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Staff Report
City of Manhattan Beach

TO: Honorable Mayor Aldinger and Members of the City Council

THROUGH: Geoff Dolan, City Manager é O '

FROM: Richard Gill, Parks and Recreation Director
Eve Kelso, Recreation Services Manager

DATE: March 18, 2008

SUBJECT: Analysis and Review of the Dial-A-Ride Program and Alternate Forms of
Transportation for Older Adults

RECOMMENDATION:
Staff recommends that the City Council discuss the City’s Dial-A-Ride transportation program and

alternate forms of transportation for Older Adults and provide direction.

FISCAL IMPLICATION:
There is no fiscal implication to this report. The Dial-A-Ride transportation program is supported
100% through Proposition A, L.A. County transit tax. Refer to attachment A for a Financial

Analysis of the Proposition A budget.

BACKGROUND:
As part of the City of Manhattan Beach City Council work plan 2007-2008, City Council
requested an analysis and review of the Dial-A-Ride program and alternate forms of

transportation for Older Adults.

The City of Manhattan Beach Dial-A-Ride program has been in existence since 1976. Dial-A-
Ride service is available to all Manhattan Beach residents who are 55 years of age or older, or
have a disability. People with temporary disabilities may also qualify. The Dial-A-Ride
program is funded entirely by Proposition A transportation funds (L.A. County half-cent transit
sales tax) and bus fares.

Dial-A-Ride is a Paratransit transportation service that is curb-to-curb, and often door-to-door.
Transportation service is available anywhere in Manhattan Beach seven days a week from 9 am
to 4 pm; and to medical facilities, Monday through Friday, in Hermosa Beach, Redondo Beach
and Torrance. The Fare is 25 cents each way inside Manhattan Beach and 50 cents each way

outside the city.

In addition to paratransit programs, like Dial-A-Ride, there are alternatives for Senior
transportation that other cities utilize. These include cab transportation, volunteer transportation,
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a combination of a Paratransit Program and cab transportation, and, regionally, ACCESS
services is available for individuals with ADA qualified disabilities.

DISCUSSION:

Comparison of Transportation Options for Older Adults

1.

Paratransit Program
Among the area cities who provide a paratransit program, there are some similarities and

differences in the service delivery. Some cities provide the service in-house and others
contract out. The basic premise of the service is that riders call to book their rides within the
service hours and service area set by each city. All cities provide either curb to curb or door
to door service within their own city, some cities extend their boundaries to include
neighboring cities, and most programs offer trips to satellite locations, primarily medical
facilities. In most cities, riders can call several days in advance to book their ride. Same day
rides are less likely to be accommodated. The cost is typically very low, from free to $1a
ride. (See Attachment A for a comparison of area cities and the transportation that they

provide.)

Cab service
Some area cities contract with cab companies to offer cab service to their older adult or

disabled residents by selling coupons at discounted rates to residents. There are similarities
and differences in each city’s delivery of this service. In some cities, there are set service
areas where cab coupons are valid. In other cities, coupons may be used for a certain number
of miles or to a certain boundary and then riders pay out of pocket for the remaining distance.
All cities have limits on the quantity of coupons available to each rider. Customers call the
cab dispatcher directly to set up their rides. The cost is typically $1-$8 a trip for the
passenger. (See Attachment A for a comparison of area cities and the transportation that they

provide.)

Combination of Paratransit Program and cab service

Some cities offer a combination of a Paratransit Program and cab coupons for their senior
and disabled population. In addition to a city’s Paratransit Program, older adults can
purchase a limited amount of cab coupons for their general use. Cities that offer both
programs are generally more restrictive and conservative with each component due primarily
to costs, as opposed to cities that offer only cab service or a Paratransit program. The cost for
paratransit is typically very low, from free to $1 a ride and the cost for a cab is typically $1 to
$8 a trip for the passenger. There are limits on the quantity of cab coupons even more so for
this program. (See Attachment A for a comparison of area cities and the transportation that

they provide.)

