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INTRODUCTION

In February 2002, the New Jersey Divison of Disability Services contracted with the

V oorhees Trangportation Policy Ingtitute to prepare awork program for developing a
five-year transportation plan for the Divison. The five-year trangportation planis one
element of afederd Medicaid Infrastructure grant obtained by the Divison in July 2000.
The plan isintended to address transportation barriers for individuas with disabilities
desiring to find competitive employment.

The exploratory investigation (hereinafter referred to as Phase | investigation) undertaken
in support of developing the work program was intended to assess the planning and

policy environment in which the five-year plan will be developed. Phase | tasks

included: aprdiminary review of nationd literature on employment trangportation of
individuas with disabilities, structured interviews, focus groups, a prdiminary inventory

of paratrangt services available in New Jersey, and a data needs assessment. Section 1 of
this report summarizes the key findings of the Phase | investigation. Section 2 presents a
proposed work program for developing the five-year transportation plan. Detailed
documentation in support of the findingsisincluded in Appendices A-E.

The reader should note that the word “paratrangt” is used extensively throughout the
report and appendices. For the purpose of this report the word paratrangt is used both
narrowly to refer to New Jersey’ s system of county-operated transportation services for
seniors and the disabled and more broadly to refer to the larger universe of non
traditiond public trangportation services.

SUMMARY OF FINDINGS
As previoudy described, our Phase | investigation involved a variety of tasks, induding,

* interviews with sixteen individuas with knowledge of New Jersey’s
paratrandt system;

= three focus groups — one each with clients, drivers, and vocationa
rehabilitation counsglors,;

= aprdiminary review of nationd literature on best practicesin paratransit
sarvice,

= aprdiminary inventory of New Jersey’s county paratrangt systems; and

= aprdiminary investigation to assess the data resources available to support
the planning process.

Our investigation reveded a complex and varied trangportation system serving New
Jersey’ s disabled population. It also reveded anumber of intriguing paratrangit service
modds and some interesting indghtsinto the chalenges facing dlients, operators,
planners and adminigtrators involved with the state’ s paratranst sysems. The following
isasummary of key findings from our investigation:
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Existing transit and paratransit services.

Transgportation services and needs in rurd, suburban and urban areas vary widdy. At
the same time, the transportation needs of clients vary grestly based on disability.
Some clients have physica mohility congtraints, while othersdon’t. For example, the
needs of clients recovering from drug/dcohol addiction is very different from those of
an individua who requires amohbility aid such asawhedchair.

Expectations rdative to the level of service possible from existing paratrangt services
differ and sometimes conflict. For ingtance, most county paratrangt services and
Access Link are curb to curb service, not door-to-door. Disabled clients desire and
sometimes expect the system to operate more like a door-to-door taxi service.

NJTRANSI T’ s Access Link provides an important service that promotes
independence for individuas with disabilities, however, according to clients, some
aspects of the service could be improved. Specific suggestionsinclude:
Increase scheduling flexibility and relax cancdlation policies/pendtiesin
cases of emergency or unexpected change in circumstances.

- Permit regular scheduling if services are to be used for adaly commute.

- Expand the service beyond a shadow route service in places where
traditiond trangt coverageislight (e.g., the southern parts of the state).

- Expand the %2 mile service radius and shorten the 40 minute wait time
window.

- Regiondize the reservation system because statewide reservationists do
not have an appropriate knowledge of localities.

Coordination of traditiond trangit and paratransit services, including NJ TRANSIT
bus and rail services, Access Link, county paratrandgit, municipa services, and private
transport options, is severdy lacking.

County-based paratranst systems vary in quality and quantity of service, but are
adequate for one-time or infrequent trips (doctors appointments, grocery shopping,
etc.). County sysems dso play arole in providing transportation to sheltered
workshops; however, with few exceptions, they are not well-suited to meet the daily
transport needs of individuas engaged in competitive employment. Exceptions
include Monmouth and Ocean counties which have programs specificaly designed to
bring disabled individuas to competitive employment. In most counties, however,
paratrangt systems only operate between the hours of 9 and 3. This makes use of the
systems for employment trips very difficult.

Much of the county-to-county variaion in paratrandt service relates to the type and
amount of funding countiesreceive. Counties use a variety of funding methods, and
these monies often come with conditions as to how they can be spent. The most
common source of funding is from casino revenue. Many counties dso use Medicad
trangportation funds to support paratrangt services, however, these funds must be
used for non-emergency medica trips. Some counties use federa grants or other
externd funding sources to support services. Fare box revenueis collected in only a
few counties. Whereit is, it generdly accounts for avery smdl portion of funding.
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Given the widespread use of Medicaid transportation funds, nor-emergency medica
trips (generaly for seniors) represent the vast mgority of al trips taken on county
pararanst systems. Most county paratrangt systems give priority to medicd trips
over work trips.

Perceived and redl redtrictions on the use of funding for servicesisaproblem
especidly with municipa services. In addition, inter-jurisdictional cooperation
related to providing trangportation service across jurisdictiond linesislimited. Mogt
county-run services will not crass county lines, making travel difficult.

Some county paratrangt systems have age requirementsfor travel. Thisisan
impediment to travel for those under 21 years of age and individuas needing to travel
with young childrento access day-care facilities as part of the trip.

The persond energy needed to plan trip logistics within the congraints of the current
system and the uncertainty of having away home in case of mid-day emergency
discourages some individuas from seeking work and is an impediment to productive
work for those who are employed.

Perceived and real persona safety issues are often cited as an impediment to the use
of traditiona public trangt services, however, this depends largely on the nature of an
individud’s disability.

Training and Education:

The availahility of appropriately trained personnd to asss in the use of accessibility
equipment isaproblem. In addition, training and education programs for transt and
paratransit personnel are needed to increase uniform knowledge of operationd
procedures.

Employer education to foster greater employer buy-in to accessibility is needed. For
example, employers could provide accessible van pools. It was noted, for illustrative
purposes, that the State does not have alift-equipped van in the motor pool to
accommodate business-related travel during the work day. In addition, employer
flexibility regarding work-from-home arrangements and flex hours would be hel pful.

More extengve trave training is needed for clients and employment counselors.

I nfor mation exchange and use of technology:

Thereis no central source for trangportation information and trip planning assistance
for clients, employment counselors or employers. Knowledge of various e ements of
the trangportation system isfragmented. Thisistrue for users and those that counsdl
userson trip planning. Since there is no single source of information, successin
finding transportation often rests with the persond knowledge and contacts of
individual counsdlors.

A centra repository of trangportation information is needed. 1t should encompass
both public and private services and could take the form of awebsite or transportation
broker modd!.
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= Theuse of technology should be expanded. Smart card technology should be utilized
to monitor usage and facilitate fare payment. Voice activated ticketing/validating
meachines and schedules should be available.

= Many scheduling and dispatch systemsin use today are outdated and inefficient.

Best practicesand promising models:

= Thenationd literature on parairangt is wide ranging, covering many different topics
and programs. Examples of best practicesin paratrandgt that may have particular
relevance in New Jersey include:

Travd Training for dients — People Accessng Community Trangportation
(PACT), run by the Kennedy Center in Bridgeport, Connecticut, trains individuas
with avariety of disabilitiesto use traditiond public trangt routes. They offer a
hands-on, step-by-gtep training program. The objective is to trandtion trainees
from paratrandt to public trangt and give them a greater sense of mobility and
independence. The trainees work with a counsdor on a one-or-one bas's.
Trainers assess an individud’ s travel needs (such as distance traveled, available
bus services, and distance from bus stop to destination/origin) and then work with
trainees to prepare them to use traditiond trangit services. In addition, part of the
traning incdludes areview of individuds rights under the Americans with
Disahilities Act and when and how to advocate for themsdlves (Easter Sedls
Project ACTION, 2002).

One-Stop Trangportation Centers — In 2001, The Inditution For Community
Inclusion published areport, entitled Access for All: A Resource Manual for
Meeting the Needs of One-Sop Customers with Disabilities. The report
recommends that One- Stop centers take alead role in identifying dl available
trangportation options for ther clients while aso exploring potentia sources of
funding to support existing and new transportation services. The one-stop center
serves as a clearinghouse for trangportation information.

Integrating trangit and paratrangt services— In the mid-1990’ s, the Suburban
Mobility Authority for Transportation (SVIART) in Detroit, Michigan developed
a sophigticated new system for coordinating fixed- route bus and demand-
responsive paratrangit services. The new system relies on smdler 28-foot trangt
vehicles and demand respongve routes, operated by a variety of providerson a
contract basis. Loca paratransit services are operated to coordinate with and
complement fixed-route services that use full-sze buses. Using ared-time
demand- responsive computer scheduling and dispatching system, clients can book
trips more easily and paratransit vehicles can be dipatched more efficiently. The
SMART mode relies on technology that alows 50 loca trangportation providers
to link up to acentraized computer system and to add their trangportation
sarvices to the ligt of options available to potentia riders.

Integrating trangit and paratrangit services— Another exampleis Tri-Met, the
regiond trangt agency in Portland, Oregon. Tri-Met operates an ADA paratransit
sarvice that dso serves socid service agency trips, including Medicaid non
emergency transportation. They use a brokerage mode of coordinated
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transportation and multi-modd trip planning, with the objective of minimizing
trip cogt. Trips can 4till betailored to the individud’ s needs and door-to-door
service (instead of curb-to-curb) is available at an extra charge.

* In New Jersey, Monmouth, Hunterdon, Warren and Sussex counties provide
innovative paratrangt services.

Monmouth County offers a transportation brokerage service that matches client
needs with the most appropriate available service and assst with trip planning and
scheduling.

Hunterdon County has an interna busloop cdled the “Link,” which provides
service to key employment centersin the county, including FHemington. In
addition, the county isin the process of implementing a“buses to business’ pilot
program, which will use off-duty school buses, equipped with advancing tracking
technology to provide paratrangt service and hopefully fill in gapsin the exiging
county system.

Warren and Sussex counties operate a number of new services funded through the
federal Job Access Reverse Commute program. These services provide shuttle
buses to avariety of employment destinations. The counties aso operate a
modified fixed route shuttle serving employment destinationsin and around
Phillipsburg. The shuttle operates from 6 am. to 6 p.m. on weekdays.

Workfirst New Jersey (WFNJ) Community Transportation Planning Project:

The WFNJ planning effort undertaken by NJ TRANSIT, DHS and Sister agenciesin
the late 1990’ s was perceived by many as a success, especidly for bringing
transportation providers, human service providers, employment counselors, and
community organizations to the table to discuss trangportation issues.

The WFNJ planning approach can serve as amodel for deveoping the five-year
trangportation plan. Furthermore the integration of plans with the current effort can
be used as a building block for moving toward a more holistic and seamless
trangportation system.

