bus #:__________
Route #:__________

 Ramp
 Lift (check one)
Cycled By:  
 Driver    Mechanic    Starter (check one)

Lift/Ramp Worked?
 Yes    No   









Operator Familiar with Equipment:   Yes    No  ________________________________________
Ramp Tool on Bus?
 Yes    No   









Kneeler Worked?  
 Yes
 No   









Illuminated front and side destination signs?   Yes    No 







Sign requesting passengers to vacate securement area upon request?    Yes    No  



Securements available and functional?   Yes    No  







Three-point passenger restraint available and functional?   Yes    No  




Securements and passenger restraints clean?   Yes    No  






PA Worked?   Yes    No 











Auditory & visual stop request?   Yes    No  








Comments: 














Bus #:__________
Route #:__________

 Ramp    Lift (check one)

Cycled By:   Driver    Mechanic    Starter  (check one)

Lift/Ramp Worked?
 Yes    No   









Operator Familiar with Equipment:   Yes    No  ________________________________________
Ramp Tool on Bus?
 Yes    No   ______








Kneeler Worked?  
 Yes
 No   









Illuminated front and side destination signs?   Yes    No 







Sign requesting passengers to vacate securement area upon request?    Yes    No  



Securements available and functional?   Yes    No  







Three-point passenger restraint available and functional?   Yes    No  




Securements and passenger restraints clean?   Yes    No  






PA Worked?   Yes    No  










Auditory & visual stop request?   Yes    No  








Comments: 













Bus and Van Specification Checklist

Name of Recipient:


Fleet # Assigned by Recipient/Operator (if applicable):


Type of Vehicle:  (check one)
___  Minivan    ___ Van    ___  Minibus (< = 22')    



___Minibus(> 22')     ___  Bus (> 22')

Make/Model:________________________________________  Year 


Name of Person Conducting Review:______________________________________________

Signature:_______________________________________________  Date:________________

Following is a summary of the provisions of Subpart B of 49 CFR Part 38 - the "Americans with Disabilities Act (ADA) Accessibility Specifications for Transportation Vehicles".  This portion of the new ADA regulations applies to all new, used, or remanufactured buses and vans (except over-the-road, intercity buses).  Also, if portions of a vehicle are modified in a way that affects or could affect accessibility, each portion must comply, to the maximum extent practicable.

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.  Existing inaccessible buses do not have to be retrofitted to be brought into compliance.

All dimensions listed are subject to conventional engineering tolerances, including normal anticipated wear not exceeding accepted industry-wide standards and practices.

For each required specification below, indicate in the left-hand margin if the vehicle meets the specification, does not meet the specification, or the specification is not applicable to the vehicle being inspected.  If the vehicle does not meet the specification, note actual measurements in the space provided to the right.  Clearly indicate what the measurements are.

For some specifications (such as lift design load, securement strength, etc.), it may be appropriate to refer back to manufacturers information that was provided with the vehicle.

Lift Specifications:    ___ N/A (ramp specs p. 4)

· The design load of a lift must be at least 600 pounds.  Working parts must have a safety factor of at least six.  Non-working parts shall have a safety factor of at least three.

· Controls must be interlocked with the brakes, transmission, or door so that the vehicle cannot move unless the interlock is engaged.

· Controls must be "momentary contact type" (meaning they require constant pressure) and must allow the up/down cycle to be reversed without causing the platform to "stow" while occupied.

· Lifts must be equipped with an emergency back-up system.  The emergency back-up system shall be capable of being operated both up and down without the platforms "stowing" while occupied.

· Must be designed so that in the event of a power failure, the platform cannot fall faster than 12 inches per second.

· Must have an inner barrier or inherent design feature to prevent the mobility aid from rolling off the side closest to the vehicle until the platform is in its fully raised position.

· Side barriers must be at least one and one-half inches high.

· The "loading-edge" (or outer barrier) shall be sufficient to prevent a power wheelchair from riding over or otherwise defeating it (note that this test must be performed with the wheelchair facing both toward the vehicle and away from the vehicle as boarding in both directions must be permitted).  If this barrier is automatic, it must close when the platform is no more than 3 inches off the ground.  If the outer-barrier is to be driver operated, it must have an interlock or inherent design that prevents the platform from being raised until the barrier is closed or other system is engaged.