4. Volunteer Driver transportation program

Some counties do not receive the same funding as LA County for use towards transportation
programs, so they have set up volunteer driver programs to help meet the needs of older
adults. Staff visited two programs in San Diego County to learn about Volunteer Driver
transportation programs. Volunteers use their own vehicles to provide rides to older adults to
and from medical appointments or for errands. Additionally, several non-profit organizations
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use volunteer driver programs to assist older adults. Some of the cities/ organizations who
use this type of program are listed below:

» Encinitas and numerous other cities in San Diego County

» Beverly Foundation, Shepherd Center and other non-profit organizations

= Beach Cities Health District

5. ACCESS Paratransit Service

In addition to services offered by individual cities, people who meet ADA eligibility criteria and
are transportationally disabled, qualify for ACCESS services administered by Los Angeles
County. ACCESS Services is an Americans with Disabilities Act mandated public
transportation service for people unable to independently use the bus or light rail services in Los
Angeles County. This is curb to curb transportation service for people of all ages with qualifying
disabilities only. Riders call in to schedule their rides the day before their trip request. Most
older adults are not eligible for ACCESS Services. Customer fares range from $1.80 to $2.70 for

a one-way trip.

Below are the pros and cons of the aforementioned forms of transportation.

Paratransit Program:
Pros
= Customers get to personally know all drivers
= . With internal staff or contractors dedicated to your city, it is easier to immediately
address complaints and compliments
» Drivers and Dispatchers are trained extensively to work with older adults and people with
disabilities
» Customers feel comfortable asking for help
» Drivers assist customers to board the bus
u
| |

Drivers help with walkers, canes and wheelchairs
Drivers provide general assistance for older adults

»  Because it is a first come, first serve program, same day ride requests cannot always be
accommodated. When same day ride requests are accommodated, customers may not
receive their first choice of travel time

» The service hours are limited

= The wait time after medical appointments, outside of the city, for some riders is
inconvenient

» Customers often do not know how long their medical appointment will last, making it
difficult to pre-schedule a ride home

» Customers sometimes want to travel early in the morning or late in the evening

= [tis a shared ride service

Cab service
Pros .
= Less expensive option than paratransit programs on a trip by trip basis
= Same day calls will be accommodated

= 24 hour service is available

» No shared rides, therefore, trip time from Point A to Point B is shorter
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More difficult to control costs and fraud over time (example: In Carson, costs jumped
from $250,000 to $500,000 in two years; West Hollywood also indicated large cost
increases over a short period of time)

The City of Redondo Beach discontinued their cab program in their FY 2005-2006 for
the following reasons:

o Costs escalated from $23,000 to $80,000 in one year when Redondo Beach’s
contract with the City of Torrance Dial A Lift changed to cabs. The projected cost
for the next year for 120 people was $338,700. The program was discontinued
prior to this second increase

o People were selling cab coupons to other individuals for $5.00, when they were
purchased for $1.00

o People were found to use 40 tickets a month, even though there was a limit of 16
a month per person

In West Hollywood, fraud exists in a number of ways including customers selling cab
coupons to ineligible people, and customers selling coupons to cab drivers for cash

To control costs, most cities provide only a limited amount of ride coupons each month.
Some rides require two tickets, so potentially, customers may receive fewer than 8 round
trips a month

Some cab dispatchers are located out of the area, even out of the state, making it stressful
for customers to explain their location and making it difficult to track supervisors and
handle customer complaints

Cab drivers are prohibited by company policy to physically assist customers to get in and
out of vehicles and to assist customers with their walkers, canes, groceries or anything
beyond the curb

Cab drivers are independent contractors who bid on trips that come through dispatch.
Short trips are not always bid on, leaving older adults without a transportation alternative,
especially on weekends (feedback from City of Carson and West Hollywood)

Some customers have indicated that the cab drivers take the long way to the customer’s
destination on purpose and that the drivers can be rude

Some customers have difficulty communicating with drivers and dispatchers due to
language barriers '

Volunteer Driver Transportation Program

Pros
|

Cons

Close relationship between volunteer and customer

Volunteer may have plenty of time to spend with individuals and even accompany the
customer to their medical appointment

There is potentially no wait time for the customer after their medical appointment