While the WFNJ community trangportation planswill provide a sound foundation on
which to build, if the plans are to be used to support the DDS transportation planning
process, a number of issues will need to be addressed,

1. Thebasic demographic information contained in the plans is drawn from the
1990 Census. This data should be updated as Census 2000 data becomes
avaladle.

2. The mapping of the “trangt dependent population” is based on Census data.
Such data are drawn from a sampling of the population, not an actud
enumeration. To the extent feasible address data should be used to map client
locations.

3. Theevdudion of available transt servicesis fairly comprenensive, and can
be used as a garting point for the five-year plan. Fixed-route serviceis
mapped, but other transportation is only described in the report narrative. At
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some point, al possible transportation services should be mapped, so we can
clearly illustrate service gaps.

4. Magor employersin each county were identified and mapped. This datawill
need to be updated.

5. Spedific solutions to meet transportation gaps were presented in the reports.
Some of these proposals are specific to WFNJ clients' needs, but most seek to
address a service gap for any trandgt-dependent population. The status of
these recommendations in each county should be reviewed, tracked and
supplemented as part of the planning process.

Employer and client location data:

Employer location datais available from avariety of sources. Each data source has
limitations, however there gppear to be three promising options for obtaining the data
needed to support spatial analyss. The data sources and a brief description of data
limitations are presented below.

Dun and Bradstreet “Million Dollar Database”’ This database includes dl
companies with more than 100 employees or sdes greater than $5 million. There
arejust over 12,000 firm records for the state of New Jersey. This database is
currently licensed to Rutgers University for research purposes. A sample of the
database, for Mercer County, was downloaded, and addresses geocoded using
GIS software. On thefirst pass, 75 percent of the 567 firmsin the county were
successfully mapped. The remaining unmatched records could likely be matched
with amoderate amount of additional effort. While the D& B database has good
addresses, it only represents a subset of employersin the state.

Unemployment Insurance database (ES202) from NJ Department of Labor — The
Department of Labor (ES202) database could be obtained at low or no cost.
ES202 datais generated from records of unemployment insurance contributions.
The database is assumed to provide data on mogt jobsin the state; however,

ES202 data has some notable limitations. The mogt significant limitation is

known problems with inaccurate or imprecise address data reported by employers
and with the misadlocation of employees from multiple branch locations to
headquarters locations. There are ways to address these issues, but procedures are
time consuming.

InfOUSA database — This private, for purchase database includes records for
approximately 332,000 businessesin New Jersey. As such, the InfOUSA database
would aso contain dataon dl jobs within the tate. The company clamsto verify
addresses for dl their records on aregular bas's, so address matching should be
successful. Review of sample data indicates that the establishment / headquarters
issues found in ES202 data have been resolved. InfoUSA currently providesthe
datafor the New Jersey Department of Labor WNJIPIN Employers web site,
which suggedts that the data would be sufficient for our andysis. The “retall”

price quoted for acquiring the database was approximately $46,000.




Five-Y ear Transportation Plan for the NJ Division of Disability Services
Phase | Findings and Proposed Phase || Work Program

Thereis no single, comprehensive data source for location information on individuas
in the gate qualifying as “ dissbled,” under state and federa laws. Despite the lack of
asingle comprehensve database, preliminary research reveded anumber of
promising datasets that could be used to support a spatia andysis of where
individuas with disabilities resde in New Jersey in relaion to jobs and existing
trangportation services. In addition, there are aso a number of community-based
organizations that maintain databases that could be used to supplement adminigrative
data sources. The following table summarizes potential data sources.

Table 1. Potential Administrative Data Sour ces

Name of Data Base

Location/Owner

Content

Vocational Rehabilitation
Management Information
System

New Jersey Department of
Labor/Division of Vocational
Rehabilitation (DVR)

The primary source of data about clients of the
DVR living in the State of New Jersey.

Commission for the Blind
and Visually Impaired
Management Information
System

New Jersey Department of
Human Services/Commission for
the Blind and Visually Impaired
(CBVI)

The primary source of data about clients of the
CBVI living in the State of New Jersey

Medicaid Management
Information System
(MMIS)

Medicaid General System
Medicaid Eligibility
Database

New Jersey Department of
Human Services/Division of
Medical Assistance and Health
Services (DMAHS)

Provides data to monitor and administer
various programs including Medicaid,
Pharmaceutical Assistance to the Aged and
Disabled. The NJ MMIS consists of a
database depicting over 50,000 providers and
over 1 million beneficiaries. The general
description of data includes: case information,
recipient information, eligibility information,
claim information, provider information, and
Medicaid extension information.

Client Management
Information System
(CmIS)

New Jersey Department of
Human Services/Division of
Developmental Disabilities (DDD)

The primary source of information about
consumers of DDD services living in the
community. Staff from the four DDD
community services offices maintain the data.

New Jersey State Income
Tax Taxation Database

New Jersey Department of
Treasury/Division of Taxation

The primary source of data about New Jersey
state income tax filers. NJ Tax Form 1040
gathers data on individuals who request an
exemption for being age 65 or older (line 7)
and for being blind and disabled (line 8).

Social Security Income
(SSI) and Social Security
Disability Income (SSDI)
systems

US Government/Social Security
Administration

The primary source of data about beneficiaries
of SSl and SSDI. SSl s a federal income
maintenance program for people with
disabilities who have generally not participated
in the workforce. SSDI is a federal benefit
program to individuals who are unable to
continue working as a result of a mental or
physical disability. The federal ‘Ticket to

Work' program is designed for this population.
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PROPOSED PHASE || WORK PLAN
The following work plan was developed based on the findings of our Phase | investigation.
It isintended as a garting point for discussions with Divison of Disabilities Services Saff.

TASK 1: DEVELOP A TYPOLOGY OF TRANSPORTATION NEEDS

The project team will perform a comprehensive transportation needs assessment. This
assessment will be based on avariety of inputs, including, but not limited to, past planning
efforts conducted by the NJDHS, NJTRANSIT and other agencies, focus groups and
interviews conducted as part of Phase 1 activities, and survey research conducted by Rutgers
University under separate contract with DD. The needs assessment will be organized into a
multi-dimensiona typology of trip needs, based on disability type, trip purpose, travel mode
options, time of day and region of the Sate.

Task 1.1: Regional Meetings. Building on the findings of Phase 1 activities and to
facilitate a comprehensve understanding of trangportation demand in different regions of
the State, the project team will conduct a series of regiond client focus groups. To the
maximum extent feasble the regional meetings will be organized to coincide with the
andyssregions assumed for survey research purposes (e.g., Primary Metropolitan
Statistica Areas (PMSAS). In addition, every effort will be made to ensure participant
representation from each county and that individuals with a variety of disabilities are
represented. The meetings will probe participants about modes of trangportation utilized
and trip characterigtics such astrip purpose, time of travel and quality of experience.

Task 1.2: Internet Outreach. Asa supplement to the in-person focus group meetings,
the project team will utilize one or more on-line bulletin boards to solicit input from
clients, who are unable to attend the meetings. The on-line bulletin boards or virtud
focus groups will be moderated, structured to solicit input on specific topics and time-
limited (e.g., one topic aday for 4 days).

Task 1.3: Coordination with survey research team. The project team will coordinate
with the survey research team headed by Monroe Berkowitz, to ensure that appropriate
transportation-related data and information is collected.

Deliverables: Mesting documentation from each focus group and areport summarizing
the results of the client outreach.

TASK 2. INVENTORY TRANSPORTATION SERVICES AND DOCUMENT
TRANSPORTATION DELIVERY SYSTEM
Building on previous studies and the preliminary inventory of transportation services
conducted as part of Phase 1 activities (see Appendix B), the project team will prepare a
comprehensive inventory of trangportation services available for individuds with disabilities
in New Jersey The inventory will be county-based and will include municipa, county, inter-
county, regional, and statewide transportation services provided by the public, private and
nonprofit sectors. To the maximum extent practicable, the inventory of services will be
mapped spatidly, to facilitate an understanding of service dendity and coverage. As dated
above, previous sudies, including WFNJ community trangportation planning documents and
databases will be utilized as a garting point for this effort (see Appendix E).
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Deliverable: A database and summary matrix of available services and detailed maps
depicting the variety and extent of transport options in each county.

TASK 3: PREPARE DATA FOR SPATIAL ANALYSIS

The project team will utilize exigting data sources to compile a client address and employer
address database to support an andysis of the geographic relationships between where
individuas with disghilities resde, the location of employment opportunities, and available
trangportation services, as described in Task 4. Strict confidentidity procedures will be
utilized throughout database development and anadlysisto ensure individud privacy.

Task 3.1: Client data. The project team will compile client address datafrom a variety
of exigting sources, including but not limited to those described in Table 1 above (see
Summary of Findings). Individua datasets will be compiled into asingle client detabase,
duplicate records will be eiminated and the data will be mapped using geographic
information system (GIS) software.

Task 3.2: Employer Data. The project team will obtain/compile address data for New
Jersey employers. In consultation with the DDS st&ff, the project team will sdlect from
one of the following three options for obtaining employer datac 1) Dun and Bradstreet
“Million Dollar Database,” Unemployment Insurance database (ES202); or InfoUSA

database. The specific limitations of each data source are explained above (see Summary
of Findings).

Deliverable Client database, employer database, employer and client maps for each
county.

TASK 4: CONDUCT SERVICE GAPS AND DEFICIENCY ASSESSMENT
Using the findings and data products from Tasks 1- 3 the project team will perform acritica
assessment of available transportation services for individuas with disabilities in the context
of client and employer locations. While the emphasis of the assessment will be on
employment trangportation, trangportation services for other daily needswill so be
consdered. The purpose of this assessment is to identify service ggps, including overal
access to trangportation by mode, hours of operation, scheduling requirements and service
qudity.

Task 4.1: Spatial Analysis A spdid andyss of employment locations, transportation
sarvice, and client locations will be performed. This spatid analysis, amilar to the
assessment done for the WFNJ community trangportation planning initiative, will

spatidly illustrate gapsin trangportation service.

Task 4.2: Qualitative Analysis The spatid andysswill be supplemented with a service
quaity assessment from the client perspective. Phase | input and input received from the
regiona focus groups will be used to document service qudity issues.

Deliverable: Composite mapsillustrating the spatid relationship between employment
locations, trangportation services and client locations for each county, and a detailed
written report on service gaps and deficiencies.
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TASK 5: CONDUCT LEGISLATIVE, PROGRAMMATIC, AND INSTITUTIONAL
BARRIERS ANALYSIS

The project team will conduct an andyds of legidative, programmatic, and inditutiona

barriers to service changes and/or reform. The andysiswill include, a aminimum, areview

of the following:

= Eligibility requirementsregtrictions for using various services (e.g., age redtrictions);

= Policies and procedures guiding the operation of services (e.g., priority for certain
trips); and

» Red and perceived redtrictions on the use of trangportation funds and vehicles for
exclusive or narrowly defined purposes.

