TRANSPORT CONTACT 

DECEMBER 2012

Communication and information newsletter for paratransit service users

Better and more user-friendly service in 2013!

Transportation available from 6 a.m. every day of the week

Occasional requests for transport accepted up to 7 days before your travel date, regardless of the reason
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Customer satisfaction survey shows steady performance results – 94%

SOME CHANGES IN PARATRANSIT SERVICES IN 2013
Service improvements 

Our Transport adapté team is constantly striving to improve your customer experience when using our services. Starting January 7, you can expect:

An increase in service hours

· The first available transport can take place as of 6 a.m. every day of the week.

· The call centre for reservations (option 1) will adjust its schedule to be available from 6 a.m. from Monday to Friday, and from 7 a.m. on Saturday and Sunday.

· It is now possible to cancel a trip as of 5:30 a.m. by pressing on key option 2 to avoid late cancellations.

It is now possible to travel earlier: service hours have now been increased with an additional 6 hours and 30 minutes available to Paratransit customers every week.

An easier way to make a reservation for occasional transportation needs
· The 3-day period required to reserve for occasional transportation needs has been lifted. You can now make a reservation for occasional transportation up to 7 days in advance, regardless of the reason.

· We strive to make your life easier by eliminating the 3-day requirement for occasional transport reservations and by providing you with the convenience of reserving earlier for your occasional transport needs.

Luggage, grocery or shopping bags

For safety reasons, only luggage, grocery and shopping bags are allowed on board as long as the rules outlined below are followed: 
· you can carry them yourself;

· they do not take up an extra seat in the vehicle;

· they are firmly in place or held by you.

The driver may refuse transport if you cannot carry your luggage or bags yourself.

Exceptions for certain destinations 

Luggage is accepted on board accessible taxis only and reserved exclusively for customers who are going to the following destinations:

· Montréal-Trudeau airport

· Central Station (train station): 895 De La Gauchetière St. West

· Via Rail Dorval train station: 755 Montréal Toronto Blvd.
· Station centrale d’autobus de Montréal (Voyageur bus terminal): 505 de Maisonneuve Blvd. East

· Camp de jour Papillon (day camp): 7275 Sherbrooke St. East, post 24-25

You must mention that you have luggage to carry when you make your reservation.
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More changes in Paratransit services in 2013

The Paratransit ID card gets an OPUS makeover

In order to simplify your life, the Paratransit ID card will be merged with the OPUS photo ID card. Therefore, one single card will be used for your transportation needs and for transit fare purchases on OPUS cards.

As of January 2013, all new customers will receive their personalized OPUS ID card. This process has already been completed for Longueuil Paratransit customers.

Already one of our customers? In that case, we will contact you in 2013 to offer you the new photo ID OPUS card. This card will be issued at no charge and we will provide you with information regarding photo renewal if required.

Our objective is to provide all customers with a new photo ID OPUS card by year-end 2013. For the time being, all you have to do is wait until we contact you some time in 2013.

For more information, please contact the customer service team at 514 280-8211, option 4. 
Identity check procedure during boarding is reinstated

For safety reasons, the customer (or the guardian responsible for the customer) must be able to present the Paratransit ID card or be able to provide identification in a satisfactory manner when riding in Paratransit vehicles.

As of January 2013, drivers will systematically check IDs by requesting your Paratransit ID card as you board the vehicle. In the interest of responsible management and fairness, we want to make sure that the persons we are transporting are entitled to this public service. This is an essential measure that we must take in view of the increasing demand for our services.

Be the first to comment on the upcoming STM website!

In addition to being a Paratransit customer, do you use the regular transit network? The STM is currently undergoing a website overhaul and will be testing the website in winter 2013 prior to its official on line deployment. We welcome your comments! If you are interested, please register at https://www.myvoicemystm.info to become part of our STM panel. In January, you will be able to access the test website and provide us with your comments from your computer.

Paratransit 2013 Fares

Monthly CAM on OPUS: 

· Regular fare: $77.00

· Reduced fare(1) : $45.00

4-month CAM on OPUS:
· Reduced fare(1) : $175.00

Weekly CAM on OPUS:

· Regular fare: $23.75

· Reduced fare(1) : $14.00

1 trip:

· Regular fare: $3.00

· Reduced fare(1) : $2.00

2 trips:

· Regular fare: $5.50
· Reduced fare(1) : $3.50
Exact fare payable to driver:
· Regular fare: $2.45
· Reduced fare(1) : $1.45(2) 
IMPORTANT

Transit passes are not sold aboard vehicles.

Drop by the Customer Service Centre or one of our service points to replace a defective card or to rectify a transaction error(3). 
1 - Anyone paying the reduced fare without the photo ID OPUS card is liable to a fine and administrative fees.

2 - The photo ID OPUS card is not compulsory for the 6-11 age group. 
3 - You must pay your fare to gain access to the service point.

Furthermore, the application of fares and use of corresponding transit passes must comply with By-law R-105 dispositions and amendments with regards to the conditions of ownership and utilisation of transit fares issued by the STM and modifications.

Please note

· Reduced fare magnetic cards accepted for customers entitled to this privilege (magnetic cards are sold in métro stations)

· No increase on 1 trip and 2 trip fares on magnetic cards 
· Improved Family Outings program

· In effect as of January 1, 2013 from Friday 6 p.m., and on Saturdays, Sundays and legal holidays

· Same time periods offered for program in 2012 will apply in 2013, namely.