Though done successfully with Beach Cities Health District, the City of Encinitas, and
several other non-profit organizations, the City of Manhattan Beach Risk Manager
recommends against this plan due to several inherent risks associated including:
o City exposure to accidents, incidents and lawsuits
o Other challenges to implementing this program include the fact that the volunteer
would probably need to increase insurance coverage and assume greater liability
A comprehensive volunteer program such as this may require additional staff hours
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City of Manhattan Beach Dial-A-Ride Service

As stated earlier, Dial-A-Ride is a Paratransit program that is curb to curb, and often door to door
seven days a week from 9am-4pm. There are 812 registered customers. It is estimated that
approximately 150 of these customers ride on a weekly basis and another 200 ride at least
monthly. Customers register for Dial-A-Ride service by calling the dispatcher and answering a
few questions for the database.

The Dial-A-Ride office is located on the corner of 15™ St. and Valley Drive in the post office
building. There is one operator/ dispatcher on duty at a time. To schedule a ride, customers may
call the Dial-A-Ride office seven days a week between 8 am and 5 pm to make their ride
request(s). Dial-A-Ride is a first come, first serve program. Rides may be scheduled up to seven
days in advance. It is possible to call for a ride on the same day, but the earlier a customer calls,
the more likely they are to get the times they want to travel.

There are four vehicles in the Dial-A-Ride fleet—three buses and one van that are used Monday-
Friday. One bus is used on the weekends. Monday through Friday, one bus is dedicated to rides
to medical facilities outside of the city and one bus is dedicated to rides in Manhattan Beach.
The third bus is scheduled as needed for rides inside and outside the city. Most rides are
individually requested and are provided as a demand response service. Additionally, several
consolidated trips are set up for destinations outside the city. There are set days and times for
trips to the Del Amo Mall, South Bay Galleria, Plaza El Segundo, the 99 Cent Store, Costco,
Torrance Promenade and Oceangate Shopping Center. Transportation is also coordinated with
the Older Adults Program to ensure transportation for special events and to provide the
transportation needed for short trips planned by the Older Adults Program during and after
service hours such as Movies in Oasis, Senior Health Fair, Flu Shot Clinic, and trips to lunch,

shopping, etc.

As a small city, we are fortunate to be able to offer this service in-house. There are some
qualities unique to City of Manhattan Beach Dial-A-Ride program that are highlighted below:
* Drivers are paid near the top of the range for bus drivers, leading to zero turnover of full
time staff and very low turnover of part time staff.
»  All drivers have over 10 years of driving experience, with Class B licenses
= Drivers and Dispatchers are trained extensively. For the City of Manhattan Beach,
training includes:

o Drivers’ training- Behind the wheel. (Over the past six years, drivers participated
three times in a state bus competition called a “Roadeo” and have qualified in the
top four each time)

Drivers’ training- written

Proper wheelchair securment, maneuvering

Sensitivity Training

CPR/ First Aid

Americans with Disabilities Act training

Crisis Prevention and Intervention

Team Building

Daily Meetings to discuss special customer circumstances, needs, changes in

ability

» Drivers physically assist older adults from their door to the bus, including assisting with
walkers, wheelchairs, groceries and bags (most cities offer a curb to curb service only)
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» Drivers will get off of the bus and look for customers at medical facilities when they are
not at their scheduled pick-up location, or drivers will come back to pick up customers
later, or drivers will talk with customers to ensure they have a way to get home or drivers
will give customers emergency cab coupons for their ride home Staff currently purchases
$400 a year in cab coupons for emergencies.

* Drivers and Dispatchers assist in many ways with customers who are memory impaired,
or who have increasing medical needs, including regular contact with family members
and making referrals to Beach Cities Health District.

» Drivers stop on the way home from the doctor to allow a customer to pick up their
prescription at the pharmacy.

= Drivers take customers their personal items that they left on the bus

» The City of Manhattan Beach provides a special shopping shuttle for Manhattan Senior -
Villas residents twice a week

* Dial-A-Ride completes an annual, voluntary report and part101pates in an audit for the
National Transit Database through the Metropolitan Transit Authority for additional
funding and to improve accountability.