Deliverable Report summarizing findings from the barriers andysis.

TASK 6: EXPLORE NEW SERVICE DELIVERY MODELS

The project team will criticaly assess the current systems used to deliver paratrangit services
in New Jersey. In addition, the team will perform a comprehensive nationd literature review
of best practicesin paratrangt service ddivery. From this review, the team will identify up
to five modes that hold promise for gpplication in the New Jersey Context. Thesefive
modelswill be investigated and documented in detail. Examples of best practices might
include: sysemsfor better integrating paratrandt and trangt services such asthe SMART
mode in suburban Detroit; more widespread use of taxi infrastructure; equity-based fare
structures that support expansion of available services, and red-time vehicle tracking, trip
scheduling and dispatching.

Deliverable Report summarizing findings from the investigation and case-study
documentetion of the 5 models selected for detailed investigation.

TASK 7: PREPARE FIVE-YEAR TRANSPORTATION ACTION AGENDA
Using the work products from Tasks 1-8, the project team will work with DDS staff and the
Transportation Work Group to develop a Five-year Transportation Action Agendafor the
Divison. The action agendawill include recommendations regarding legidative,
programmatic and policy changes needed to enhance and expand transportation services for
individuas with disabilities seeking to gain competitive employment. In addition, al work
products will be integrated into a summary document to accompany the action agenda.

OPTIONAL TASKSFOR DISCUSSION:
1. Create aweb-based information clearinghouse
2. Devedop atraining and education program for transit personnel, clients and
employment counsdlors.

10
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APPENDIX A

NATIONAL PROGRAM REVIEW
I ntroduction

The nationd literature on paratrangt is wide ranging, covering many different topics and
programs. We have sdlected the studies below to illustrate arange of issues faced in the
provison of paratrangt services. The first two studies address important current topics, the
role of Medicaid funding and the need for trave training. The third sudy focuses on the
provison of one-stop consultation about the availability of trangportation services, while the
fourth and fifth argue for sarvice integration. These studies were sdlected to illuminate
specific techniques and genera recommendations about the provision of paratrangit services
and are drawn from experiences around the nation.

The Medicaid Perspective

Noremergency medicd trips are one of the most extensive uses of the paratrangt system, so
adequately accommodating and paying for them has become a primary focus for providers.
Medicaid pays for many such trips. A 1998 report, Designing and Operating Cost-Effective
Medicaid Non-Emergency Transportation Systems: A Guide for State Medicaid Agencies,
suggests strategies for effective Medicaid Non-Emergency Transportation (NET) program
management (American Public Wdfare Association, 1998). These include:

Use of trangportation brokers -- States should contract with brokers statewide or for
certain areas. These brokers will enroll and pay providers, determine and authorize
the most appropriate type of transportation service for each dient, induding natifying
the client of the scheduling of rides, and will then contract out the actua servicesto
other companies.

Redtriction on the number of providers-- Limiting the number of providers
competing for state contracts lowers adminigtrative costs and makes the individua
providers more accountable.

Coordination among human services providers -- Agencies can cut costsif they
coordinate public trangt and paratransit with trangportation services offered by
Medicaid, Head Start programs, services for the aging, and others. (American Public
Welfare Association, 1998, p. 4)

The report notes that Medicaid cannot fund welfare-to-work needs, but vehicles provided for
Medicaid trips could be used for both work and medica purposes. For transportation to and
from Medicaid covered services, some states now restrict Medicaid NET coverage to
services that the agency actudly funds. Other states alow for provision of trangportation to
services that could be paid for by the agency, even when they are aware that another agency
will cover the costs (American Public Welfare Association, 1998, p. 8).

Travel Training and Project ACTION

To deliver more effective trangportation resources to consumers, providers must not only
make their services work better, but should also ingtruct passengers on how to use the system
to their greatest advantage. Easter Seals Project ACTION, afederdly sponsored research

12



Five-Y ear Transportation Plan for the NJ Division of Disability Services
Phase | Findings and Proposed Phase || Work Program

organization focusing on issues of paratrangt services for people with disabilities, has
proposed travel training as an important program for integrating paratrangt usersinto the
mainstream public trangit system (Easter Sedls Project ACTION, 2002).

People Accessng Community Trangportation (PACT), run by the Kennedy Center in
Bridgeport, trains people with avariety of disabilities on the use of regular public trangt
routes with a hands-on step-by-step method. The objectiveisto trandtion these trainees
from paratrangt to public trandt and give them a greater sense of mobility and independence.
The trainees work with a counsglor on aone-on-one basis. The trainer first assessesthe
individud’ stravel needs (such as distance traveled, available bus services, and distance from
bus stop to destination/origin) and then works with the trainee to prepare them to use the bus
sarvice. On average, 12 hours of training are required for the average candidate and 90
percent of trainees reported they are Htill riding the bus independently three months after
training. Formd follow-up of these trainess initidly occurs at one and three-month intervals
in order to ensure that individuas are using the system properly. As part of their training,
participants learn about their rights under the ADA and when they need to advocate for
themsdves “The PACT training god is sdf-sufficiency.” (Easter Seals Project ACTION,
2002) The program was developed with Project ACTION funding and is dtill in operation
today.

Easter Seals Project ACTION also published a Mobility Planning Services Toolkit (MPS)
designed to guide loca authorities in understanding ADA regulations and developing local
paratrangit operations. The full document is available on the Project ACTION website. MPS
attempts to improve accessible transportation and mobility for people with disabilities

“through a philosophy that empowers these individuas to maximize their use of al

appropriate transportation options.” (Easter Seals Project ACTION, 2002, Mobility Planning
Services Toolkit, p. 3)  The MPS system can be administered jointly by transportation
providers, disability advocacy and service organizations, and individuas with disabilities

(Easter Seals Project ACTION, 2002, Mobility Planning Services Toolkit, p. 3).

Project ACTION reports focus on the provision of paratrandt servicesto the individua. For
paratrangit to be more effective, the users of the system should be comfortable with the
system and willing to depend on it for their daily trangportation. This human eement of
individud training is often missed in sudies that focus on the efficiencies of various

paratrandt options.

One-Stop Transportation Centers

Much paratrangt provision and counsdling does not occur in isolation, but happensin
conjunction with training and advice on employment and many other life activities. The
Indtitution For Community Incluson published areport, called Access for All: A Resource
Manual for Meeting the Needs of One-Sop Customers with Disabilities (2001). This wide-
ranging report includes a section on trangportation issues, suggesting that transportation as

“one of the most Sgnificant barriers to employment for people with disabilities who don't
drive” (Inditution For Community Inclusion, 2001, p. 284) “One-Stop” centers are proposed
that would provide many varied services to people with disahilities.

The report recommends that One- Stop centers take alead role in identifying dl available
transportation options for their clients while also exploring potential sources of funding.
Two examples are the creation of joint disabilitieswefare-to-work transit services or the use
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of Socid Security Work Incentives to help offset the costs of trangportation. Two specific
Socid Security incentives are identified as potentid sources (Ingtitution For Community
Inclusion, 2001, p. 287).

Pan for Achieving Sdf- Support (PASS)-- These incentives can be used by people
receiving Supplementa Security Income to subsidize:

0 Hiring of private or commercid cariers
0 Lesse rentd, or purchase of private vehicle and related fees
0 Public trangt and common carriers
Imparment Related Work Expense (IRWE)- These funds can be used to subsidize:

o0 Cod of gructurd or operationd modificationsto a vehicle that the person
needs to drive to work, even if the vehicle is dso used for nonrwork purposes

0 Cost of driver assistance or taxicabs where unimpaired individualsin the
community do not generaly require such specid transportation

0 Mileage expenses for an gpproved vehicle a arate determined by the Socid
Security Adminigration. Only travel related to employment can be rembursed

By reviewing and using available fiscal and transportation resources, agencies and One-Stop
centers can serve as a clearinghouse of paratrangt information.

Integrating Systems— The SMART Case Study

Paratrangit systems should strive for integration into the genera transportation system of the
region. Systems need to be regiond to effectively serve clients, and while paratrangt serves
agpecific nichein the region, thereis dso sgnificant overlap with traditiond trangt roles. In
themid-1990’ s, the Suburban Mohility Authority for Trangportation (SMART) in the Detroit
area devel oped a sophigticated new system for coordinating fixed-route bus and demand-
responsve paratrangit services (Bogren, 1995). The new system relies on smaler 28-foot
trangt vehicles and demand responsive routes to complement fixed-route services that use
full-sized buses. Using a red-time demand-responsive computer scheduling and dispatching
system, clients could book trips and paratrangt vehicles could be dispatched more easly.
This system offers a technology that alows 50 remote transportation providersto link up to
the computer system and to add their private trangportation services to the list of options
available to each client. Trangt userslooking to schedule atrip can see a complete
description of dl trangportation options available to them instead of just the services offered
by one trangit provider.

The routes that were converted to demand-response have also been popular and arerun like a
dia-a-ride service, except that there is no advanced notice deadline for reservations. Some
routes maintain a time schedule, to the degree possible, across a highly flexible route, while
others smply operate door-to-door as needed. Employers have worked with SMART on
issues such as schedule adjustments to get employees to work at the correct times. The
agency has dso taken the lead in working with job placement organizations to promote the
trangt system to potential employees.

SMART dso launched separate programs designed to help people find jobs dong fixed-route
bus lines and to help the newly employed get to work using trangt. Fixed routes were
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adjusted to better serve new suburban job centers. Ridership improved dramaticaly as a

result. A large marketing campaign accompanied these service improvements and Detroit's
largest radio station even began announcing job openings and the bus line that an employee
would use to access these jobs (Community Trangportation Association of America, 2001).

SMART, as atransit provider, islargely concerned with improving the supply of
transportation services. Their approach has been to look at the services they provide, and to
determine how to ater them to serve their passengers more effectively. SMART redized that
only through abroad multiphase effort -- coordination, better information, and restructured
routes -- could the system be improved. Ther innovative changes serve as an intriguing
modd for other paratrangit providers.

Integrating Systems- An Overview

The trangt system in this country is quite fragmented, and paratranst isno lessso. Often
separated among hedlth services providers, transt systems, non-profits and many other
varieties of agencies, the paratrandt system is often less than the sum of its parts. By
reintegrating these varied services, through increased coordination and communication,
smilar needs can be met, while the system becomes more understandable for both the clients
and the providers. In April 1997, the Transit Cooperative Research Program published an
aticle cdled * Integrating Americans with Disabilities Act Paratrangt Services and Hedlth

and Human Services (HHS) Transportation” (Research Results Digest, 1997). The article
explores the impacts of ADA paratrandt requirements on public and human services trangit
operations and analyzes severa coordination models. Many seniors who formerly used
paratrangt services in great numbersin the pre-ADA erawere no longer igible under ADA.
Thisisduein part to grict ADA digibility requirements, but is chiefly caused by alack of
federa ADA transportation funding resources (Research Results Digest, 1997, p. 3).

