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REGIONAL TRANSIT AUTHORITY

OPERATIONS AND ADMINISTRATION COMMITTEE
2817 CANAL STREET
RTA BOARD ROOM, SECOND FLOOR
NEW ORLEANS, LA  70119

THURSDAY, JANUARY 11, 2018 AT 9:00 A.M.
COMMISSIONERS PRESENT: Chairwoman Sharon Wegner, Commissioner Ashleigh Gardere and Commissioner Earline Roth 
COMMISSIONERS ABSENT: Commissioner Walter Tillery
APPROVAL OF MINUTES:


Commissioner Gardere moved and Commissioner Roth seconded to approved the minutes of December 14, 2017.  Verbal Motion 18-001 was approved unanimously.
COMMITTEE CHAIRWOMAN’S REPORT
Chairwoman Wegner reported that at the December 14, 2017 Operations Committee meeting, public comments were heard from the audience:

Chairwoman Wegner reported that Ms. Brenda Holmes asked about changing the route of the 57-Franklin. That change has been made and was implemented on January 7th, this past Sunday.   The 57- Franklin bus traveling inbound now will provide service along Rampart to Canal and will continue to use the existing route outbound providing service on Claiborne to Elysian Fields and St. Claude.
Chairwoman Wegner reported that Mr. Alex Posorske with Ride New Orleans asked about the status of extending the Tulane line to Ochsner. The board is committed to providing this service and is working through the details operationally and financially before this committee can bring a recommendation to the complete Board.    
Chairwoman Wegner reported that staff made transit service adjustments and event detours throughout the holidays and during events such as the Sugar Bowl and New Year’s.  These adjustments and detours were communicated with the public via the holiday schedule on our interior car cards, social media channels such as Twitter and Facebook, and on our website.   Although inconvenient for some transit riders, the service adjustments and detours worked as designed to move people in and around the many holiday related activities in the City. 

Chairwoman Wegner reported that on January 7, 2018, the detoured bus and streetcar lines, as a result of the successful Cemeteries Transit Center construction, were back to their pre-construction routes. Riders are now able to use the new shelters, covered walkways, and safe intersection crossings. 

Chairwoman Wegner reported that on Thursday, January 18, 2018 from 6 p.m. to 8 p.m. there would be a public input session for the Pedestrian Bridge project being led by the Audubon Institute at the Algiers Auditorium. Comments or questions can be submitted online on the RTA website, NORTA.com, click on Getting Around, and then click on Canal Street Ferry Terminal (under more). 

EXECUTIVE MANAGEMENT REPORT 

Justin Augustine reported that on Thursday, January 4, 2018, RTA held the FTA Quarterly Review in New Orleans and it was very successful.

Justin Augustine reported that the Canal Street Terminal Project ribbon cutting took place on Friday, January 5, 2017 and everyone was very pleased with the outcome of the project. 

Justin Augustine reported that the Comprehensive Zoning Project for the Shelters was amended and the RTA was able to move forward with the shelter process and he thanked Dana Pecoraro for all her hard work with the process.

Justin Augustine reported that the Board approved the Long Term Strategic Mobility Plan and staff needed to prioritize the items that were identified in the plan.
OPERATIONS REPORT

Brendan Matthews reported that during the month of December there were 0.2 accidents per 100,000 miles on Fixed Route.
Brendan Matthews reported that during the month of December there were 6.18 accidents per 100,000 miles on the Streetcar Routes.  

In response to Commissioner Wegner, Brendan Matthews reported that the RTA was working with the Department of Public Works and started putting reflectors down in the streets to draw the attention of motorists.
Brendan Matthews reported that during the month of November there were no accidents per 100,000 miles on Paratransit. 

 
Brendan Matthews reported that the On Time Performance goal for fixed route was 85% and during the month of December the On Time-Performance was 72.50%.

Brendan Matthews reported that the On Time Performance goal for streetcars was 85% and during the month of December the On Time Performance was 60.6%.


Brendan Matthews reported that the On-Time Performance goal for Paratransit was 90% and during the month of December the On-Time Performance was 83.4%.

Brendan Matthews reported that the goal for fixed route for Miles between Road Calls was 8,000 and during the month of December it was 10,851 which was above the goal.

Brendan Matthews reported that the Canal Street Streetcar Terminal was complete and staff was at the corner of Orleans Avenue informing the riding public of the new bus schedule.  

