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METRO MOBILITY HEARING SCRIPT

Good evening, I'd like to welcome you to this evenings public hearing.

The Regional Transit Board is holding the hearing to receive comments on the
issues of Metro Mobility standards for provider eligibility, selection,
performance, compliance and evaluation, the terms of the contracts with the
service administrator and related contract management policies and procedures
of the board, fare policies, service areas, hours, standards and procedures and

similar matters relating to implementation of Metro Mobility service.

Tonight the RTB will receive your written and verbal comments concerning Metro

Mobility. Your written testimony will be inserted in the record following your
comments during the hearing. If you have written material please gives us a
copy for the records and then summarize those comments or add to them during
your testimony. The purpose of this public hearing is to receive your

comments, not to debate issues.

RTB staff member Linda Ehlers will briefly discuss the doccuments attached to

the public hearing notice.

(LINDA EHLERS COMES TO THE MICROPHONE)







Now, I'd Tike to explain the process we'll be using for the public hearing.

We'll begin by taking comments from people who have scheduled time for their

presentation.

Next, we'll take testimony from those of you who have signed on the sign-in

sheet on a first come, first served basis.

Following those people, we'll take testimony from anyone in the audience who

did not schedule time or signed up on the sign-in sheet.

This hearing is being recorded. When you come to the microphone, please state

your name, the organization you represent, address and phone number.

The record will remain open until the close of business, Friday, November 27,

1987.

Leading off today's hearing is Sharon Hardy. Ms. Hardy will you please come to

the microphone.
—{Sharon Hardy)
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vcel, SWINE and aawry exniditors.

(Metro) or 1-800-362-3667.

Regional Transit Boéfﬂ‘*’?(d“

The Regional Transit Board
(RTB) will have two hearings Lo
receive public comment on Metro
Mobility.

The first public hearing is
scheduled for Oct. 26 in the
Metropolitan Council Chambers,
300 Metro Square Building, St.
Paul, beginning at 11:30 a.m. The
second hearing is scheduled for
Oct. 27 at the Hennepin County
Government Center. Jury Assem-
bly Room, 300 S. Sixth Strect in
Minnecapolis beginning at 7 p.m.

The hearings are to address th¢
issues of Metro Mobility standard
for provider eligibility, selection,

performance, compliance and eval-
uation; the terms of provider co

tracts; the contract with the serviCe
administrator and related contgact
management policies and prgce-
dures of the board; fare policjes;
service areas, hours standards gnd
procedures; and similar matters ye-
lating to implementation of sdr-

Oy

Metro Mobility is a demand-re
sponsive, door-through-door ser-
vice for individuals who, because
of a disability, are unable (o use
regular route transit scrvices.
Metro Mobility is a riders choice

A

like to extend a special thanks to team pla

\ \.. \1|||

ystem where passengers call any
of thel9 certified providers, cur-
rently under contract with the
RTB, 1o schedule rides.

The public comment period for
Metro Mobility will remain open
until Nov. 27. Anyone interested
in submitling a stalement on
Metro Mobility may send their

itten comments to the Regional
Tragsit Board, 270 Metro Square

. MICHAEL Sl

ichael, MN
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pa ;“i IC comment
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ced first in the state in the
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Building, St. Paul, Minn. 55101.

The RTB is responsible for
transit planning, policy making
and administration in the Twin
Cities Metropolitan Area. '

For more information on the
Metro Mobility issues that will be
discussed at the public hearing or
if you would like to be'placed on
the schedule to present lestimony,
call 292-8789.
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'UNITED HANDICAPPED FEDERATION e s

Suite 284 South
W 1821 University Ave.

The Friends of Handicapped, People Atociation e ey

WRITTEN TESTIMONY OF THE UNITED HANDICAPPED FEDERATION, SUBMITTED
TO THE REGIONAL TRANSIT BOARD AT THE OCTOBER 26, 1987 PUBLIC HEARING

Dear Members of the RTB:

The United Handicapped Federation (UHF) is pleased to have this
opportunity to comment on the progress of the Metro Mobility system
which has been in place the past 12 months. While consumers have ex-
pressed general satisfaction with the service and the availability
of rides, a number of issues remain unresolved.

The dramatic increase in demand for rides has created a situation
where the RTB, as Metro Mobility's administrative arm, has chosen to
propose limits on the use of the system. The RTB in its legislative
charter has the duty of expanding this service and should use its
resources to the fullest to ensure that the demand for rides can be
met, without any further discussion of cutting back in any area.

Metro Mobility has begun to come of age because people want to use
it. Do not propose any more limitations.

Rather, the RTB should be focusing its attention on issues like
the expansion of service hours. UHF recommends that hours be set at
6:00 a.m. - 11:00 p.m., Monday through Friday, for all communities

Metro Mobility serves. Fares may differ, depending on the provider,
but there should be no restrictions placed on riders in a system
which claims to be truly expanded. Consistent hours throughout the
service area should be top priority for Metro Mobility.