· The platform surface must be slip-resistant with no protrusions over 1/4 of an inch.

· The platform must be at least 28 1/2 inches wide measured at the platform surface and at least 30 inches wide measured from 2 inches above the platform surface to 30 inches above the surface.  It must also be at least 48 inches long measured from 2 inches above the surface to 30 inches above the surface.

· Gaps between the platform surface and any barrier can be no more than 5/8 of an inch.  Semi-automatic lifts can have a handhold in the platform that measures no more than 1 1/2 inches by 4 1/2 inches.

· When in the fully raised position, the platform surface must be vertically within 5/8 inch of the finished floor and horizontally within 1/2 inch of the finished floor.

· The ramp from ground to platform (often the lowered outer barrier) must have a slope of no more than 1:8 for a maximum rise of 3 inches (i.e., if platform I inch off the ground, ramp must be at least 8 inches long).  If the threshold from ground to ramp (i.e., the thickness of the ramp material) is more than 1/4 inch; it must be beveled with a slope no greater than 1:2.

· The platform must not deflect more than 3 degrees in any direction when a 600 pound load is placed on the center of the platform.

· The platform must move at a rate of no more than 6 inches per second.  The platform must be stowed or deployed at a rate of no more than 12 inches per second.  Horizontal acceleration can be no more than .3g.
· Lift must be designed to allow boarding in either direction.

· Must be equipped with two handrails which move in tandem with the lift platform.  Handrails must be 30 - 38 inches above the platform surface and must have a useable gasping area of at least 8 inches.  Handrails must be capable of supporting 100 pounds, must have a cross-sectional diameter of 1 1/4 to 1 1/2 inches, and must have at least 1 1/2 inches of "knuckle clearance".

· Lifts may be marked to identify the preferred standing position.

Ramp Specifications:
____ N/A

· Ramps 30 inches or greater in length must have a design load of 600 pounds.  Ramps under 30 inches in length must have a design load of 300 pounds.

· Ramp surface must be continuous and sup-resistant.  Protrusions can be no more than 1/4 inch.

· Ramps must be at least 30 inches wide.

· Ramps must accommodate both three-wheeled and four-wheeled mobility aids (e.g., they must be designed to support a wheel in the center of the ramp).

· If the threshold from the ground to the ramp surface (e.g., the thickness of the ramp surface) exceeds 1/4 inch, it must be beveled with a maximum slope of 1:2.

· Side barriers, at least 2 inches high, must be provided.

· Ramps must have the least slope practicable.  When the ramp is deployed to ground level the slope cannot exceed 1:4 (i.e., for a vehicle with a finished floor 12 inch above the ground, a 48 inch ramp would be needed).  When deployed to a 6 inch curb the following maximum slopes would apply:

finished floor height

above 6 inch curb
maximum slope
3" or less
1:4

6" or less, but > 3"
1:6

9" or less, but > 6"
1:8

greater than 9"
1:12

· The ramp must be firmly attached to
the vehicle.

· Gaps between the ramp and vehicle finish floor can be no more than 5/8 of an inch.

· A compartment or securement system must be provided for the ramp to keep it from impinging on the space set aside for mobility aid users and to keep it from becoming a hazard in the event of a sudden stop.

· Handrails are not required.  If they are provided, however, they must support 100 pounds, be between 30 inches and 38 inches above the ramp surface, have a cross-sectional diameter of 1 1/4 to 1 1/2 inches, be continuous for the full length of the ramp, and provide at least 1 1/2 inches of "knuckle clearance".

Securement Area:

· Vehicles over 22 feet in length must have two (2) securement locations.  Vehicles 22 feet and under must have one (1) securement location.  Vehicles are to be measured from the front-most part to the rear-most item (including the bumpers).

· Wheelchairs and mobility aids must be oriented as follows:

· For vehicles greater than 22 feet in length, at least one securement position must be forward facing.  Other securement areas can be either forward or rear-facing.