The article discusses the potentia for coordinating paratransit and HHS services, and defines
coordination as * cooperétive arrangements between transportation providers and
organizations needing trangportation services, which improves mobility by improving the
effectiveness and efficiency of community trangportation.” (Research Results Digest, 1997,
p. 4) Coordination benefitstrangt providersin that it “reduces duplication and fragmentation
of services, improves program oversight and administration, service qudity, and reduces
costs.” (Research Results Digest, 1997, p. 4)

In 1997, mogt states had voluntary coordination agreementsin the HHS arenawhile only 16
(including New Jersey) mandated coordination through state legidation or gubernatoria
executive orders. One example of state-leve coordination is Florida where a sate
commission was created to fully coordinate the transportation funds and services of dl 67
counties. Costs are reduced by expense pooling and grouping of trips, and a variety of
participating agencies contribute to the commisson’ s operating budget. The commisson is
aso financed by a percentage of dl public sector block grants and by revenue from the sale
of handicapped parking permits and automobile license fees (Research Results Digest, 1997,

p. 7).

Tri-Met, in Portland, Oregon, operates an ADA paratransit service that also serves socia
service agency trips, including Medicaid non-emergency trangportation. They usea
brokerage modd of coordinated trangportation and multi-moda trip planning, with the
objective of minimizing trip cogt. Trips can till be tailored to the individud’ s needs and
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door-to-door service (instead of curb-to-curb) is available a an extra charge. Tidewater
Trangportation Didtrict in Norfolk, Virginia, aso has used a successful brokerage
coordination model. One-third of dl trips, formerly handled by the Didtrict, were being
provided through local agency contracts (Research Results Digest, 1997, p. 8).

Conclusion

This report on selected parairanst systems and issues highlights the complexity of the
problems facing human services agencies dedling with the provision of transportation
sarvices. For any system, there are choices to be made from a menu of types of service
options, such as fixed route, door-to-door, etc., as well as days and hours of operation,
service aress, and integration levels with other providers. There are avariety of user needsin
terms of mobility limitations, trip purposes and destinations, and times of travel. Early
paratranst systems often were ad hoc, crested in isolation with corollary inefficiencies.
Today increased coordination among systemsis essentia.  Beyond coordination thereis dso
the need to focus on more traditiona transportation planning endeavors, such asrevisng
routes and headways and assessing vehicle needs. Findly, the centra focus must be on the
consumers of transportation services, providing the highest level of care possible.
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APPENDIX B

SUMMARY OF NEW JERSEY PARATRANSIT SERVICES

I ntroduction

Transportation service across New Jersey varies greatly. Fixed route rail and bus serviceis
extensive in northern urban and suburban regions, with less overdl service in the southern

and rural parts of the state. Outside urbanized areas, county paratrangt systems meet some,
but clearly not dl, trangportation needs. However, paratrangt in New Jersey is decentraized,
withwiddy varying levels and qudity depending on location. In addition, the level of

sarvice coordination between statewide paratrangit services (Access Link), county paratrandgt
systems, and municipa systems varieswiddy. Each component of exidting paratransit
servicesis discussed in more detail below, with afocus on the needs of the disabled
community engaged in competitive employment.

New Jersey Transit

New Jersey Trangt isthe nation’s only statewide trangit provider. Created by the New Jersey
State Legidature in 1979 to “acquire, operate and contract for transportation service in the
public interest,” the public corporation began operation in 1980 with the acquigtion of
Trangport of New Jersey, the state€’ s largest private bus operator. NJ TRANSIT currently
operates approximately 150 bus routes. Private companies operate an additiona 24 public
bus routes. These routes are divided into two mgor types— locd and commuter. All loca
buses operated by NJ TRANSIT are accessible to passengers with mobility limitations The
commuter routes, which travel to New Y ork, Philadel phia or Newark, require advance
reservations for an ble vehicle to be provided.

NJ TRANSIT has been operating passenger rail service since 1983. Therail system conssts
of eight commuter routeswith 151 gations. Approximately1/3 of the stations are accessible
to individuas with disabilities (NJ TRANSIT Guide to Accessible Services, 1). In addition,
NJTRANSIT’ s Hudson-Bergen Light Rall lineisfully accessble and its South Jersey Light
Rall line, currently under congtruction between Camden and Trenton, will also be fully
accessble.

Access Link

New Jersey Trangt, like most transportation providers across the nation, has made significant
progress in complying with the Americans with Disabilities Act of 1990 (ADA). Thistask
was accomplished largely through the purchase of more ble vehicles, equipped with
whedcharr lifts and knedling devices, modifications to station facilities, aswel as, improved
training for employees that placed increased emphasis on equipment usage, public address
announcements, and sengtivity.

ADA requires public transportation systems to provide comparable paratransit service for
passengers who cannot use traditiona vehicles. To meet thisrequirement, NJ TRANSIT
created Access Link, a statewide paratransit service that operates as a“shadow” service for
NJ TRANSIT sfixed-route buses. The system operates on a paid basis, with routes, hours of
operation, and fares comparable to the standard bus network.
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Eligibility for Access Link is restricted and requires an in-person interview at a designated
“Assessment Agency” office. To be eigible passengers must have a disability of a nature that
precludes use of the public bus network. Certification is based on the following factors:

Impact of adisability on the passenger’ s ahility to navigate the bus system
independently;
Avallability of appropriate ble festures on the existing bus system; and

Impact of the passenger’ s disability combined with the environment that prevents
the passenger from getting to and from a bus stop.

Assessment dso includes completion of amedicd verification form. NJ TRANS T must
make a decison asto digibility within 21 days of receipt of thisinforméation or apersonis
“presumed digible” Vigtorsto the state who are ADA digible must apply for atemporary
21-day Access Link passto be able to use the systlem. Also digible are persona assistants of
certified passengers, who ride a no charge.

Access Link operates within designated route shadows, picking up and dropping of
passengersin areas no greater than % of amile from traditiona bus routes. There are over
one hundred designated routes in total, operating in every county in the date. The system
operates on an gppointment basi's, with reservations required at least one day in advance.
Vehicles may arive at a pick-up point as much as twenty minutes before or after the desired
pick-up time, creating a forty-minute window within which the vehide might arrive. Thereis
no restriction or prioritization on the types of trips that can be made aslong as they are within
a¥smileradius of regular bus routes. Since the system is based on traditional bus routes,
transfers between vehicles may be required. Passengers must make reservations in both
directions and the pick-up time for return trip must be a least 90 minutes after initiad pick-up
time. Standing orders—requests made once for trips that will be repested at least once a
week, but not more that once daily—are allowed.

County Transportation Systems

Each county in New Jersey operates its own paratrandt system. Service varies widely across
countiesin terms of area covered, hours of service, types of service and reservation
requirements. The paratrandgt operators in each of New Jersey’ s twenty-one counties was
surveyed regarding types of service provided, funding sources used, and service avallability

at different times of day. Theresults of thisinvestigation are presented below. Use of the
county systems for work trips is highlighted.

Types of Service

County paratrangt systems provide a variety of services to passengers with disabilities. Each
county in the state provides some type of door-to-door or curb-to-curb transportation by
gopointment. The systems generdly require an advance gppointment, and trip purposes may
be limited. While not common, some counties offer fixed or flexible route systems,
comparable to NJ TRANSIT bus service or Access Link.

Most county systems operating demand- response services require advance reservations,
and a scheduling and dispatching procedure. Demand- responsive systems respond well to
occasiond requests, serving adispersed population traveling to avariety of different
locations, however, variation in routing, trip times and scheduling requirements can make
these systems ingppropriate for regularly scheduled daily work trips. County demand-
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responsive systems may not alow or encourage scheduled work trips. Fixed and flexible
route systems running on published schedules are more structurally appropriate for work
trips, but the limited geographic coverage of such sysemslimit their use for accessing jobs
not proximate to atrandt route. Thus, for work trips on paratrangt, consumers often are
dependent on NJ TRANSI T’ s various options, be it traditiond bus, rail or AccessLink,
though these options often have many of the same problems as the county’ sfixed or flexible
route systems.

Even when users can use paratrangt to travel to work, there are issues that limit the use and
effectiveness of the systems. The variety of locations that can be reached is often
congtrained, and systems often stop at county boundaries. This causes critica physica and
information disconnects in the overal system from ausers perspective. Often thereisno
sangle place users can go to get information about al available trangportation options.
Unfortunately some service limitations are characterigtics of the type of paratrangit being
offered. For example, any demand-responsive system requires atime window for pick up,
and it isinevitable that sometimes the vehicle will not arrive in the given window. However,
other issues affecting demand-responsive services are solvable. Problems such asthe fear of
being left sranded in case of afamily emergency, or being unable to travel with children, can
be mitigated by means of a guaranteed ride home program or changing the eigibility
requirements.

Figure 1 outlines the variety of paratrangt services offered by county. The reader is

cautioned that thisis preiminary information gathered from interviews and is subject to
change.

NJ TRANSIT NJ TRANSIT Flexible Route:
Rail: Bus: Atlantic
. Atlantic All Counties Bergen
Bergen Burlington
Camden Cape May
Essex Hunterdon
Hudson Access Link: Mercer
Hunterdon All Counties Monmouth
Mercer Ocean
Middlesex Warren
Monmouth : -
) Fixed Route:
Morris _
Ocean - - Atlantic
Passaic Door/Curb Service: Bergen
All Counties Camden
:SIC)rTlerset Monmouth

Figure 1 —Paratranst and Transt Services by County (Preliminary Data)

19




Five-Y ear Transportation Plan for the NJ Division of Disability Services
Phase | Findings and Proposed Phase || Work Program

Funding

Much of the county-to-county variation in paratrangt service relates to the type and amount
of funding counties receive. Counties use avariety of funding methods, and these monies
often come with conditions as to how they can be spent (Figure 2). The most common
source of funding is casno revenue. Currently, each casino is taxed 8 percent of its gross
revenue, which goes into the Casino Revenue Fund. The fund is administered by the State.
Six percent of Casino Revenue fundsis earmarked for transportation programs for the elderly
and dissbled. Currently this totals nearly $25 million dollarsayear. These sst-aside funds
are alocated to counties based on aformula. While these funds must be spent to provide
trangportation services to seniors and the disabled, there are few other restrictions on how the
funds can be used. Unfortunately, these monies done are insufficient to support vigble
county systems, and other funding sources typicaly are sought.