Another important priority is the need for an integrated com-
puter system between the Metro Mobility Administration Center (MMAC)
and all the providers. With no way to chart data on daily ridership
and destinations, Metro Mobility will not have the ability to realize
any cost savings through more efficient trip planning. Nor will the
MMAC have any data on categories of certification to see just who
is actually using the system. The computer network must be installed
without further delay, and let the MMAC do its job. Until
this is done, Metro Mobility will continue to be subject to unneces-
sary limitations, mostly at the expense of the rider.

Another recommended improvement to the MMAC would be to grant
them more enforcement power in handling complaints. For instance,
the RTB could set fines for violations which the MMAC could collect.
The MMAC could also be given the authority to remove unsafe vehicles
from service long enough for the RTB to investigate the complaint.
Their office needs to have this kind of authority, free from RTB
supervision,to improve its own mechanism for consumer complaints
and assure the rider that he/she can get action on a problem.

Continued - - - =

... A social action organization of, by and for people with handicaps.
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By helping the consumer make informed, educated choices, a
comprehensive, updated riders' guide would be an economical means
of avoiding complaints altogether. At very least, the guide should
offer a complete, detailed breakdown on all vehicles and equipment
each provider has available. The MMAC would also benefit from this
information in determining fleet size and the availability of back-
up vehicles.

Of course, UHF was among the supporters of the legislation
which prompted today's hearing. We are in full support of the
efforts of the MnDOT Operating Standards Committee, which is cur-
rently reviewing applications of the statute. We also support
provisions in drivers' training programs which would include
sensitivity training.

The RTB should also investigate the following:

the need for an additional certification category for 3-wheel
"Amigo" users

TTY/TDD service with all providers

Car seats for children under 5, available by request

Thank you for this opportunity to testify.




JL.SISTER KENNY
(INSTITUTE

a division of Abbott Northwestern Hospital

October 26, 1987

Regional Transit Board
Metro Mobility Public Comment

Mary R. Bensman
Director, Public Relations
Sister Kenny Institute

Oon behalf of the patients, staff and other clientele of
Sister Kenny Institute, I appreciate this opportunity to commend the
Regional Transit Board on its excellent delivery of transportation
services to people with disabilities through your Metro Mobility
service. As you continue to expand the service areas, improve the
quality of providers and fight to keep this service affordable, you
can be proud of the development of a transportation system for
people with disabilities that can be held up as a model for other
cities in the country.

Sister Kenny Institute provides inpatient and outpatient
services for people who have sustained brain injuries, spinal cord
injuries, strokes and other traumatic conditions that restrict major
physical functions. As part of our mission at Sister Kenny
Institute, we believe that safe, affordable and reliable

ransportation is necessary for people with disabilities

0 to receive essential medical treatment and therapy,

0 to obtain competitive employment, and

0 to maintain their independence and quality of life.

Comments collected from our patients and staff, both able
bodied and those with disabilities, indicate that the level of
satisfaction with the service has generally increased over the past
year with the expansion of the service. However, we would like to
suggest a few areas for improvement.

0 A temporary permit system should be established for
people who are still inpatients in a rehabilitation
facilty or for each facility to use for its inpatients.
The six to eight week wait for permits does not allow
our staff to train patients to use the system and
effects discharge planning when we know patients will
not be able to get to outpatient therapy or other
services until they receive a permit.

-more- ;

800 E. 28TH ST AT CHICAGO AVE. + MINNEAPOLIS, MINNESOTA 55407 - PHONE 612/874-4400
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Driver training should include an emphasis on
maintaining a professional manner and appearance. Many
of our elderly and vulnerable patients report a
hesitancy to use the system because of the driver's
manner and appearance. The age and expectations of the

riders should be considered during hiring and training
of drivers.

Greater availability of service in the evening hours
would allow people to pursue second shift employment
opporturities and increase their options for
competitive employment,

The daily trip limit is still too restrictive. Our
riders report that the providers are usually booked by
11:00 a.m. even though the reservation period is
supposed to be open until 2:30 p.m. It also makes
trips that must be made on short notice, such as job
interviews, virtually impossible.




MINNI-:“SOTA STATE COUNCIL FOR THE HANDICAPPED

Metro Square, 7th & Robert St., Suite 208 ® St. Paul, Minnesota 55101
612-296-6785

1-800-652-9747 — Toll-free Statewide
Voice & TTY

TESTIMONY OF THE MINNESOTA STATE COUNCIL ON DISABILITY

CONCERNING ADMINISTRATIVE AND PROVIDER CONTRACTS

FOR METRO MOBILITY

October 26, 1987

Good afternoon. My name is Kurt Strom and [’m the Community Program
Specialist for the Minnesota State Council on Disability. Thank you for the
opportunity to provide input concerning new contracts with the Metro Mobility
Administrative Center (MMAC) and with Metro Mobility providers.