In response to Commissioner Gardere, Brendan Matthews reported that 60 buses were outfitted with the CAD/AVL System and staff was working on installing the CAD/AVL in three buses a day and once installation was completed on the buses, installation would begin on the streetcars and the SHIPO didn’t have any issues with the installation of the equipment on the St. Charles Streetcars.
PARATRANSIT AND ADA REPORTS 
Steven Neal reported the following:

· Trips requested = 23,130
· Trips Completed = 16,746
· Total Passengers = 17,422
· Total Hours = 11,693
· On-Time Performance = 83.46%
· Trips Cancelled = 6,397
· Trips Denied = 0
· Active Clients = 1,201
· No Shows = 867
· Cancelled at the Door =319
· Total No Shows = 1,186
· Advance Cancellations = 1,827
· Same Day Cancellations = 3,286
· Late Cancellations =13
· User Error Cancellations = 112
· Site Closure Subscription Cancellations = 1,159
· Total Cancellations = 6,397
· Missed =24
· Missed T = 0
· Total Missed = 24
· Zero Accidents for the month
· The Cancellations increase is due to the Snow and bad weather days along with holiday closings.
· This month we received a high number of commendations for drivers and reservationists which reflects our continued commitment to customer service excellence
ADA UPDATES

· The ADA Office provided services to 509 individuals in the month of December. Two hundred seventy-five 275) ID pictures were taken: 52 Senior, 106 ADA/Paratransit, 75 Medicare replacement, and 42 fixed-route reduced fare cards. An additional 234 people came in for applications or information.
· The Eligibility section processed 91 ADA applications – approved 84 and denied 17.  Fixed Route received and processed 19 applications, and 55 ADA requests for applications were mailed and ten requests for fixed-route applications were fulfilled.
· On fixed route, 87,150 individuals paid the 40 cent reduced fare and 3,647 ADA clients rode free. In addition, 1,548 persons in wheelchairs rode the system and another 6,451 individuals placed their bikes on the bus.
· There were seven items filed this month through the LISTEN complaint system: two – late driver, and five commendations for paratransit.
· One outreach session was conducted in December for RAI Ministries in New Orleans East. Fifteen seniors participated and expressed interest in paratransit service and how the fixed route operators respond to seniors on the Broad bus line. 
In response to Commissioner Roth, Karen Wilson Sider reported that with the number of applicants applying and being approved to ride Paratransit, more service would need to be added to the routes.

In response to Commissioner Roth, Karen Wilson Sider reported that on an average day the system can carry 1000 people.
CAPITAL PROJECT UPDATE

Martin Pospisil reported that staff completed the close-out process for the Rampart Streetcar Project, which was a difficult process, and all issues were successfully negotiated.

CEMETERIES TRANSIT CENTER UPDATE

Martin Pospisil reported that the intersection at the Cemeteries was open on December 4, 2017 and the project was now in the close-out process and the process should only take a couple of months.

ALGIERS PARK AND RIDE

Martin Pospisil reported that the RTA received a letter from FEMA acknowledging the funding amount of $240,000 for the project. 


Martin Pospisil reported that regarding the On Call Engineering, GOTECH would be putting the package together.  He stated that the horseshoe in front of the facility would be repaired so that the facility could be used as a transfer center.

Streetcar Expansion Program – Riverfront to St. Claude & Elysian Fields to Press St.

Martin Pospisil reported that the Streetcar Expansion Program – Riverfront to St. Claude & Elysian Fields to Press St. was in its final phase and the RTA received the Category Exclusion Letter from the FTA and staff would be working on the design concepts and start to schedule public outreach meetings. 
ENGINEERING PROJECTS (FOR FUTURE CONSTRUCTION)


Martin Pospisil reported that the Carrollton/Claiborne Special Track Replacement (St. Charles Streetcar Line Project), was in the final phase of engineering and the necessary package to purchase the special track work was being done.

Martin Pospisil reported that the Riverfront Streetcar Line Special Track Replacement and Tamping Project was in the final phase of engineering and the necessary package to purchase the special track work was being done.

Martin Pospisil reported that regarding the Repair of the St. Charles Streetcar Line OCS and the A. Philip Randolph Facility, the work was completed. 

Martin Pospisil reported that regarding the Water Leak Mitigations (A. Philip Randolph and ENO Facilities), 90% design would be completed.

Martin Pospisil reported that the Napoleon Facility Renovation was 100% completed and staff received the Fire Marshall review.

Martin Pospisil reported that regarding the St. Charles Streetcar Line Downtown Loop Track Pavement Replacement, the On Call Engineer Infinity Engineering had been working on this project but now was fully dedicated to the ferry project and once the deliverables are completed with the ferry project, Infinity Engineering would get back to the St. Charles Streetcar Line Downtown Loop Track Pavement Replacement Project.

Martin Pospisil reported that regarding the Repair of St. Charles Streetcar Line OCS Poles, there were approximately 15 poles that needed to be replaced and staff was working with a couple of On Call Engineers to get proposals but it was decided that it was best to prepare the bid package in-house.


Martin Pospisil reported that he has a meeting today with the Ferry Design Team today for the Ferry Terminal.
TRANSDEV – FERRY REPORT:


Justin Augustine presented the Ferry Report in accordance with the State Fiscal Year, July 1.


Justin Augustine reported that the total expenses for the month of December were $530,699.76 and, less fare collected of $103,660.77, resulted in a net billing for the month of $427,038.89.

Justin Augustine reported that the Ferry Subsidy for the month of December was $1,874,077.42, less the net billing of $103,660.77 and the reimbursement to the RTA for the diesel fuel was $15,764.61; RTA Ferry Grant Revenues were $6,005.00 and, less RTA Grant Expenses, were $7,506.00 which gives a December 2017 balance of $1,429.772.92 of State subsidy for ferry operations. 