· For vehicles 22 feet in length or less, the one required position can be either forward or rear facing.

· If wheelchair and mobility-aid-users are secured in a rear-facing orientation, a padded barrier must be provided.  The barrier must be 18 inches wide and extend from 38 inches to 56 inches above the floor.

· Securement systems must have the following design loads:

· For vehicle with a GVWR of 30,000 pounds or more: 2,000 pounds for each strap/clamp, and 4,000 pounds per mobility aid.

· For vehicles with a GVWR of less than 30,000 pounds: 2,500 pounds per clamp/strap, and 5,000 pounds per mobility aid.

· Securement area must be located as close to the accessible entrance as possible.

·  A clear floor area of 30 inches wide by 48 inches long must be provided for each securement area.  This can include an area up to 6 inches under a seat as long as there is a vertical clearance of at least 9 inches. If flip-seats are utilized, they cannot obstruct the required floor area. The required floor area can overlap the access path (the path of travel from the accessible entrance to the securement area).

· The securement system must accommodate all common wheelchairs and mobility aids (any mobility aid not exceeding 30 inches in width and 48 inches in length and weighing no more than 600 pounds when occupied) and be able to be operated by someone with average dexterity who is familiar with the system.

· Securement systems must keep mobility aids from moving no more than 2 inches in any direction.

· The securement system must be located to be readily accessed when needed, but must not interfere with passenger movement or be a hazard to passengers. It should also be reasonably protected from vandalism.

· A seat belt and shoulder harness must be provided for each securement position. The seat belt and shoulder harness must be separate from the securement system for the mobility aid.

· A sign must be provided which indicates that the securement area is to be used by persons who use wheelchairs and mobility aids.  Characters on these signs shall have a width to height ratio between 3:5 and 1:1 and a stroke width to height ratio between 1:5 and 1:10.  Minimum character height (using a capital X) shall be 5/8 inch.  Wide spacing shall be used (generally the space between letters shall be 1/16 the height of upper case letters).  Letters must contrast with the sign's background color.

General Vehicle Specifications:

· Aisles, steps, and floor areas must be slip resistant.

· Step edges, thresholds, and the boarding edge of ramps or lift platforms must have a band of color which contrasts with the step/floor surface.  Typically, white or bright yellow is used to contrast against dark floors.

· The height of doors at accessible entrances and the interior height along the path of travel between accessible entrances and securement areas shall be as follows:

· For vehicles 22 feet or longer, the clearance from the raised lift platform or the ramp surface to the top of the door must be at least 68 inches.

· For vehicles less than 22 feet, the overhead clearance must be at least 56 inches.

· At least one set of forward-facing seats must be designated as priority seats for persons with disabilities.  Signs identifying these as priority seats must be provided.  Characters on these signs shall have a width to height ratio between 3:5 and 1:1 and a stroke width to height ratio between 1:5 and 1:10.  Minimum character height (using a capital X) shall be 5/8 inch.  Wide spacing shall be used (generally the space between letters shall be 1/16 the height of upper case letters).  Letters must contrast with the sign's background color.

· Interior handrails and stanchions should not interfere with the path of travel of a common wheelchair from the accessible entrance to the securement areas.

· Handrails and stanchions shall be provided in the entrance area and through the fare collection area to assist persons with disabilities as they enter and pay a fare.  Some portion of this handrail/stanchion system must be able to be grasped from outside the vehicle to assist the person as they start to board.  Handrails shall have a cross-sectional diameter of between 1 1/4 and 1 1/2 inches, shall provide a minimum of 1 1/2 inches of "knuckle clearance," and shall have eased edges with corner radii of not less than 1/8 inch.

· On vehicles 22 feet in length or longer which have fare collection systems, a horizontal assist shall be provided across the front of the vehicle to allow a person to lean against the assist while paying a fare.

· Handrails and stanchions shall also be provided to assist with on-board circulation, sitting and standing, and exiting the vehicle.