= Over time, the City of Manhattan Beach Dial-A-Ride program has created relationships
with businesses and doctors’ offices in the community, which has led to enhanced
communication between customers, drivers and businesses.

= Buses are always clean and are maintained by the bus drivers.

Because of the enhanced customer service as stated above, our costs per trip are higher than most
cities; rides often take an additional five or ten minutes per trip compared with a typical curb to
curb program. (See Attachment A for a comparison of cosis to area cities).

A recent Dial-A-Ride customer satisfaction survey was completed. 812 surveys were mailed out
and 190 surveys were returned. As a result of the survey, 97% of customers indicated that
drivers are always or often courteous and helpful. 94% of customers indicated that drivers are
always or often on time for pick ups. And, 94% of customers indicated that dispatch staff is
always or often courteous and helpful.

Areas that were also positive, but could use improvement are as follows. 81% of customers
indicated that they can always or often schedule a ride when they need one, however, 19%
showed more difficulty in this area. 73% indicated that the wait time after medical appointments
is reasonable and 27% showed this as a more difficult area.

(For complete results of the Customer Satisfaction Survey, please refer to Attachment C).

CONCLUSION: ,
A comparison study was made by staff of the transportation systems available to older adults in

twelve communities. Findings indicate that on a trip by trip basis, cab service is often the least
expensive method of providing service. However, in the long run, as stated earlier, costs have
risen dramatically in the cities that did not limit the cab service. Also, the customer service
advantage of our Dial-A-Ride program far exceeds that of a cab service.

Dial-A-Ride has been able to respond to the unique size and culture of our community and takes
pride in meeting the transportation needs of the City’s older adult population. Over the years, it
has developed into a program that strives to address the social service needs of its customers
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while meeting their transportation needs and helping them maintain their independence. Staff
recommends that we keep the existing Dial-A-Ride service, and supplement it with a taxi or

volunteer driver program.

As stated in Attachment B, there is an excess of approximately $38,000 per year in the
Proposition A transportation fund. The current Dial-A-Ride service can be expanded by adding
either a supplemental cab service or volunteer driver program to improve customer service for
same day ride requests and after-hours ride requests for medical, pharmacy and social service
appointments that cannot be provided by Dial-A-Ride. Also, staff recommends that service be
offered for extended hours and to a few additional satellite locations, like Kaiser in Harbor City
and other medical facilities in Torrance, just east of our service area. There are several options
for implementing a supplemental program; staff recommends four possible options, which are
discussed below.

1. Dial-A-Ride dispatcher works directly- with a cab company to schedule medical,
pharmacy and social service rides for customers, when Dial-A-Ride service 1is
unavailable. City would pay 100% of the cost of rides.

2. Customer pays 100% of cab fare up front and City reimburses a percentage of the cost for
same day ride requests, combined with cab coupons for return trips after medical
appointments, when Dial-A-Ride service is unavailable.

3. Volunteer driver program

4. Sale of cab coupons at a reduced rate

If City Council wants to expand to cab service, staff’s first recommendation is that the Dial-A-
Ride dispatcher work directly with a cab company to schedule medical, pharmacy and social
service rides for customers, when Dial-A-Ride service is unavailable, with the City paying 100%
of the cost of rides. The City could enter into a pilot project with a cab company for one year. If
customers call for a ride and Dial-A-Ride is unable to provide the ride due to a full schedule,
then a cab ride would be scheduled and paid for by the Dial-A-Ride dispatcher over the internet.
The City would be billed for rides on a monthly basis, and could therefore keep track of the cost
on an ongoing basis. This method of providing cab service would help improve transportation
service in the city, while allowing the City to control the cost of the program and control fraud.

A second way to implement a cab program would be for the customer to pay 100% of their cab
fare up front and request a percentage of reimbursement (example: City to pay 2/3 of the cost)
from the City, when Dial-A-Ride service is unavailable. This method is recommended in
combination with the provision of cab coupons for return trips after medical appointments. For
same day ride requests, customers would first call the Dial-A-Ride office to try and schedule
their ride. If space is unavailable, the dispatcher will document the ride request, and inform the
customer that if they use a cab for this trip, the City of Manhattan Beach will reimburse them for
a percentage of the fare. The customer would then need to submit their cab ride receipt to the
City of Manhattan Beach to receive their reimbursement check by mail. The problem with this
model is twofold. Some older adults may not have enough money on hand to pay for a round
trip cab ride in the first place. Also, requesting, saving and submitting receipts may be
problematic for some older adults.