Many of the problems faced by Metro Mobility during the past year are in part
due to inadequacies of contract language. | would like, therefore, to
suggest improvements - first in the MMAC contract and then in the provider
contracts. [ also have some comments on contract administration.

MMAC Contract

1. Under Services, there should be a paragraph specifying what support
services the MMAC will give providers through the computer system. For
example, if the RTB expects the system to allow providers to print much
of the information on a trip voucher, that expectation should be clearly
stated. In this regard, is the MTC supplying printers to the providers?
If so, that fact should be stated.

Under the same heading, there should be language empowering the MMAC to
require a provider to remove a vehicle from operation for a period of
time not to exceed 72 hours when, in the judgement of the MMAC manager,
the vehicle poses a hazard to the safety of passengers. During this time
the RTB can investigate the situation and determine what additional
measures are necessary. Giving the MMAC this authority will enable the
prompt action that may be needed to protect passenger safety.

Paragraph (c) of this section should be amended to require a monthly
newsletter for users. A quarterly newspaper is simply not often enough
to keep users abreast of developments affecting Metro Mobility.

Paragraph (h) should give more detail about expectations for monitoring
provider performance. How often is "periodic"? At a minimum, what
percentage of trips should be monitored?

Paragraph (1) should set a maximum of 2 weeks for processing applications
for Metro Mobility certification.

AN EQUAL OPPORTUNITY EMPLOYER
6
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6.

Finally, there should be an additional paragraph in this section
requiring the MMAC to develop a list of current provider vehicle
specifications and disseminate them to users.

Under Hours of Service, paragraph (b) should be amended to clarify that
the term "emergency" in this context includes a late vehicle. Also, the
MMAC must be given the responsibility to publicize the emergency
off-hours phone number. The number is useless if people don’t know
about it.

Under Reports, Records and Documentation, there needs to be a paraagraph
requiring the MMAC to inform the RTB of any reported incident resulting
in personal injury or damage to personal property. This paragraph
should specify that the MMAC will so inform the RTB as soon as feasible,
but in no event later than | working day after receiving notice of the
incident.

Under the same heading, the RTB should be required to give a monthly
report to the Transportation Handicapped Advisory Committee (THAC).

Under Equal Employment Opportunity, discrimination on the basis of
disability must be prohibited.

The heading Termination and Suspension should be retitled Sanctions for
Contract Noncompliance. The body of this section should provide for a
greater range of penalties, depending on the nature of the contract
violation. The current language seems to allow only two penalties -
suspension or termination. In some situations, these sanctions may be
too severe. Consequently, the RTB may be inclined to impose no
penalties at all, even when some sanction is clearly warranted.

Provider Contracts

1.

Paragraph (p) under Services should be amended to reflect the fact that
Minn. Rules Sections 8840.5100-8840.6300, the operating standards for
special transportation services, now apply to all vehicles providing
Metro Mobility service. The language of this paragraph should make it
very clear that any requirements imposed by these laws and rules must be
met even if they go beyond or conflict with contract provisions. Also,
a copy of all cited laws and rules should be furnished to the provider.

The driver criteria listed under Personnel should be amended to parallel
the requirements of the revised statewide operating standards. Since
those standards may not be in force by the time this contract takes
effect, it is not appropriate to incorporate the requirements by
reference. Rather, they must be spelled out. This will of course
require close monitoring of preliminary drafts of the operating
standards.
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There must be a section in the contract listing minimum vehicle
specifications. These specifications must include provisions on vehicle
headroom, securement devices, lift and ramp criteria and required safety
equipment. Prior to developing these specifications, the RTB should do
research to determine if there is currently on the market any device
capable of safely securing an occupied three-wheel wheelchair or
scooter. If so, each provider who transports people in wheelchairs must
be required to have at least one vehicle with at least one of those
securement devices. In developing these specifications, the RTB should
monitor the development of similar specifications in the special
operating standards so there are no unnecessary differences between them.

Each provider must be required to have a Telecommunications Device for
the Deaf (TDD). Otherwise, mobility-impaired persons who are hearing
impaired will not have the range of choice available to other persons.
TOD*s are not so expensive as to make this requirement prohibitive.

Under Reports, Records and Documentation, the provider must be required
to report to the MMAC any accident resulting in injury to a passenger or
damage to a passenger’s property. The report must be made within | day.

Under Operating Subsidy, there needs to be a reconsideration of the
reimbursement rate. The current structure does not work well; it
discourages providers from accepting requests for a lengthy trip, and it
favors group trips over individual trips. Additional discussions with
providers and users are needed before a specific alternative can be
recommended. [t seems obvious, however, that a new reimbursement
structure must take two factors finto accounts: (1) significant
differences in trip length; and (2) differences in amount of assistance
required.

Paragraph (j) of the same section must be amended to allow providers only
2 weeks to request payment for a trip provided. A longer delay is not
necessary and only increases the difficulty of monitoring ridership
levels and the budget.

The section entitled Equal Employment Opportunity must be amended to
forbid discrimination on the basis of disability.