· For vehicles longer than 22 feet, an overhead handrail or handrails shall be provided which are continuous from front to back except for a gap at the rear doorway.

· For vehicles longer than 22 feet which have front door lifts or ramps, vertical stanchions immediately behind the driver shall either terminate at the lower edge of the aisle-facing seats or be "dog-legged" so that the floor attachment does not impede or interfere with wheelchair footrests.

· If the driver's seat must be passed by a wheelchair user, the pedestal shall not extend into the aisle or vestibule beyond the wheelhousing, to the maximum extent practicable.

· Lighting of at least 2 foot-candles, measured on the step treads or lift platform, shall be provided in the stepwell or doorway immediately adjacent the driver. Lighting shall activate when the door is opened.

· Other stepwell and doorways shall have similar lighting at all times.

· Lighting of at least 1 foot-candle shall be provided outside all doorways to illuminate the street surface for an area up to 3 feet perpendicular to the bottom step tread outer edge.  Lighting shall be located below window level and shall be shielded to protect the eyes of entering and exiting passengers.

· Fareboxes are to be located as far forward as possible and must not obstruct traffic in the vestibule area, particularly wheelchairs and mobility aids.

· Vehicles in excess of 22 feet used in multiple-stop, fixed route service must be equipped with a public address system.

· For vehicles in excess of 22 feet where passengers are permitted to exit at multiple stops at their option, a "stop request" control must be provided adjacent to the securement locations.  The system shall provide both auditory and visual indications that the stop has been requested.  Controls shall be located from 15 inches to 48 inches above the floor, shall be operable with one hand, shall not require tight grasping, pinching, or twisting of the wrist, and shall be activated by a force no greater than 5 lbf.

· If destination or route information is displayed on the exterior of a vehicle, illuminated signs shall be provided at the front and boarding side of the vehicle.  Characters on these signs shall have a width to height ratio between 3:5 and 1:1 and a stroke width to height ratio between 1:5 and 1:10.  Minimum character height (using a capital X) shall be I inch for signs on the boarding side and 2 inches for front "headsigns".  Wide spacing shall be used (generally the space between letters shall be 1/16 the height of upper case letters).  Letters must contrast with background color.

Fixed Route Driver Interview Form 

This interview will take about 15 minutes.  Your comments will be summarized with other driver’s responses and you will not be identified individually.  Feel free to let me know if there is a question you do not wish to answer.

Tell me a little about yourself…


1. How long have you been a bus driver for AMA?   __________

2. Are you a ____full-time or ____part-time/relief driver? 

3. Do you usually drive a ___ lift-equipped bus or ____ ramp-equipped bus or ____ both

4. How often do you transport a person using a wheelchair or scooter? (daily, weekly…)

Training

5. When you started working for AMA, how much and what type of training were you given about the use of lifts, ramps, securement systems, and passenger assistance?

6. Was the training adequate?  (What would make it better?)
7. Is there refresher/update training for lift, ramp, and securement use?  What type and how often?

Lift/Ramp/Securement Information

8. When and how often do you test cycle the lift/ramp?   (Listen for daily during pre-trip inspection)
9. What do you do if a lift/ramp doesn’t work when you are test cycling it? (How reported/action taken?)
10. If you report that a lift/ramp is broken, how quickly is it fixed?

11. Are you ever sent out with a bus that has a broken lift/ramp?  If so, how often?

12. If the lift/ramp breaks while you are in service, what do you do? 

13. If you are driving a bus with a broken lift/ramp, what do you do if you see a person who uses a wheelchair waiting at a stop?

14. Do you usually deploy the ramp/lift in the street or on a sidewalk?

15. What type of assistance do you offer to people who use wheelchairs when they are boarding?

16. If someone using a “scooter” gets on the bus and there are no standard places to attach the securement system straps, what do you do?

17. What do you do if a person with a disability gets on the bus and asks for priority seating but the priority seats are taken?