In regards to return trips after medical appointments, drivers could provide customers with cab

coupons for the customer’s return trip, as we currently do, if there was a question of an

unreasonable wait time after their medical appointment. This method for program expansion,
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along with a percentage of reimbursement for same day rides, would allow staff to better manage
costs and it would limit the opportunity for fraud.

A third option for supplementing the current Dial-A-Ride program is to create a volunteer driver
program. Because of concerns with liability, the recommended way of setting this up would be
to contract with an outside organization, such as Beach Cities Health District to provide this
service. In discussions with Beach Cities Health District, the City of Manhattan Beach could
utilize the surplus Proposition A funds to help pay for staff to set up this program for the City of
Manhattan Beach Older Adults. Further discussions would be needed with Beach Cities Health
District to determine the exact costs of the program. Volunteers would be paired with older
adults to provide rides when Dial-A-Ride service was unavailable or when someone could use
the help of a volunteer to stay with them during their medical appointment. This program,
especially at its inception would not guarantee a ride under all circumstances. It would,
however, offer a customer and senior friendly program.

A fourth option is the sale of cab coupons at a reduced rate, however, some other cities utilizing
this type of program have experienced rising costs and problems with fraud. If parameters are
not put on the sale of cab coupons, there is the potential for costs to rise uncontrollably within
the City of Manhattan Beach, as has been the experience of several nearby cities. A limited
number of coupons could be sold at a discounted rate to residents until the budget runs out
(example: customers would pay $8 for $24 of taxi coupons). The eligibility age could also be
raised to 65 to limit the number of people eligible for this program.

Please note that City Council has also expressed an interest in the past about creating a fixed
route shuttle service connecting City parks and facilities (library), shopping centers, the beach,
senior housing facilities. .. In tonight’s discussion, if City Council should discuss the need to
expand the existing Dial-A-Ride program to include cab service or a volunteer program, please
consider that council has previously expressed an interest in using Proposition A funds to expand
transportation to include a fixed route shuttle system in the future.

List of Attachments:

A Comparison of Paratransit and Cab Programs by City, Service Days and Hours, Ages
Served, Cost to Customer, Number of Trips per Year and Cost to City per Trip and Mile

B Financial Analysis of the Proposition A Budget (Summary of last years expenditures and
revenues) A

C Dial-A-Ride Customer Satisfaction Survey Results
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Comparison of Paratransit and Cab programs by City, service days and hours, ages served, cost