The heading Termination and Suspension should be retitled Sanctions for
Non-Compliance With Contract Provisions. The body of this section must
be entirely rewritten to set forth a range of penalties to cover various
infractions of contract provisions. The draft of penalty provisions
developed by the MMAC is a good step in the right direction, but doesn’t
go far enough. First of all, it is not clear what types of contract
violations are Level [ and which are Level [l. Second, Level I
viclations (which presumably would include those creating a hazard) are
not penalized to a degree commensurate with their seriousness. Indeed,
under some circumstances it would be possible for a provider to have six
Level | violations in one year and not even trigger the probation
sanction. Clearly much remains to be done. '
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Contract Administration

I

Since each provider makes a different number of vehicles available for
Metro Mobility and no community is serviced by all providers, the RTBmust
closely monitor the situation to assure that no community is being
consistently underserved because of a lack of available vehicles. I[f
such a problem arises, the RTB must attempt either to renegotiate with
existing providers or to find new ones who will provide service in the
underserved community.

The RTB and the MMAC must revise the current disability codes in the
certification numbers to better reflect differences in functional
limitations. For example, people who use a scooter rather than a
standard-design wheelchair should have a separate code number. Likewise,
semi-ambulatory people who cannot climb steps and need a 1ift or ramp to
enter a vehicle should have 3 distinct code. Providers need accurate
information about a user’s requirements, and that information is best
conveyed by a well designed set of disability codes.

The three-month extension of the current contracts gives the RTB the
opportunity to carefully weigh these recommendations and the others it
receives and to do additional research to resolve some of the issues raised.
The Minnesota State Council on Disability stands ready to provide any

assistance necessary to assure that these contracts will safeguard the
qual ity and safety of the Metro Mobility system.
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PUBLIC SERVICE COMMITTEE RESOLUTION NO. 1

SUBJECT: METRO MOBILITY SERVICE FOR HANDICAPPED PERSONS

WHEREAS: Metro Mobility transportation for the handicapped of the
Twin Cities metro area, presently served by private contractors,
is not adequately serving a growing portion of the handicapped
community, namely those riders who have 3-wheel wheelchairs which
have been approved and paid for by Medicare and provide versatile
mobility not only within the home, but outside the home, in all
public areas accessible to them; and

WHEREAS: The private providers have inadequate equipment, with
1ifts too short to accomodate the 3-wheel wheelchairs safely and
improper tie-down facilities; and

WHEREAS: These private providers have failed to equip their vans
with the Tonger 1ift platforms which are available, or made any
adjustment for adequate tie-down facilities which are also available;
and

WHEREAS: Many private providers have filled their fleets with old,
make-shift equipment inadequate for the needs of the handicapped. Those
providers now are proposing to cut off from Metro Mobility services
those handicapped persons who have 3-wheel wheelchairs, claiming they
are unsafe, when in reality the providers' equipment is inadequate

to give "safe" service; now, therefore be it

RESOLVED: That the 30th Constitutional Convention of the Minnesota
AFL-CIO go on record urging that the providers be required to obtain
adequate 1ifts and tie-downs for all riders, including the 3-wheelers,
a growing segment of the handicapped community; and, be it further

RESOLVED: That the Regional Transit Board prohibit cut-off of
Metro Mobility service to handicapped riders who have 3-wheel wheelchairs;
and, be it finally

RESOLVED: That the Regional Transit Board require each van company
having a Metro Mobility contract to have an adequate number of electric
or hydraulic Tift vans capable of handling the 3-wheel electric
wheelchairs to meet the needs of those handicapped riders.

The Committee recommends concurrence.

...Motion passed to adopt Public Service Committee
Resolution No. 1.
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METROPOLITAN
CENTER FOR

NDEPENDENT
LIVING

1619 Dayton
Suite 303
St. Paul, MN 55104

612/ 646-8342 Voice or TDD

METRO MOBILI'MY TESTIMONY
ocroBer 27, 1987

My name is Mary O’Hara - Anderson; 1 am Executive Director of the
ﬂntr“pclLuan Center for lndependent Living. 1 have both written and
oral testimony for you this evening.

First of all, 1 want toc thank the members of the R'BE who are trying
to resolve the concerns many people have about Metro Mobility. 1 have

e

perscnally been encouraged by the efforts of your kxecutive Director,
Mr., Greg Andrews.

is working very well for some people. 1t is not
her pconie. We must look back to the legislative intent
ourselves with the scarce dollars why in the
?c% cf the rides for persorns who are
amhuiatory iy 25% tor persons in wheelchairs. Yes, there has
been an = in ridership but are the people riding really the
people ﬁc ob lity was intended tc serve?

1l don’t expect answers tonight, but
to consider my questions:

those being served really in need of this specialized service or
there alternative transportatian they could be using?

resent Metro Mobility application form really screening out
persons who are not eligible the service? 1s the
ticn form required of doct and other qualified persons,
“ic enough so that it is likewise not screening out people?
verifying the forms have knowledge about disabilities and
knowledge about the system to assure that those
ifications are credible?