Many counties also use Medicaid trangportation funds to support paratrangit services. These
monies mugt be used for non-emergency medica or diadysistrips, leaving work tripsto be
funded out of other county sources. While the nature and extent of employment
transportation funding varies by county, Medicaid funded non-emergency medicd trips are
regulated strictly by the state. Medicaid only pays for trips to services

Casino Revenue: Veteran s Authority: Medlcald
All Counties Atlantic Camden
Camden Cumberland
Gloucester Gloucester
Middlesex Mercer
Ocean Monmouth
COUﬂtV FUI’]dS Passaic Ocean
Atlantic Union Union
Bergen Warren
Burlington
Cape May
Cumberland Federal Funds:
Gloucester Atlantic Other
Hudson Burlington Burlington
Hunterdon Camden Cumberland
Middlesex Cape May Hunterdon
Monmouth Essex Mercer
Morris Gloucester Middlesex
Ocean Hudson Monmouth
Passaic Hunterdon Ocean
Somerset Mercer Salem
Union Middlesex Somerset
Warren Union Union
Warren Warren

Figure 2 — Sources of Revenue, County Paratransit Systems (Preliminary Data)
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for which it isfiscally responsible, and even then, isthe payer of last resort. In 19 of the 21
countiesin New Jersey, thereis a hierarchy of preferred modes for Medicaid trips, from the
most preferred option of public trangt to mileage reimbursement, private services, and findly
county-owned vehicles. In the urban counties of Essex and Hudson, however, the Sate
permits the utilization of curb-to-curb van or livery service with approved operators.

Counties vary in the levels of funding to paratrangt and transportation in generd, and can
choose to dlocate casino revenue funds for a variety of different services. Federd grants, or
other externa funding sources, provide additiona funding in some counties. Fare box
revenueis collected in only afew counties. Whereit is it generaly accountsfor avery small
portion of tota revenues.

Savice Availability

One of the mgor limitations of paratrangt service is the generdly limited timesin which it
operates (Figure 3). Every county provides service during weekday business hours, but
beyond that, serviceisinfrequent if a dl. Countiesin itaics offer only limited service in the
giventimeframe. Only Middlesex County offers some servicein dl of the possbletime
frames, and most counties offer service in only one or two.

Weekday Business Hours:
All Counties Saturday:
- Atlantic
Bergen
Weekday Early Evening: . xs:anr:wth
- Burlington - Essex
Essex - Mercer
Hunterdon - Middlesex
Middlesex - Passaic
Monmouth Union
Ocean
Passaic
Warren
Sunday:
Bergen
Weekday Late Night: - Middlesex
Hunterdon Passalt
Middlesex
Monmouth

Figure 3—Hoursof Operation, County Paratranst Sysems (Preliminary Data)
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Profile of Monmouth County

Some counties have been quite successful a offering a variety of trangportation servicesto
their resdents, making travel smpler and more flexible. Among the most successful of these
countiesis Monmouth. In addition to NJ TRANSI T-operated Access Link, the county
provides five separate paratrangt services.

SCAT- The county’s own trangit service which operates mid-day fixed-route
sarvices between Aberdeen and the bay shore communities. It also provides
complimentary ADA-compliant paratrangit service for these routes and routes
operated under contract to Jamison and Son Bus Company. The system operates
with atransfer hub in the county seet of Freehold.

Monmouth County Brokered Employment Transportation Services (MCBETS)-
Established for people with disabilities who are engaging in first time or new
competitive employment. It complements existing trangt service by providing
feeder sarvice to existing systems, or where existing service isnot available,
provides rides from work to home within a reasonable distance. This service
operates across county lines and serves detinations in Monmouth, Atlantic, and
Middlesex counties. The service operates from 6 am. to midnight and digible
trips include employment training, and work trips after employment begins, with
asubsidy that decreases each year a person is employed.

Medicaid - The county provides service for two divisons of the Medicaid service
areq, including the Long Branch and Freehold areas. Serviceis provided for AIDS
patients, dialyss, and other non-emergency medica treatments. Reservations
must be made twenty four hoursin advance.

Work First NJ This service operatesin asmilar fashion to the MCBETS service.
Available to participantsin the Work First New Jersey program employed or in
eligible work activities. Serviceis available twenty four hours aday Monday-
Sunday.

Shared Ride- Avalladle to seniors and people with disabilities, this service
requires reservations twenty four hours in advance and provides multiple-
degtination service within the service area. It isavailable from 8 am. to 4 p.m.
four days aweek and evenings one day aweek.

In addition to providing extensve paratrandt service, Monmouth County has aso made
transportation for the ederly and disabled a high priority in the planning process. Severd
efforts recently have been initiated to make the traditiond transt and paratranst systems
work better for disabled and dlderly users. The god isto improve routing, payment, and
igibility requirements to better serve those who utilize the system for both work and non-
work trips.

Conclusion

Access Link and county systems are the key components of New Jersey’s public paratransit
system. While both are critical ements of the overdl system, they serve fundamentally
different purposes. Access Link operates smilar to atraditiond transit service providing for
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curb-to-curb service within %2 mile of an existing busroute. Because NJ TRANSIT operates
its bus routes based on economic, population and ridership consderations, some aress of the
gate will be underserved or not served at dl. Access Link coverage islimited by economic
consderation related to traditiona transit services, not demand for paratrandt service. The
system operates on a paid basis, with the standard NJ TRANSIT bus fare paid for each trip
taken.

County paratrandt systems function more as a socid service than atrangt service. They
generdly operate door-to-door or curb-to-curb, ensuring that al consumers regardiess of
mobility limitations can be accommodated. Most services are provided fare-free. Since
county systems were created for specific purposes, and funded by agencies with specific
needs, some trip types, such as non-emergency medicd trips, tend to get priority. Also, Snce
the systems are operated by county governments, they often do not provide trips across
county lines.

Access Link and county-run paratransit systems have advantages and disadvantages. |dedlly,
coordination between these systems would maximize mobility for consumers. Coordination
is often difficult however, because counties often act autonomoudy, providing widely

varying sarvice levels fueled by avariety of funding sources.
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APPENDIX C

SUMMARY OF KEY INFORMANT INTERVIEWS

The project team conducted a series of interviews with key individuas, asameans to
understand the policy environment in which the five-year plan will be developed. Attached
to this summary of findings are the notes from these 12 mestings, in which 16 key informants
were interviewed. In these interviews, a Sandardized interview insrument was utilized.

Trangportation service for the disabled community

Mogt of those interviewed said that the current trangportation system met some, but not all, of
the needs of the disabled community. The county-based paratransit systems vary in quality
and quantity of service, but generdly are adequate for single trips (doctors appointments,
grocery shopping, etc.). Additiondly, county systems play arole in providing trangportation
to sheltered workshops.

Employment trips, however, are far more difficult. Some counties (in particular Monmouth
and Ocean) have programs specificaly designed to bring disabled individuas to competitive
employment. In most counties, however, paratrandt systems only operate between the hours
of 9and 3. This makes employment trips very difficult™.

What was clearly expressed in our interviews was the fact that the existing paratransit system
favors medicd trips (generdly for seniors) over employment trips. We spoke with four
county trangportation providers (Gloucester, Middlesex, Monmouth, Ocean counties) who dl
noted that medical cals dominate the paratranst system. Where a separate trangportation
option exigts for competitive employment, it is funded through county gppropriations. One
county provider said that the only way he could afford to make those trips would be outside
funds.

A number of those interviewed fdlt that those using the trangportation system for
employment trips should be charged afare. Currently Access Link does charge afare, as
well as some of the counties, but not dl. In Gloucester County, there is evidence that those
who could take Access Link are opting to ride on the county system, to save the cost of the
fare.

Access Link has certainly met agap in providing transportation to this disabled community.
We discuss Access Link in greater detail in Appendix B, but most of those interviewed felt
that Access Link has gone along way to promote independence in the disabled community.
We observed some complaints with the system, primarily with the 40- minute scheduling
window and the ¥=milerule

Other planning initiatives, including WFENJ

Severd of those interviewed were involved in some stage of the planning effort for
WorkFirst New Jersey, the wefare reform program for former TANF recipients. Early on,
transportation was cited as akey barrier for WFNJ participants to get work. Asaresult,

! See our summary of local transportation in New Jersey (Appendix B) for more detail.
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stakeholders in each county were required to meet, and to develop atransportation plan for
the trangt dependent population.

Those interviewed felt that the WFNJ effort was a success for bringing everyone to the table
— trangportation, human services, employment, and community organizations. Kathleen
Edmond (Ocean County) saw the welfare reform programs as a catalyst for changesin
trangportation. Robert Koska (NJ TRANSIT) added that what made the process work was
the funding available to implement the trangportation proposa made.

Community trangportation planning and best practices

Many of those interviewed felt that transportation was not coordinated at the local level. NJ
TRANSIT, Access Link, county paratransit, municipa systems, and private trangportation
resources serve different needs, but the disabled community can utilize dl — if they were
aware of dl the service avallable. In severd interviewsit was clear that loca systems need

to coordinate dl their available resources. Nancy Nicola (president of NJ COST) wanted to
see the digparate transportation systemsin New Jersey work together in a community
trangportation system that served all people — not just seniors or the disabled. She also added
that partnerships between private destinations (employers or dialyss centers) and public
trangportation should be explored.

One informant wanted to ensure that assessment was included in any future trangportation
program. He noted that the system used by AccessLink / NJ TRANSIT was agood Start,
and guaranteed that those who truly need the service will be ableto useit.

Geographic concentrations, client demand, and employment

Our informants indicated that there is generdly no concentration of the disabled community
in particular regions of the state, with afew exceptions. Florence Blume (NJ Commission
for the Blind) noted that blind or visudly impaired individuas, who have had vison
problems dl their lives, would live where there is trangportation, if they want to live
independently. We aso heard that independent living centers are now taking transportation
concerns into account when planning new facilities. However, no clear aggregation of the
disabled population emerged.

In severd interviews, it was clear that work schedules and paratransgit systems do not match.
Henry Nicholson (Monmouth County) noted thet the overwhe ming number of ridersin the
MCBETS program suffered from menta or cognitive disabilities, not mobility impairments.
Theseindividuds are generdly working less than 8-hour shifts, and less than 5-days per

week, and in the service sector. They are aso working evenings and weekends, which places
additional burdens on the system.

Dr. Deborah Spitalnik (UMDNJ) notes that the current system places an undue burden on the
disabled community to “compartmentalize their lives’, Snce they must make trips that fit the
trangportation schedule.
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APPENDIX D

FOCUS GROUP MEETING REPORTS

M eseting Description: NJDHS Divison of Disahilities Services
Fve-year Trangportation Plan
Client Focus Group

Date: May 16, 2002 L ocation:
NJ Divison of Disabilities
Services Office
Trenton, New Jersey
Prepared by: Voorhees Transportation Policy Ingtitute
Rutgers, The State University of New Jersey

NOTES:

= Thisfocus group wasthe first of three conducted by the V oorhees Trangportation Policy
Ingtitute under contract with the NJ Divison of Disabilities Services to prepare a detalled
work plan for the development of a Five-year Transportation Plan as part of a Federa
Medicad Infrastructure grant. The 5-year trangportation plan will be designed to help
individuals with disabilities get to work better, and reduce transportation-related barriers
to finding and keeping employment.