Justin Augustine reported that on the Algiers Point/Canal Street Ferry, the total number of passengers was 37,127 and there were 141 Scooters for a total of 37,268 passengers and, on the Lower Algiers/Chalmette Ferry, there were 198 pedestrians and 21,479 vehicles for a total of 21,677 passengers.


Justin Augustine reported that staff had not received anything on the grants for the westbank improvements.


Justin Augustine reported they were still waiting on a permit from the Corps of Engineers and that permit was needed to complete the final design.

Justin Augustine reported that there would be a Public Hearing on January 18, 2018 regarding the Pedestrian Bridge for the Ferry.

MARKETING REPORT:

Candice Marti reported on the following:
· Social media notifications for delays and detours
· Holiday events
· Sugar Bowl
· Tracking local events and working with Operations to notify riders of delays and detours ahead of time
· Creating call center dashboard
· New phone system – updated reports
· Moving Paratransit compliments and complaints to Rideline by January 30, 2018

Candice Marti reported that when someone calls into the IVR Phone System and they make a selection, that begins the IVR Tree Process and every time a selection is made the caller enters another level of the tree process and once the caller gets the information and hangs up, that call is logged as an abandoned call.

In response to Commissioner Gardere, Justin Augustine reported that staff would provide the Board detailed information that was easier to understand.


Justin Augustine reported that the IVR Phone System would help better track when a client cancels a ride. 


 In response to Commissioner Gardere, Justin Augustine reported that Paratransit clients need more assistance from the Customer Service Representatives with their calls than the average caller.


Justin Augustine reported that when you go down the decision tree on the IVR Phone System and request a Customer Service Representative, someone should pick-up the phone immediately.


Justin Augustine reported that certain calls should not go through Paratransit and should be directed to Customer Service Representatives.


Candice Marti reported that the time it takes to close a complaint is one day and to investigate a complaint involves different departments. 


In response to Commissioner Roth, Candice Marti reported that Terry Wright is the person that investigates all the complaints.

MYSTERY CALLER – INITIAL LEARNINGS:

· Initial learnings (50 calls):
· Key strengths
· Getting through to an agent on the first try
· Call transfer process – if the call needed to be transferred the agent asked for permission and told the caller why it was necessary to transfer
· Inquiry was handled during the first call – no call back required
· Targets for improvement
· Response to inquiry – agents need to work on offering additional information to help callers
· Areas for development
· Initial greeting – address agent introduction and background noise
· Passenger needs – improve understanding of passenger needs (restate the question, understand the request)
· Closing the call – need to ask callers if their questions were fully addressed and thank the caller for calling
· Full reports will be provided each quarter
· These reports will include data from 75 calls
Justin Augustine reported that New Orleans was rated as one of the greatest places to visit.

Justin Augustine introduced Tasin Alfonzo as the RTA’s new Public Information Officer.

PUBLIC INFORMATION OFFICE REPORT
· Strategic Mobility Plan – December 19th Board Meeting
· Nola.com
· New Orleans Advocate
· Cemeteries Transit Center Project – Opening
· Nola.com
· New Orleans Advocate
· WWL TV (4)
· WDSU (6)
· Fox 8
· WGNO
· The Gambit
· WGNO Streetcar Story
· http://wgno.com/2018/01/02/the-st-charles-avenue-streetcar-a-historic-ride
Community Engagement/Interagency Relations

· Meet the Managers – Elk Place @ Canal Street
· Wednesday December 13, 2017 and Friday December 15, 2017 
· Peak transit times: 8 a.m. – 11 a.m. and 2 p.m. – 5 p.m. 
· Elk Place at Canal Street was the 3rd location for Meet the Managers in 2017.
· We received 77 comments, constructive and positive.
·  Riders received either an emergency rain poncho or hand sanitizer as a token of appreciation for sharing their feedback.
· Special thanks to Teri Wright, Oscar Figueroa & Jacques Robichaux for participating.
· Rider’s Education – December 12th  

· St. Alphonsus, Renew Cultural Arts Academy & SciTech Academy

· Extended Day Program
· Students in 4th – 7th grade discussed rules for riding the bus and why public transit is important.
· Teams identified popular destinations and the lines that service them around the city.
· Mayor’s Neighborhood Resource Fair - UMC, Saturday December 2nd 8:30 am – Noon
· RTA celebrated 300 years of resilient neighborhoods by participating in the Mayor’s Resource Fair along with the City of New Orleans’ 311 departments, NOPD, NOFD and others.
· System maps, schedules and giveaways were distributed and feedback on public transit was collected from attendees. 

Justin Augustine reported that the RTA was gearing up for another Mardi Gras Season. 


Commissioner Roth held a meeting regarding the Status of Paratransit and she asked staff to state what they took away from the meeting.
NEW BUSINESS (UNANIMOUS VOTE REQUIRED TO CONSIDER)

None

AUDIENCE QUESTIONS AND COMMENTS 

None
ADJOURNMENT

Commissioner Roth moved and Commissioner Gardere seconded to adjourn the Operations and Administration Meeting of January 11, 2018 at 10:15 a.m.  Verbal Motion No. 18-002 was approved unanimously.