How many people on regular route service have to give their name,
age, Social Security number, annual income and destination, and then
have to arrange their lives around the availablity of vehicles? Non-
disatled persons wouldn’t submit to this humiliation so why are we
supporting a double standard?

Why are Metro Mobility drivers permitted to drive unlimited hours?

Why aren’t providers being required to purchase 1Db’s so that they can
ie

provide service to persons with dual d‘sabl;lrles’ (1 just leased a
TDD, installed in my home at the rate of $5.29 a month)




Why aren’t the Riders Rights and Responsibilities published yet?
'hese were promised last Kebruary and T'HAC approved them at its
regularly scheduled meeting in July.

Why is there still no regular communication with the ridership? Where
is the revised Metro Mobility guide?

Why is there no separate number for calling in complaints? 'The only
phone number available is the general number, which is answered "Metro
Mobility."

How is it determined what calls are registered as "official”
complaints? How is it determined who receives a written response to a
complaint and what is contained in that response? 1s rider
satisfaction with the response really considered?

These questions are difficult, but they do need to be answered before

the beginning of the 1988 legislative session. Only then can we deal

with the issue that should be first and foremost on all of our agendas
- quality transportation for everyone.

1l have a few brief comments about the provider system. 1t has some
advantages and could be closer to an ideal system if it truly was
capable of provider choice. 1t’s a fantasy to promote the idea that
if you are unhappy with one provider that there are others who are
able to provide a quality service. The reality is that many people
are finding that providers are simply not coming to their area.

1 believe there should be an open bidding system for providers. The
RI'B needs to have criteria for selecting providers who are qualified
and capable of providing a quality service - a service that all people
would feel safe and comfortable in using.




METROPOLITAN
CENTER FOR

NDEPENDENT
LIVING

1619 Dayton
Suite 303

St. Paul, MN 55104 TESTIMONY RI'B PROVIDER CONTRACLS
612/ 646-8342 Voice or TDD AND RELATED 1SSUES
OCTOBER 27, 1987

My name is Mary Jo Nichols. 1l am the Support Service Coordinator
with the Metropolitan Center for Lndependent Living. The first year
of the reorganized Metro Mobility system has shown itself to work well
for some people. 1t could no doubt work well for a greater number of
people if there was concerted effort to recognize the on-going
problems we have struggled with for the past year and a willingness
to make a firm commitment to resolve them now.

Today we want to present to you the problem areas we have identified
in the provider contracts, the MMAC contract and the provider
guidelines. In addition, we are offering you solutions to those
problems.

Re: Provider contracts

1. Problem: 'There are far too many late trips even though contracts
specify pick wups shall be within 10 minutes of scheduled times.
Riders cannot rely on the system to meet their time commitments.

Solution: A computer system would assure efficient routing,
scheduling and tracking of providers. 1t could also allow for
filling in the gaps due to cancellations and possibly shorten the
24 hours response time.

Problem: Trips that are unreasonably long and bear no direct
relationship to the distance traveled.

Solution: Clarify the intent of the 90 minute +trip length

provision to those trips which are legitimately lengthy due to
legitimate distance.

Problem: Absence of a provision for safety policies, procedures
and inspections.

Solution: Add a provision that clearly specifies what is required
under current rules and regulations in each of those areas and
clearly distinguish between those authorities, and those policies
which the RTB has independently adopted and for which the RTB
holds providers accountable.




Problem: Absence of a complaint mechanism.

Solution: Add a provision that clearly defines the procedure for
handling, reporting, and following-up on user complaints. 'This
must include a timely response and assurance that users are
satisfied with the resolution.

Problem: Vouchers are not being completed, riders are not always
signing for trips and providers are no longer required to indicate
requested time and actual time for pickups.

Solution: Require that vouchers be used for the purpose intended
and that riders sign for each trip taken. 'his is one control
measure that could serve to show where trip delays are occurring
and individual drivers who are responsible for those delays.

Problem: Only three providers have T1Y/1DD equipment. Persons
who are hearing impaired have no choice of providers. For those
who are wheelchair users, the system is totally inaccessible in
50% of the communities presently being served this 1is a 504
violation.

Solution: Add a provision requiring that each provider have such
equipment and be trained in its use. ‘The monthly phone charge for
a business who chooses to lease this equipment is $12.85; at
current rates this would amount to $154.20 per year.

Problem: No provision for probation and no definition for
suspension.

Solution: Add a provision for probation, clearly define the terms
probation and suspension, and clearly state where under what
circumstances those sanctions may be implied, what is expected of
a provider on probation or suspension and how the RIB intend’s to
monitor providers.

Provider guidelines:

Problem: Absence of measurable and relevant criteria for
selecting providers.

Solution: Adopt such criteria well in advance of contract
renewals, and include provider performance standards, provider
policies relating to passenger safety, labor and hiring practices,
qualifications of driver applicants, existing maintenance and
safety record programs, and financial and service related
reporting procedures.