= Fourteen dlients attended the sesson. They resided in the following counties: Atlantic,
Burlington, Cumberland, Mercer, Middlesex, Monmouth, and Somerset.

DISCUSSION:
Mesting participants were engaged in a discusson related to the following general questions:

How do you get to/from work and how/why did you sdect that means of transport?
Is your selected means of transport effective and reliable and why?

Wheat positive and negative experiences have you had?

What are your transportation expectations and needs?

What are your ideas for diminating barriers and improving trave options for people
with dissbilities?

agrwbdDE

How do you get to and from your work location?

= AccessLink (7) = Work at home (1)

= Exiding traditiond trangt services (5) = Wak (4)

= Drive- persona transport (8) =  Taxigcar service (6)

= County paratrangt (5) = Aid/persona care attendant (2)

= Family drive (4)

Note: Participants were asked to list any and all options they use to get to and from their
work locations. Numbers in parentheses represent the frequency of response.
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How did you select this means of transportation?

Most participants reported thet there are a variety of factorsthat affect their choice of
trangportation mode to and from work. Mot dso indicated that their mode choice varied
depending on a variety of factors. In addition they indicated that mode choice decisons vary
depending on the disability. The following factors were cited as having affected participants
past mode choice decisons:

Access Link scheduling congtraints — While Access Link was an effective means for
some, the time and inconvenience reated to trip planning and the inflexibility of the
scheduling window mede it a difficult mode for others, epecidly when faced with
unexpected needs and changing circumstances related to daily life.

The availability of an gppropriate persond trangport vehicle was a factor for those
who share avehicle with other family members.

The availahility of appropriate parking a the destination end of the trip was a factor
for those required to report to multiple locations or attend frequent off-Site meetings.

For those able to use traditional transit services, the ease of accessto those services at
both the origin and destination of the trip was afactor. For ingtance, if an individud
must drive to abus stop or train station, then they may as well continue to drive to
their ultimate destination.

All agreed that persond safety, both during the trip and at wait locations was a
sgnificant factor with regard to selecting traditiond public trangt services. Persond
safety concerns ranged from tie-down procedures for individuals in whedlchairs to
vulnerability to crime a isolated or un-staffed bus stop locations and rail stations.

The cogt of services was cited as an important determinant of mode choice, especialy
for lon-wage earners. In thisregard, it was noted that the NJ TRANSIT fare increase
ingtitute in April 2002 diminished available services because peak period services are
no longer available at reduced fares for those that qudify.

Service schedules, rdiability and prescribed wait times (e.g., 40 +/- minutes wait
window for Access Link) were cited as afactor in selecting atransport mode.

Isyour selected mode of transportation reliable and effective?

The following comments and issues of concern were articul ated:

Thereis aneed to address’accommodate business-reated travel during the work day.

Additiond and regular driver educetion is needed to increase uniform knowledge of
procedures for whedlchair tie-down and bridge plate operation.

Many participants indicated that the sequence of events related to employment and
transportation isto get ajob firgt, then figure out how to get there later; however, they
also acknowledged that saf-regulation occurs as part of the job search process.
Trangportation issues related to location does have an influence on the job-search.
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Trangportation logistics are afactor in hiring choices. Often employerswill pre-judge
transportation as an impediment to work performance for an individud with
disabilities. While transportation may be difficult, it should not be a criteriain hiring.
Employer education is needed in this regard.

The persona energy needed to plan trip logistics within the congtraints of the current
system should not be underestimated. This sometimes affects an individud’s
decision whether to seek work in the firgt place.

The uncertainty of having away home in case of mid-day emergency discourages
some from seeking work. A guaranteed ride home service could assst in this regard.

Trip planning, uncertainty and irregularity of serviceis stressful and an impediment
to productive work.

Knowledge of various eements of the trangportation system is fragmented. Thisis
true for users and those that counsdl users on trip planning. In particular, cross-
jurisdiction use of county paratrangt sysemsis a problem. There is not one-stop
contact point for trangportation information and trip planning.

County paratrandt systems do not give priority to work trips.
Thereislittle or no coordination between different services and service providers.

From a users perspective, the impression is that trangport providers are providing
service because it is mandated by law.

Maintenance of eevators and other assstance facilities (e.g., bridge plates, €tc.) isan
on-going problem. Recurrent vanddism of equipment isadso anissue. Camera
survelllance could help the Situation.

Avallability of appropriately trained personnel to assist in the use of accessibility
equipment is aso a problem. Union issues related to carrying and storage of bridge
plates on trains should be addressed.

Regardl ng traditiond trangt, driver training is needed:
stop announcements are not consistently made;
- Qreater sengtivity is needed, in generd (e.g., don't move vehicle until an
individua has been segted)
- procedures for whedchair tie down should be universaly known for
accommodating a variety of whedlchair types

Signage directing trangt users to accessibility assstance is non-existent or poor.

Grester employer buy-in to accessibility is needed. For example, employers could
provide ble van pools. It was adso noted, for illustrative purposes, that the
State does not have a lift-equipped van in the motor pool to accommodate business-
related travel during the work day. In addition, employer flexibility regarding work-
from-home arrangements and flex hours would be helpful.
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What arethe positive and negative aspects of your transportation experience?

While there are some problems, overdl, NJ TRANSIT employees are knowledgeable
and sengtive to needs.

While Access Link provides a much needed service options and services is provided
well overdl, there are fill a number of issues/problems that need to be addressed.

Advanced scheduling procedures related to county paratrangt service is difficult.
Redtrictions on kids riding and an outdated mindset regarding the disabled
community are dso problems.

Abiding by the principle of universal access would improve things overdl. In many
circumstances, even the basics of access are not provided.

The Disney transportation experience was described. 1t was asserted that this should
be the standard for trangportation systems provided by the public sector.

County paratrangt is moving closer to complying with the spirit of the law insteed of
the letter of the law. For ingtance, some counties are utilizing staggered shift timesto
provide longer operating hours.

Redtrictions on the use of county paratranst for childcare transportation should be
addressed.

Some counties are beginning to require fare-support from wage earning riders. This
expands the resources available to provide more and better services.

Perceived and redl redtrictions on the use of funding for servicesisa problem
especialy with municipa services and service across county lines (e.g. trips for
volunteer work are often prohibited). Uniformity in services across county linesis
needed.

What expectations do you have for transportation services?

Greater employer buy-in to accessibility and transportation (in generd) should be the
norm. An anadogous policy area might be employer provided day care services.

Guaranteed ride home services should be available.

Trangportation providers, managers and operators should have to use the system to
gain first hand knowledge of what users face.

Trangportation services should be run like a consumer system, not an entitlement
program.
Smart Card technology should be utilized.

More extensve trave training should be provided for users and employment
counsglors.

Voice activated ticketing/validating machines and schedules should be available.

The trend toward un-staffed systems (e.g., Hudson Bergen LRT) discourages use of
trangit services because of perceived/real security issues and the need for persond
assgtance in some circumstances.
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Exigting laws need to be enforced and better education is needed. For instance,
handicapped parking spots are often designed improperly and use enforcement islax.
In addition, a minimum of 8 foot vertica clearance is needed in parking garagesto
accommodate whedchair lift vans. Many public and private garages do not meet this
requirement.

Congder the idea of promoting the Whed chair “walkabout” concept, to expand
knowledge and understanding of the mohbility impediments faced by the disabled

community.

Services should be coordinated better.
Inter-county transport options should be expanded.
Medicd trip priority policies should be revisited.
With regard specificaly to Access Link:

- There should be more flexihbility with regard to scheduling requirements and
cancdlation policies and pendtiesin the case of emergency or changein
circumstances.

- Searvice should not be limited to a shadow route service in places where
traditiond trangt service coverageislight.

- Schedules should be coordinated better with traditional employment times as
well as shift work.

- Ymile rule should be expanded.
- 40 minute wait time should be reduced.

- Thereservation system should be regiondized. Statewide reservationists do
not have an appropriate knowledge of locdlities. It was noted that scheduling
is presently done on aregiond basis.

- Drivers should be required to honk the horn on arrival. Users should not have
to request this service.

- Regular scheduling should be permitted, if services are to be used for adaily
commute.

New Jersey should require that companies licensed to provide taxi service provide a
certain number of accessble vehicles.

NJTRANSIT should offer atransit user start-up package which includes travel
training and information, and free rides for a designated period of time.

NJTRANSIT facilities should have cameras to promote security and prevent
vanddism.

Service providers should use telephone calls or some other way to dert riders when
there will be adday.

Private trangportation providers offering public trangt services should have to provide
accessible services.

30



Five-Y ear Transportation Plan for the NJ Division of Disability Services
Phase | Findings and Proposed Phase || Work Program

Meeting Description: NJDHS Divison of Disabilities Services
Five-year Transportation Plan
Vocationd Rehabilitation Counselor Focus Group

Date: June 4, 2002 L ocation:
Vocationd Rehahilitation Office
New Brunswick, New Jersey

Prepared by: Voorhees Trangportation Policy Ingtitute
Rutgers, The State University of New Jersey

NOTES.
= Thisfocus group was the second of three conducted by the V oorhees Transportation
Policy Indtitute under contract with the NJ Divison of Disahilities Servicesto prepare
adetailed work plan for the development of a Five-year Transportation Plan as part of
aFederd Medicaid Infragtructure grant. The five-year plan will be designed to help
individuas with disabilities get to work better and reduce transportation-related
barriersto finding and keeping employment.

= Participants represented Atlantic, Burlington, Essex, Hudson, Hunterdon, Middlesex,
Monmouth , Passaic, Somerset, Sussex, and Warren counties.

DISCUSSION:
Mesting participants were engaged in a discusson related to the following generd questions:

1. What have been your experiences with regard to finding transportation to support job
placement for your clients? What are the chalenges and mgjor issues you face?

2. What modes of transportation do your clients use to get to work, and how are these
arranged?

3. Wha are your ideas about iminating barriers and improving New Jersey’s
transportation network?

What have been your experiences with regard to finding transportation to support job
placement? What are the challenges and major issuesyou face?

Participant discussion focused on the fragmented nature of trangportation services throughout
the sate. The following comments were made during the discusson:

= Andready difficult task of finding appropriate job placement for clientsis made
more difficult by alack of appropriate trangportation options.