18. Is there anything else you would like to tell me about wheelchair lifts, ramps or securements that I didn’t ask?

Fixed Route On-Board Service Review Form

Name of Grantee:_______________________________________________________________

Route #/Line Reviewed:_____________________________ Vehicle/Car #:________________

Date:___________________
Time:____________________

Reviewer Name and Signature: ____________________________________________________ 


Record of Equipment Performance:





Equipment Observed Working Properly?






(Yes; No; Not Observed; note details)
Wheelchair Lift


____________________________________________

Wheelchair Ramp


____________________________________________

Kneeler



____________________________________________

Securement System


____________________________________________

Public Address System

____________________________________________

Signage



____________________________________________

For Rail Service Only:




Working Properly
Condition









(Y/N)?         

(Ex/Gd/Pr)
Elevator #1  (Location:                                             )
___________

_________
Elevator #2  (Location:                                             ) 
___________

_________

Elevator #3  (Location:                                             ) 
___________

_________

Elevator #4  (Location:                                             ) 
___________

_________

Escalator #1 (Location:                                             ) 
___________

_________

Escalator #2 (Location:                                             ) 
___________

_________

Escalator #3 (Location:                                             ) 
___________

_________

Escalator #4 (Location:                                             ) 
___________

_________

Comments:__________________________________________________________________

____________________________________________________________________________

____________________________________________________________________________

____________________________________________________________________________

Fixed Route Service On-Board Review Form, Page 2

Record of Employee Performance:







Observed
Observed
Task









Correct
Incorrect
Not








Performance
Performance
Observed  
Operation of Lift/Ramp



_________
__________
_________

Use of Securement and Restraint Systems

_________
__________
_________

Assisting Wheelchair-user to and on/off Vehicle
_________
__________
_________

Assisting Ambulatory Passengers on/off Vehicle
_________
__________
_________

Assisting Person with Vision Impairment

_________
__________
_________

Assisting Person with Hearing Impairment

_________
__________
_________

Sensitivity/Appropriate Language


_________
__________
_________

Allowing Standees on Lift



_________
__________
_________

Appropriate Handling of 3-wheeled Mobility Aids
_________
__________
_________

Cost to Users/Attendants (No Additional Costs)
_________
__________
_________

Accommodating Attendants/Companions

_________
__________
_________

Accommodating Service Animals


_________
__________
_________

Accommodating Life Support Systems

_________
__________
_________

Refusing Service




_________
__________
_________

Allowed Riders to Disembark as Desired

_________
__________
_________

Use of Vehicle/Passenger ID System

_________
__________
_________

Use of Priority Seating



_________
__________
_________

Adequate Boarding/Disembarking Time

_________
__________
_________

Comments:_________________________________________________________________

___________________________________________________________________________

___________________________________________________________________________

___________________________________________________________________________

___________________________________________________________________________

___________________________________________________________________________

___________________________________________________________________________

___________________________________________________________________________

___________________________________________________________________________

___________________________________________________________________________


Lift Maintenance and Repair Summary Form
Transit Agency:________________________________________________________________________

Garage Location:_______________________________________________________________________

Date:_______________

Time:________________

Page _____ of ______

Reviewer Name and Signature:_______________________________________________________

	Bus # and Repair Needed
	Date Breakdown Reported
	Date Repaired
	In Service In Interim?  Spares Available?

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	


Attachment E

WMATA Notices and Procedures

Regarding Accessible Fixed Route Service Operation

Attachment F

Bus Operator Pre-Trip Inspection Condition Report

Attachment G

WMATA Hold List
�  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 would apply to other boarding technologies and systems, such as ramps used on low-floor buses.  


� The concentration of buses by type is the result of an overall maintenance strategy that aims to minimize the number of different vehicle types at each facility in order to optimize the expertise of the service technicians and the stocking of spare parts.


�  The WMATA Office of ADA Programs instructs operators to contact BOCC and inform the customer that BOCC will send a street supervisor to the scene if the wait for another bus is longer than 20 minutes.


� The WMATA ADA training instructs drivers to advise customers with scooters that it is unsafe to ride a secured scooter and that they should transfer to a seat, but that they may not require customers to do so.


� Vertical clearance from the lift platform is not an issue for low-floor ramp-equipped vehicles.