Problem: Absence of mechanism to scrutinize provider performance
and assure a quality system.

Solution: Adopt quality assurance standards, enforce these
standards during the contract year end critically assess provider
performance against these standards prior to contract renewal.

Metro Mobility Administrative Center contract:

Problem: No clear delineation of authority and responsibility
between the R1B and MMAC which results in delaying disciplinary
action against providers.

Solution: The MMAC is responsible for daily operations and
administrative service. As such, it must be granted authority to
make whatever decisions may be necessary to perform those
functions. 1f more formal approval by the RIB is required, then
make provision for that. Delays that place people at risk are
inexcusable and not consistent with sound public policy.

Problem: No regular communication with certified riders.

Solution: The present contract provides for a quarterly
newsletter that doesn’t exist. System and provider changes that
have occurred during the past year demand that riders be

frequently informed of these changes and in advance of their
occurrence.

Problem: Lack of a reliable back up system that is capable of
responding to riders who experience a late vehicle as well as one
that doesn’t show.

Solution: T'his must include more than a functioning phone
number. Not only must &a system be in place, but there must be
assurance that it 1is capable of responding to riders and that

riders are fully aware of the assistanace that is available during
off hours.




Ex #
International Institute on Mental Retardation, Inc.

Oklahoma Benedictine Institute S | G ) =" ; Central Institute and Information
on Mental Retardation i) Centre on Mental Retardation

St. Gregory’s College " “"RUPA'" Hindi Prachara Sabha Jn.
1900 MacArthur Street West ' S Trivandrum, 695014 INDIA
Shawnee, Oklahoma 74801-2499, U.S.A. Telephone: 65508
Telephone: (405) 273-9870 N B N W

(Rev.) Paul J. Zahler, 0..B., Ph.D., President N T i (RewThomas Felix, C.M.1.;-M.A.. Director

Regional Transit Board
270 Metro Sguare Building
St. Paul, Mn. 55101

October 8, 1987
Dear Members of the Board,

We, the undersigned, are writing in response to the article in the
September 9, 1987 Crow River News inviting comment on use of Metro Mebility Services..

In our program, The St. Michael Foundation Project, we work to increase
independence among participants who are mentally handicapped. Several are young
adults who are moving toward competitive employment. The job training and often
the work is in the Metro area. This is inaccessible to them due to transportation
problems. Without transportation many have been left in Day Activity Centers where
there is little challenge or prepgration for cuployment; or they stay at home.

Having a carrier or two in this growing area of RogereSt. Michael-Hanover
would greatly increase opportunities for these handicapped adults. It would
enable them to have job training fit for their needs, to grow in independence
and to have the opportunity to be active, contributing members in our society.

Sincerely,

Members of the

St. Michael Foundation
Project - & Model
Program of IIMR, Inc.
101 Central Ave.

St. Michael, Mn. 55376

27 54

We Become More Human by Helping Humanity
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ROBERT & JANELLE VETSCH
9701-36TH ST "N.E.
ST. MICHAEL, MN 55376




605 Main St. So.
St. Michael, Mn. 55376
October 14, 1987

Regional Transit Board
270 Metro Square Building
St. Paul, Mn. 55101

Dear Transit Board,
I am writing in regards to your article published in the September 22,
1987 issue of the Crow River News regarding the needs of the disabled

in the Rogers and Hanover area.

This part of Hennepin County does not receive services from Metro
Mobility or MTC.

The mentally retarded and other handicapped people that live in this
area do not have any kind of transportation to get to jobs, etc.

It sure would be nice if these cities could also take advantage of
this service.

Thank you for your consideration.
Sincerely,

70 »f/@/f //w.”/! /

Mrs. Betty Zahler







October 21, 1987

Regional Transit Board
270 Metro Square Building
St. Paul, Minnesota 55101

Re: Metro Mobility
Dear Sir:

My sister is a mentally handicapped individual due to
Down Syndrome. She is, however, able to contribute to
her own well being at a reduced level. Recently she has
acquired employment for a company in St. Louis Park, MN.
Since she lives with my parents near Hanover, MN, in
Northwestern Hennepin County, it has been very difficult
for her to get transportation to and from work.

It is my understanding that Metro Mobility provides
transportation for people with difficulties of this
nature. The problem for my sister is that Metro
Mobility does not provide services to Hanover.
Since my tax dollars are used in part for these
services, I suggest that the Metro Mobility service
area be expanded to include all of Hennepin County
and not just the immediate Metro Area.

Hopefully this request will be given due consideration.
I would appreciate information in written form as to
the action taking place to solve a problem that affects
many people in Hennepin County. Thank You.

Very Truly Yours,
W“WJ

Roger N. Bechtold

cc. St. Senator Clarence Purfeerst
St. Rep. Henry Kalif




Gearge B. Stubbs

8445 10th St NE

St. Michael, Minnesota
09376

October 1st, 1987

Regional Transit Board
270 Metro Square Building
St. Paul, Minnesota 55101

Dear Chairperson and Members of the Transit Board,

As per your article published in the 9/22/87 edition of the Crow
River News North Addition, I would like the following information
entered into the records for your consideration.