= The trangportation needs of vocationa rehabilitation clients vary grestly based on
disability. Some client have mobility congraints, while othersdon't. For example,
the needs of dients recovering from drug/dcohol addiction isvery different from
those of an individua who requires amobility aid such as awhedchair.
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Paratrangt services are ill stigmatized. Agencies need to try to de-gigmatize them
to expand numbers of users and levels of service.

There are three New Jerseys — rurd, urban and suburban. Transportation services and
needs in each area are very different.

Thereis no central source for trangportation information and trip planning assstance
for clients, employment counselors or employers.

Trangportation in southern NJ is often difficult Snce traditiond trangt serviceisvery
limited. Even the concentration of casno jobsin Atlantic City are not well served.

Standard paratrangit work trips tend to be multi-moda. Most destinations require a
transfer between different vehicles.

Work incentive programs are underutilized.
High insurance cogs for service providers limits the numbers of providers.

When counsdling a client, transportation options are usudly one of the first
consderaionsin the job search because it is such amagor impediment to
employment.

Employer sengitivity to the trangportation needs of disabled employeesis lacking.

County paratrangt systems are not well-suited for work trips. Most systems are
designed to serve both seniors and the disabled for non-emergency medica, socid
and recregtiond trips. They are overburdened by demand for these services and often
do not have space for work-related trips. In addition, the limited operating hours of
county systems often force clients to use other transportation options, or discourage
working al together.

Most transportation services are geared toward the central city commute to New Y ork
or Newark. The suburb-to-suburb commuteisill served by traditiond transit.
However, most paratransit needs are located between the suburbs, where most part-
time and flexible hour jobs are located.

Many part-time jobs have non-traditiona hours that make the county paratransit
systems ingppropriate because of their service redtrictions and limited hours of
operation. In such cases, work trips are largely limited to Access Link or private
transport options (e.qg., family, friends, and in some cases taxis).

Trip-planning and scheduling, long commute times, and dedling with the stress of
inconggtent and unreliable service is exhausting and sometimes costly for clients.
This limits employment options and often prevents dients from gaining tenure & a
job.

Inter-jurisdictiona cooperation related to providing trangportation service across
juridictiond linesislimited. Most county-run services will not cross county lines,
making travel difficult.

Some county paratrandt systlems have age requirements for travel. Thisis
particularly frustrating for those under 21 years of age seeking afirst job and
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individuas needing to travel with young children to access day-care facilities as part
of thetrip.

Perceived and real persona safety issues are often cited by clients reluctant to use
traditiona public trangit services; however, this depends largely on the nature of an
individud’s disability.

What modes of transportation do your clientsuseto get to work?

In generd, when seeking to place aclient in ajob, counsdors will contact the county
paratrandt providersfirg to see if the system can accommodate the client.

Since thereis no single source of information, success in finding trangportation often
rests with the persona knowledge and contacts of individua counsdors.
Trangportation options commonly explored include: Access Link, county paratranst,
traditiond trangt, private transportation including automobile, waking and bicycling,
grant funded transportation, taxi/car companies, and family or friends.

In most cases, taxis are not practica for daily commuting because of the high cost.
They areredly only practicad where groups of individuas can share aride to keep
down expenses. In addition, taxis are sometimes unwilling to take disabled
passengers, or client irresponghility, such as not waiting for the taxi, makes this mode
difficult.

In some urban areas, such as Hudson County, informal gypsy cabsvans are also used
as atransport option.

The following comments were made in reference to pecific counties:

Counselors have had positive experiences working with paratrangt in Monmouth,
Hunterdon, Warren and Sussex counties.

Monmouth County has several complementary services that enhance transportation
sarvices available to clients (e.g., transportation brokerage service).

Hunterdon County has an internd bus loop (the “Link™) that services key

employment centersin the county, including Hemington. In addition, the county isin
the process of implementing a*“buses to business’ pilat program, which will use off-
duty school buses, equipped with advanced tracking technology to provide paratranst
service and hopefully fill in gapsin the existing county system.

In Warren and Sussex counties, new services funded through the Federa Job Access
Reverse Commute program are providing shuttle buses to employment destinations.
Warran and Sussex also operate a modified fixed route shuttle in serving employment
degtinationsin and around Phillipsburg. The shuttle operates from 6AM to 6PM on
weekdays.

The Divison of Menta Hedlth Services in Burlington County has a door-to-door
system that appears to be working well.

Atlantic County’ s paratrangt system is rather poor. Counsdlors often haveto rely on
personal connections and private vehicles to find transportation for clients.
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What areyour ideas about eliminating barriersand improving New Jersey’s
transportation network?

It may be worthwhile to charge afee for transportation services. This could generate
revenue which could be used to expand service levels. Equity issues could be
addressed with a means-tested diding fee schedule.

Car donation programs would be vauable for the portion of the client base that is able
to drive,

Services should operate on a door-to-hub modd, such asarport limos. This could
increase the flexibility of the sysem.

Trave and trip-planning training for clients is needed.

Services provided by Transportation Management Associations, such asthe
guaranteed ride home program, should be better utilized by employment counsdlors,
employers and paratrangit providers.

Offer tax rebates for clients who use trandit a certain percentage of the time.

A centra repository of transportation information would be very useful. 1t should
encompass both public and private services and could take the form of awebsite or
transportation broker.

Bike racks should be provided on al NJT vehicles.
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M eeting Description: NJDHS Divison of Disabilities Services
Five-year Trangportation Plan
Vocationd Rehabilitation Counselor Focus Group

Date: June 12, 2002 L ocation:
Middlesex County AreaWide
Transportation Services Office
New Brunswick, New Jersey

Prepared by: Voorhees Trangportation Policy Inditute
Rutgers, The State University of New Jersey

NOTES:
= Thisfocus group was the last of three conducted by the VVoorhees Transportation
Policy Inditute under contract with the NJ Divison of Disabilities Services.

= Theindividuds present a the focus group were six drivers of paratrangit vehicles
serving ederly and disabled residents of Middlesex County, as well as the operations
manager and director of the Middlesex County Area Wide Transportation Services
fadlity.

DISCUSSION:
Focus group participants were engaged in a discussion related to the following genera
questions:

=  What chdlenges have you faced serving disabled clients? What chalenges face your
clients?

= What pogtive and negetive experiences have you and your clients encountered?

= From your perspective, what things do your dlients want most from transportation?
What do they most depend on?

= How can transportation services and the delivery of those services be improved for
your clients?

What challenges have you faced serving disabled clients? What challenges face your
clients?

Challenges as expressed by the drivers.

= Some aspects of paratrangit vehicle desgn can be a problem:

- Not dl dlientsreadily adapt to some of the vehiclesin use. For example, different
whed charsfit better in different vehicles. In many instances the vehidles used to
pick up clients don’t match the clients' specia needs.

- Vehideinteriors should be more washable because it is common for clientsto
becomeill during the ride.

- Vehide height is sometimes a problem rddive to fitting under building
overhangs (e.g., a some hospitas).
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- Some aspects of vehicle design compromise driver safety. For example, the
interna configuration of the driver compartment on many vehicles requires
driversto exit on the traffic Sde of the vehiclein order to asss dlients. This
gtuation is made worse by the height of the step to/from the driver compartment.

For these reasons, they suggested that management consult with drivers prior to
purchasing new vehicles.

Vehicle maintenance is an important factor in providing efficient and safe service;
however participants expressed frustration about what they believed to be poor
maintenance of vehicles. They indicated that there are not enough (working) vehicles
for every driver and thereis very little back up.

There is aneed for basic courtesy. Participants suggested that some drivers need to be
more sendtive to ther dlients. At the same time, clients need to be more respectful of
the drivers. Participantsindicated that there isamarked difference in attitude and

level of courtesy between disabled clients and seniors. They described disabled
clients as more demanding, aggressive, assertive and arrogant. While they

understood that perhaps this was a surviva technique, the disrespectful attitude
exhibited by some disabled clients was cited as a chdlenge for both the drivers and
management.

There are differing/conflicting expectations related to the level of service possible
from the county paratranst system. By law/regulation, paratrangit is a curb to curb
service, not door-to-door. The county paratransgit system was described as aglorified
bus service, rather than ataxi service. Participants felt that disabled clients warted
(and expected) the system to operate more like a door-to-door taxi service.
Management participants asserted that liability issues dictate that drivers are only
permitted to assist clients to enter/exit the vehicle, not to assst from the door to the
curb/vehicle. Clients who need assistance are supposed to have aides, but many do
not. Some drivers adhere to this protocol and others do not. This discontinuity in
sarviceisfrudrating for both clients and drivers and perpetuates conflicting
expectations.

Demand for services exceeds available resources to provide service. In some cases
there seem to be inefficiencies. For instances, drivers expressed frustration that some
disabled clients, who have their own vehicles, use the paratranst system (at no
charge). Because resources are limited, they fdlt that the system should give priority
to those with no other means of transportation. Drivers fdt that ricter eigibility
criteriaand a more rigorous screening process could addressthisissue. Some
expressed a desire to impose a means test on who can use the system (i.e., those of
lower income) or perhaps charge afee to disabled clients who are working or who
have income above a certain threshold. This could provide revenue to
expand/enhance exigting services.

There is a mismatch between what disabled clients want/expect, and what the
paratrangt system has been designed to do. The service was set up to take disabled
individuas and the lderly at predicable and planned timesto set dedtinations. It

works for most people who are in noncompetitive employment (going to a sheltered
workshop), but works less efficiently for those in competitive employment and whose
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schedules are less predicable. (It was noted that the mgjority of the ‘to work’ disabled
clients that they serve are in noncompetitive employment - out of 100 clients who
work, only 2 arein competitive employment).

= Drivers need better training.
What positive and negative experiences have you and your clients encounter ed?
Negative experiences.

= Driversfdt that they don't have (but need) the right resources and tools to do their
jobright. They cited alack of manpower, proper and wel maintained vehicles and
number of vehicles as particular barriers to being able to provide better service.

= Scheduling systems are alarge barrier to providing better service:

- The current scheduling system does not alow an gppropriate amount of time
to get from point A to point B given unpredictable travel conditions. It does
not take into account possible road problems such as traffic congestion, road
work, etc. Red time tracking information would be useful.

- Client provided information such as address, phone number, destination, cross
dreet information, common Stes, and specia instructions such as type of
whed chair and number of people riding is sometime unrdiable and
schedulerg/dispatchers are not dways familiar with the geography of the
different parts of the county.

- More atentiveness by clients and the places they vist (e.g., doctors) regarding
the need to be timely at scheduled pick-up times is needed. For instance, a 15
minute delay (aclient islate, adoctor kegps someone waiting) throws off the
whole schedule. This problem was cited as aregular occurrence.

Poditive experiences.

= Mot disabled and elderly clients are very nice and gppreciate the service provided.

= Thedriversfet pride that they served alot of people and were able to transport them
to many destinations.