to customer, number of trips per vear, and cost to city per trip and mile

City Type of Days and | Ages Cost to Number | Cost to Cost to
Transportation | Hours Served | Customer | of Trips | city per city per
Service Offered per year | trip (2006 | passenger
audited mile
statistics) | (2006
aundited
statistics)
City of Paratransit 7 days a 55and | 25 cents 9,142 $37.71 $10.83
Manhattan | Program week over in MB
Beach 9am-4pm 50 cents
outside of
MB
City of E1 | Paratransit M- Sa 60 and | Free City does | City does City does
Segundo Program 8:50 am- over not submit | not submit | not submit
3pm data to the | data to the | datato the
National National National
Transit Transit Transit
Database | Database Database
City of Paratransit Su-Th 62 and | $1.00 16,979 $21.90 $6.16
Redondo Program 6am-9pm over
Beach F,Sa
6am-10pm
City of Paratransit M-F 55 and | Free City does | City does City does
Lawndale Program 8am-4pm over not submit | not submit | not submit
data to the | data to the | data to the
National National National
Transit Transit Transit
Database | Database Database
City of Paratransit M-F 60 and | 50 cents City does | City does City does
Hawthorne Program 8:30am- over not submit | not submit not submit
5:30pm; data to the | datato the | data to the
Sa.Su National National National
9: 3,0am ) Transit Transit Tranpsit
Si)m Database | Database Database
City of Paratransit M-F 60 and | 50 cents City does | City does City does
Santa Program 8am-6pm; | over not submit | not submit | not submit
Monica Sa 9am- data to the | data to the | data to the
3pm; National National National
Su 8,am- Transit Transit Transit
Ipm Database | Database Database
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City Type of Service Ages Cost to Number | Cost to Cost to
Transportation | Days and | Served | Customer of Trips | city per city per
Service Offered | Hours per year | trip (2006 | passenger
audited mile
statistics) | (2006
audited
statistics)
City of Cab Coupons 7 days a 65 and | $1.00- City does | City does City does
Torrance week over $5.00a not submit | pot submit | not submit
24 hours a ride data to the | data to the | data to the
day within Natiopal Natiopal Naﬁopal
$13.00 Transit Transit Transit
. Database | Database Database
distance
City of Cab Coupons 7 days a 65and | $1.00 52,664 $10.19 $2.13
Carson week over
24 hrs/ day
City of Cab Coupons M-F 55and | $1.00 4,748 $21.90 $1.59
Malibu 8am-4pm | over :
City of Paratransit Paratransit | 62 and | Paratransit | City does | City does City does
Hermosa | Program and cab | 6 am-9pm | over $1.00 not submit | not submit | not submit
Beach coupons S-Thand 6 data to the | data to the | data to the
am-10pm Natiopal Natiopal Natiopal
E.S Transit Transit Transit
’ Database | Database Database
Taxi is 24 Taxi
. hrs/day $1.00
City of Paratransit Paratransit | 60 and | Free 21,787 $50.93 | $6.93
West Program and cab | M-F over Paratransit Paratransit | Paratransit
Hollywood | coupons 8:30am-
-4:30pm 65 and | Taxi 60,093 $5.76 $1.93
over $8.00 for Taxi Taxi
Taxi 24 for $24.00 in
hrs/day Taxi taxi coupons
City of Paratransit Paratransit | 62 and | Free Paratransit | Paratransit | Paratransit
Beverly Program and cab | M-F 9am- | over Paratransit | does not | does not does not
Hills coupons 3:30pm subrmit submit data | submit data
data to the | to the to the
National National National
Taxi Transit Transit Transit
.. Database | Database Database
Taxi is $6.00 for
24 hours $24.00
taxl $6.58 | $231
coupons Taxi Taxi

= Costs per trip and costs per passenger mile are affected by a number of variables including
driver salaries, amount of farebox revenue brought in by each city and level of customer

service provided.
=  Qur current City of Manhattan Beach Dial-A-Ride audited data shows that the number of

trips provided last fiscal year(“06-07) increased by over 600 trips, and in the current fiscal
year, our data shows that Dial-A-Ride provided 5, 749 trips in the first six months, thus
projecting an additional increase of over 1,500 trips in the current fiscal year.
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Attachment B

Financial Analysis of the Proposition A Budget (Summary of last years expenditures and
revenues).

Annual Expenditures
= FY 2006-2007
o $389,711 Dial-A-Ride
$80,000  Beach Cities Transit
$10,000  Ocean Express
$61,727  Recreational and Senior Bus Trips
$8,864  Student Bus Pass Subsidies
$550,302 TOTAL Prop A Budget 2006-2007

0 0 0O

Annual Revenues
= FY 2006-2007
o $589,751 from transit sales tax
o $9,994 from NTD (National Transit Database) reporting
o) $3,653 from Dial-A-Ride fares
o $3.287 from bus pass subsidies
$606,685 TOTAL Revenues Prop A Budget 2006-2007

»  Surplus from FY 2006-2007 = $56,383

*  Average annual surplus (Revenues/ Expenditures) from the past five years, not including
vehicle purchases, other capital purchases, Beach Cities transit funds or Prop A dollars sold

for General Fund dollars= $108,620/ year

= According the vehicle replacement plan, the projected amount needed to save annually
towards new bus purchases over the next ten years, keeping in mind CNG conversions and
hybrid options = $70,250/ year

= This makes the Actual Surplus of Prop A funds approximately $38,000 / year
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