First a little background: 1 am a member of the American Legion
Post 567 of St. Michael, Minnesota and started to look into the aide
and assistance that we as a Post could provide the handicapped
children in our area. This area includes the cities of Albertville,
Hanover, Rogers, and St. Michael. As a starter we provided two grants
of $500.00 each to graduating handicapped seniors so that they could
get a start in becomming productive citizens. One of these came to
the Post seeking assistance in getting a job of some Kind, for which a
state agency would provide a job coach and help pay the employer to
get the individual started. We as a Post tried to assist but without
any luck.

This individual came back to us with a thank you speech in mid
September and informed us that she had gotten a job at North Star
Printing a RISE Site location. She had been able to work out
transportation to General Mills with a local individual which worked
out fine to start with. She received a ride on Metro Mobility from
there to work and back to General Mills. The only thing wrong was
that there was about an hour and a half that she had to wait after
work in the lobby at General Mills with nothing to do, whereupon she
would drop off to sleep. Her <sleeping in the lobby caused the
officials to put a stop to this possibility for a ride to work.

She therefore had to stop work, about the first of September,
until she could find some other means to get to work. Her Jjob was
safe, but she was unable to obtain any assistance in getting to work
thru the normal agencies, because she lived in the northwest corner of
Hennepin County in Hanover where there was no arranged MTC bus, Metro
Mobility or Kare Cab routes.




At the Post meeting I offered to provide transportation into Long
Lake, Minnesota where I work, if she could arrange transportation from
there. She was able to get back to work on September 21cst, after
about three weeks off. I have no problem with these arrangements, but
there has to be some other arrangements for the times when I go on
vacation or for the times which I have to work very late hours, which
my Jjob sometimes requires.

I do not Know how thinly populated the handicapped are in this
area of Hennepin County, but feel that the county should look at the
total population of handicapped and make every effort possible to
provide the WHOLE county with the assistance that is needed. The
persons who seek thie help wish to be useful citizens and do not wish
to be a total drain on the community. When we help them to be useful
citizens we are helping ourselves in more ways then can be added up.

I do not Know the area that is served by the Regional Transit
Board, but if it goes beyoud the city 1imits of Minneapolis and Saint
Paul, then the whole region should be served not just those in the
Metro area where MTC, Metro Mobility handles the major problems in
transportation of the handicapped.

Thank you for your time and consideration.

Sincerely;

< /
P [/&i{( .-ﬁ'—‘;'\
(%/Zaf?; B. Stubbs

cc. Bob McEachern, Tad Jude, and Dale Clauznitzer




bepte 50, 1987
10827 Rosedale Ave. N.
Loretto, Mn. 55357

Regional Transitu Board
(0 Metro Square Bldg.
st. Paul, Mn, 55101

Dear Transit Boaid,

As per your article published in the 9/22/87 GCrow River
News- I am writing Lv cumment on the needs of the disabled in
our area - Hanover and St, Michael, Mn,

Thig part ol Hennepin County does not receive services
from Metro Mobility or MiucC.

1he mental retarded and other handicapped do not have any
kind of transporiation vo commute to jobs, workshops and other
day programs. We have no worksLops ul vucavional on the job
training programs in our area, The clogest is RISE & Opportuniiy
Workshop and both are 25-29 miles from Hanover,

The Asuue. Ior Relarded Citizens sets up principals that
should gulde public policy Lowaid iamiiies or children with
developmental disabilities...and the action vi soaves and
agencles when they become involved with families, Kindliy sec
aRC NEWS vol, 36, No. 4 - Aug/Sept 1987 issue-page 2 on this
Bua uellEllu,

in the case of our daughter - she has a job/ on the job
training program in Minneapolis, but no transportation. Meiro
Mobility 1ssued her certification, bul will not pilck her up from
her home in Hanover,

+I sne ls lucky enough to find private transportation to
Mpls. How wilii she get to work when this private trans. has sick
leave, vacaiion time ur an emergency? Will RTB and Metro Mobility
provide a packK up transportation? We need this guarantee gso sne
Can continue working.,

Then what about the 50 or more retarded Callidici/adulls/elderly
living in the Hanover/St. Michael area tnat nave to sit at home
with out a program because of no transportation.

Kindly take this area into consideration.

Sincerely

éfjg&éiu}, E%JELZZZEAﬁﬁi

rlaine Becnuwold
CC: Henn. ARC Wiifred Bechtold
Minn, ARC
rep. Ds vlausnitzer
Sen. Tad Jude




Sept. 29, 1987
16%77 Rosedale Ave. N.
Loretto, Mn. 55357

Reglional Transit Board
270 Metro Square Bullding
St. Paul, Minn. 55101

Dear Transit Board,

As per your article published in the 9/22/87 Crow River
News I am writing to comment on the needs of the disabled in
our area - Hanover and St. Michael.