= Thedriversdso fet pride that they provide their service with a keen eye on sefety
and that they are, for the most part, very careful in their service to the disabled and
elderly populations.

From your per spective, what things do your clientswant most from transportation?
What do they most depend on?

= Disabled clients want independence, but the current county paratransit system was
never designed to provide maximum flexibility.

= Disabled clientswant alimousine service. They want 100% efficiency, without
having to pay for it. They want 100% flexibility on the part of the transportation
system, but they do not want to be flexible themselves.
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= Clients want to be able to make appointments with shorter planning timeframes.
They dso want a smoother ride (i.e., more efficient, modern and well maintained
vehicles) and they do not redlly want to share rides.

= While dients want independence and flexihility, drivers are most concerned about
safety (for clients, driver and vehicles). There isan gpparent disconnect between
what is most important to the disabled clients — flexibility/independence, and what the
priority of the driverdparatrandt operators, which is safety.

How can transportation services and the delivery of those services be improved for your
clients?

Intake procedures need to be improved. Better information needs to be gathered from
the clients (i.e., correct address, phone number, destination, needs, etc.) when rides
are scheduled. Better information will result in better service.

Transportation needs to become a public priority. There needsto be greater interest
from high leve individuds in the county (freeholders, other dected officids, county
management) that trangportation requires an investment in resources. Insufficient
resources result in poor service. Attendees felt that there needs to be a better
undergtanding on the part of dected officids on what transportation service is about,
and what is needed. If they understood the system, and clients' needs (and they
actudly experienced the system for themsalves), they might be more willing to better
fund the system. Policy makers should be encouraged to ride the system.

Differing expectations with regard to the paratranst system must be addressed. There
needs to be diaogue with disabled clients regarding what the system does and/or can
be redisticaly expected to do. That is, if adlient is seeking employment, they need

to think about how they can get to work. This should be afactor in their job search.
In addition, there needs to be better coordination and cooperation between mobility
providers and the workforcelemployment system. Employment counselors and those
assgting the disabled to find work need to understand the limits and congtraints of the
public trangportation system, if public trangportation is what clients have to use to get
to work.

Job coaches should be more widdly used. Drivers noted that they were seeing more
disabled clients who do not have aphysica disability, but have amenta disability.
They fdt that this population needs help in accessing trangportation and keeping
employment.

Client feedback should be used to improve the system. Attendees fdlt that clients
need an improved method for voicing complaints and in communicating with the
mobility providersin genera. The drivers said they hear complaints, and see
problems, but in many ingtances the dlients (mostly the dderly) are too afraid to
complain for fear that they will lose ther ride. Clients are dso intimidated by the
phone system (in Middlesex County) and find it confusing and frustrating.

The complexity of providing transportation services needs to be better understood.
Attendees expressed a sentiment that transportation is a complex service to provide,
and many people do not understand this complexity. To be successful, mobility
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providers need resources, support from clients and dected officids, adequate
planning, and the public’s understanding that thousands of people depend on the
public trangportation system to meet the needs of dally life.

The current modd for providing paratrangit services should be revisited. There needs
to be a thorough review of existing policies, procedures and service models to ensure
that they coincide with the needs, demands and expectations of today’s clients.
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APPENDIX E

REVIEW OF WORKFIRST NEW JERSEY COMMUNITY TRANSPORTATION
PLANNING PROCESS AND PLANS

Our preliminary literature review included a critical assessment of the county- based
community transportation planning initiative undertaken in support of the WorkFirst New
Jersey (WFNJ) program in the late 1990's. The principa reason for this assessment was to
determine what eements of the planning process and county-based community transportation
plans could be used to support the development of afive-year trangportation plan for the
Dividon of Disability Services. The WFNJ county community transportation plansfor al 21
counties were reviewed.

Summary findings:

= The WFNJ planning effort undertaken by NJ TRANSIT, DHS and sster agenciesin the
late 1990’ s was perceived by many as a success, especialy for bringing transportation
providers, human service providers, employment counsgors, and community
organizations to the table to discuss trangportation issues.

= The WFNJ planning approach can serve asamode for developing the five-year
transportation plan. Furthermore, the integration of plans with the current effort can be
used as a building block for moving toward amore holigtic and seamless transportation

system.

= While the WFNJ community trangportation planswill provide a sound foundation on
which to build, if the plans are to be used to support the DDS transportation planning
process, anumber of issues will need to be addressed:

1.

The basic demographic information contained in the plansis drawn from the 1990
Census. This data should be updated as Census 2000 data becomes available.

The mapping of the “trangit dependent population” is based on Census data. Such
data are drawn from a sampling of the population, not an actua enumeration. To
the extent feasible address data should be used to map client locations.

The evduation of available trangt servicesisfairly comprehensive, and can be
used as agarting point for the five-year plan. Fixed-route service is mapped, but
other transportation is only described in the report narrative. At some point, dl
possible trangportation services should be mapped, so we can clearly illustrate
service gaps.

Major employersin each county were identified and mapped. This datawill need
to be updated.

Specific solutions to meet transportation gaps were presented in the reports.
Some of these proposals are specific to WFNJ clients' needs, but most seek to
address a service gap for any trandt-dependent population. The status of these
recommendations in each county should be reviewed, tracked and supplemented
as part of the planning process.
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Background

In the spring of 1997, the New Jersey Department of Human Services (DHS) contracted with
Rutgers University to conduct research examining the transportation opportunities for former
welfarerecipients. Dr. Richard Brail was principd investigator for this project. The
fundamental research question was: Could former welfare clients utilize the Sate’ sexisting
trangportation network to get to work. To answer this question, approximately 100,000
WHFNJ client addresses, 200,000 job locations, as well as licensed childcare centers, job
training centers, and the state' s bus routes were mapped and analyzed. The study found that
while nearly 90 percent of clients and 90 percent of employers were within %2 mile of abus
route, the odds of having a client within walking distance of the bus, and having ajob, and a
training center, and childcare within that same distance was subgtantialy lower. In Ocean
County, for example, the study found this conditiona probability to be about 50 percent. The
andyss was intended to be the starting point for further planning effort.

In July 1997, the New Jersey Departments of Trangportation and Human Services and NJ
TRANSIT hosted a Trangportation Summit at Rutgers University to kick-off a statewide
county and community trangportation planning process. The god of this process was to
develop plans for more coordinated and integrated loca and regiona transportation services
in each county. Multisystems, Inc., anationally known and respected transportation planning
firm, was hired to facilitate the development of plansin each of New Jersey’ s twenty-one
counties. Over the course of eighteen months, steering committees in each county were
convened, research was conducted, and plans were prepared. The county planning process
concluded in thefdl of 1998.

Content of the County Community Transportation Plans

The county community trangportation plans generdly contain the same information, in

roughly the same format. Section 1 of the plan describes the planning process, presents
trangportation goas and objectives, and briefly summarizes the findings and plan
recommendations. Section 2 presents basic demographic data for the county, drawn from the
1990 Census of Population and Housing and provides additiond detail regarding WFNJ
participants, the number of seniors, persons with mobility limitations, low-income

households, and households without an automobile.

Taken together, these five groups are used as a surrogate for the “trangt dependent
population” in the county. With the exception of data related to WFNJ participants,
information on other target populationsin presented in aggregate form, based primarily on
census geography. Section 2 presents a* composite measure of transt need,” for each census
block group in the county and includes a density map(s) depicting the number of trangt
dependent persons per square mile. These maps are used to illustrate where the need for
trandt serviceis greatest.

The andlysis provides an excellent sngpshot of conditions, however, its usefulness for target
populations other than WFNJ participants is somewhat limited. As previoudy described,
information on seniors, persons with mobility limitations, low-income households, and
households without an automobile is derived from aggregate Census data, which is based on
sampling, not an actua count of the “trangt dependent population.” Only a smal number of
households are given the extended questionnaire (commonly referred to as the Census ‘long
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form’), and acomplex gatistica agorithm is applied to estimate the numbers of such
individuds in the overdl population.

In addition to a profile of trangt dependent populations, mgor employers and activity centers
are mapped and an inventory of available trangportation services, including interstete,

regiond, and local bus and rail services, Access Link, county-provided services, municipd
services, private demand-response services, and ridesharing services (where applicable) is
presented. Only services operated by NJ TRANSIT are mapped. In dl of the reports, mgor
employersin the county are identified, located, and evauated for their proximity to fixed-
route trangt. According to the plan narratives, particular attention was given to employment
sectors where WFNJ counsdlors felt clients could most easily find ajob.

Section 3 of the county plans identify transportation gaps and service deficiencies. Findings
inthis area are incong stent across plans; however, in most of the plans, a Sgnificant effort

was made to look beyond the fixed-route service provided by NJ TRANSIT. Some plans
note the schedule of transportation services in relation to the job timesin the county. For
example, the Atlantic County Plan notes that casinos are the primary employersin the

county. The casinos operate 24-hours a day, but transportation in the county does not. Some
plans examined the capacity of other service providers to meet gaps both in routes and in
scheduling.

The fourth section of the county plans set forth detailed recommendations and proposes
sarvice drategies for addressng identified ggps. Again, there is significant variability

between county plans. Some are particularly vague, “ Develop flexible and demand

responsive services to accommodate wefare-reated and community-based transportation
needs,” (Atlantic). Othersare very precise, create a“Newark Night Owl Feeder Service,”
(Essex). Demand projections, cost estimates, and funding sources and implementation issues
are presented for each recommended action. In most plans, avery short 5 section prioritizes
recommendations and establishes atimetable for implementation.

Conclusions

Clearly, asgnificant work has dready been completed on the county level. Based on our
andyss, it appears that the plans can provide a sound foundation for the development of a
five-year plan for DDS; however additiona work is needed to adapt the plans to the specid
needs of the disabled population. The following issues should be addressed to adapt the
WHFNJ planning products for use in conjunction with the development of DDS five-year
trangportation plan:

1. Thebasic demographic information contained in the plansis drawn from the 1990
Census. This data should be updated as Census 2000 data becomes available.

2. Themapping of the “trangt dependent population” is based on Censusdata. Such
data are drawn from a sampling of the population, not an actua enumeration. To
the extent feasible address data should be used to map client locations.

3. Theevdudion of available trangt servicesisfairly comprehensive, and can be
used as a garting point for the five-year plan. Fixed-route service is mapped, but
other trangportation is only described in the report narretive. At some point, dl
possible trangportation services should be mapped, so we can clearly illustrate
service gaps.
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Magor employers in each county were identified and mapped. This datawill need
to be updated.

Specific solutions to meet transportation gaps were presented in the reports.
Some of these proposals are specific to WFNJ clients' needs, but most seek to
address a service gap for any trangit-dependent population. The status of these
recommendations in each county should be reviewed, tracked and supplemented
as part of the planning process.
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