Thlis part of Hennepin County does not receive services
from Metro Mobility or MTC.

The mental retarded and other handicapped do not have any
kind of transportation to commute to jobs, workshops and other
day programs,

The Assn, of Retarded Citlzens sets up principals that
should guide public policy toward famlilies of children with
developmental disablilities...and the action of states and
agencles when they become involved with families. Kindly see
ARC NEWS Vol. 36~No. 4 - Aug/Sept 1987 issue page 2 on this
statement,

Please take this area into consideration by providing
Metro Mobility transportation in this part of Hennepin County.

Thank you,

Mr, & Mrs. Clyde Bechtold

Ma « o Uyl /0ot
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Regional Transit Board
270 Metro Square Building
St. Paul, Minnesota 55101

Re: Testimony for Public Hearing on Metro Mobility
October 27, 1987

I would 1ike to know why Metro Mobility doesn't pick up before 8:00 a.m. on
weekends because of the fact that every other weekend I have to be to work at
8:00 a.m. and I'd like to get the rule changed. If Metro Mobility wont change
the rule, they can pay me $12 an hour for every half or hour I am late. 1I've
been riding with Ebenezer Society out to my job and back home and on weekends,
when I ride with them, they were picking me up at 7:30 a.m. but then Metro
Mobility called Ebenzer and told them they would not be reimbursed for the
rides on the weekends when they picked me up before 8:00 a.m.

I have a complaint against both Ebenezer and Metro Mobility. I have a standing
order to be picked up on Mondays at 7:00 a.m. On October 5 I was awakened by
a call at 5:55 a.m. and was told I would be picked up at 6:30 instead of 7:00
a.m, which did not allow time for showering and personal grooming. I feel

that since I have an answering machine turned on 24 hours a day, if Metro
Mobility requires a day's advance notice, the least they could do is give 10
hours notice of a change in pickup time.

Sincerely,
F

= A

Don Fisch

630 Cedar Avenue South

Apt. 2007

Minneapolis, Minnesota 55454

DF /mf
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? Ex &
UNITED HANDICAPPED FEDERATION Griggs/Midway Bidg.

Suite 284 South
W 1821 University Ave.

The Friends ofy Handicapped, People. Ausciation pling o

November 24, 1987

Regional Transit Board
270 Metro Square
St. Paul, MN 55101

Dear Members of the RTB:

Submitted herewith are addenda to our comments of October
26, 1987, from the Regional Transit Board Public Hearings
on Metro Mobility performance and evaluation.

In addition to our suggestions and recommendations to
improve Metro Mobility operation, we at the United Handicapped
Federation also want to point out the following:

-The need for a monthly newsletter for the riders. Current
news of changes in providers' policies or service areas
are crucial to having an informed ridership which can
make educated consumer choices. Riders should not be
expected to wait three months to learn of new develop-
ments in the system.

-The need for a clearer definition of "periodic" monitoring
of service delivery. The RTB and the Metro Mobility
Administrative Center (MMAC) must agree on a reasonable
percentage of trips that can be observed.

-The telephone number for emergency service should be
readily available to the rider and the MMAC be responsible
for calling out a late vehicle, if necessary.

-The mechanism for reporting complaints and safety viol-
ations, as we had remarked in our earlier testimony,
needs to be better defined. We recommend that any
incident which results in personal injury or damage
to property be reported to the RTB by the MMAC within
one full working day.

-All provider contracts must be changed to reflect the
statutory requirements of the new operating standards

for special transportation services as soon as those
requirements take effect.

Continued - - - -

... A social action organization of, by and for people with handicaps.




November 24, 1987
Regional Transit Board
Continued = = = = Page 2

-The need to reconsider how the formula for operating
subsidy works; review the structure for reimbursement
of providers.

-Sanctions against providers should be established to
deal with contract violations, the level of which can
be set relative to the seriousness of the reported
infraction. A comprehensive set of checks and balances
needs to be put in place in order to hold the provider
fully accountable.

-A possible revision of user certification codes may

be in order at this time. We had mentioned the issue

of "Amigo" certification in our earlier statement, but

it appears that other categories also need to be revised.
A clearer, more comprehensive set of disability codes
needs to be drafted for use in all future contracts

with providers.

As always, the United Handicapped Federation is willing
to work closely with the RTB and the Transportation Handicapped
Advisory Committee (THAC) in helping to design the best and
most responsive system of delivering Metro Mobility service.
We would also like to request at this time that a two-week
maximum limit be placed on the rider certification process,
as not to deter prospective riders from applying. Plus,
we ask that special attention to non-discrimination on the
basis of disability be included whereever Equal Employment
Opportunity appears in contract language.

We would welcome any feedback you or your staff may
have on these issues.

Sincerely,

teve Bertrand, Co-Chair
Task Force on Accessible Transit

SB/db
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