SERVICE QUALITY
Customer satisfaction survey shows steady performance results

To achieve excellent results is one thing, but to maintain and improve them is quite another! With an overall result of 94%, we have accomplished a major feat in the past 2 years: 94% in 2010 and 93% in 2011.

The phone survey was conducted with a sample size of 1 000 regular Paratransit customers from June 4 to 26, 2012.

For the past 3 years, we have measured overall service in different ways. Quality control exercises pinpoint areas that should be improved to offer better service to our customers. Every answer or measure is studied systematically. Afterwards, we make slight changes either by adjusting service, improving our ongoing and basic training programs or by investing more into our mentoring and companion programs.

Evaluation of taxi drivers by undercover customers: a rewarding initiative!

Since September 2010, mystery shoppers from a specialized firm are hired to impersonate customers and provide their observations as a means to assess the quality of service offered during taxi transport. Since then, more than 1 000 assessments are completed every year. 
Some 23 points covering all areas of the customer experience are evaluated, from the moment customers board the taxi up to the moment they arrive at destination. The undercover customer fills out a questionnaire by giving objective and factual information about what the shopper has observed during the taxi ride.

The analysis of results helps to identify specific actions required to further improve service. Programs to increase awareness and provide training have been dispensed to more than 1 000 taxi drivers. Improvements could already be noticed in the program’s first year.

The STM wanted to congratulate the 78 drivers who achieved a score of 90% or more for their contribution to the improvement of service derived from evaluations by undercover customers. Events to celebrate their efforts were organized jointly with 14 taxi service intermediaries. Drivers all agree to say that to be recognized in such a way motivates them to continue their good work and to surpass themselves in the best interest of customer service.
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Paratransit services on site at the Salon du taxi exhibit

A booth set up by Paratransit services was on display at the first Salon du taxi exhibit held in Place Bonaventure on October 16 and 17. The objective was to inform taxi drivers on the role and stimulating career opportunities available in Paratransit services. The Regroupement des usagers du transport adapté de Montréal (RUTA) was also present to provide information on services to customers with one or more functional limitations.
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Martin Thibault, Christelle Labrecque-Dupuis (RUTA ), Chantale Fortier, Fahima Boumaiza (RUTA ), Pierre Desjardins
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COMPANION DRIVERS 

A support team dedicated to mentor all drivers 

For some years now, the STM has introduced a companion system for drivers. In total, more than 110 companion drivers are on duty throughout the company. Of those, 11 are assigned to Paratransit services. You can identify them

by the pin they wear proudly on their uniform. In addition to having years of experience as a driver, candidates must successfully complete the interview process and road tests.

What do companion drivers do?

They act as a resource person for their peers in matters of road safety and Paratransit regulations. After completing their road training, new drivers are

mentored by companion drivers who make sure they perform well. If you happen to see 2 drivers together in a minibus, you will know why! 
Companion drivers must constantly demonstrate an exemplary behaviour and be available to help others. Their advice is not only useful during training. Every day, their colleagues can ask for their help. Companion drivers are perceived as coaches. Our companion drivers are models for most employees, but also for you! Don’t hesitate to approach them if you have any questions, they will be delighted to help you!
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Above: Yves Poitras, Daniel Savard and Christian Audet. 
Beneath: Benoit Allard, Johanne Moreau and Archille Léopardi. 
Absent were: Alain Ratelle, Steve Desjardins, Chantal Chevalier and Roman Kinnaszczuk.

SPECIAL RESERVATION PROCEDURE DURING THE HOLIDAYS
Enjoy the holidays to the fullest!

For the period extending from December 24, 2012 to January 1, 2013 inclusively, it will be possible to make a reservation for transport until 4 a.m. (scheduled time of arrival at destination). The request for transport must be made 24 hours prior to the travel date.
From December 25 to January 2, inclusively 

As mentioned in the User Guide, all regular schedules are cancelled between December 25, 2012 and January 2, 2013 inclusively, except for customers undergoing hemodialysis treatment with regular transport.

During this same period, you can make a reservation request 7 days before your travel date for all your transport needs, regardless of the reason. It’s simple, and easy, and it allows us to respond to the all requests while avoiding the inconvenience caused by certain customers who neglected to cancel their transport during this period.

However, all requests must be phoned in 7 days before the scheduled trip by calling 514 280-8211 option 1. 

Monday, December 24, 2012 

Many regular activities will end sooner than usual on December 24.  Consequently, any time change on a regularly scheduled return trip on December 24 can also be made 7 days ahead of the travel date.

Travel within the metropolitan area

During the Holidays, travel reservations within the metropolitan area remain the same, they should be made 7 days in advance for planned requests.

The Paratransit team wishes you a very festive Holiday season.

Just as in 2012, we will be there to share in the festivities by accompanying you until the early morning hours with our extended evening schedule!

The Montreal Steering Committee on Seniors 
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Did you know that there are 300 000 seniors living on the island of Montréal who represent more than one third of Québec’s senior population? This demographic reality impacts Paratransit services in particular since seniors now make up the majority of our customer base. With age, seniors aged 65 years or more are more likely to develop one or more functional limitations, even though their overall health condition is better now than in previous generations.

Committed to the wellbeing of seniors for the past 5 years, the Montreal steering committee on seniors has represented seniors on the Customer/Carrier Paratransit committee. This committee is made up of representatives acting on behalf of persons with diverse functional limitations. Its main objective

is to improve service. The Paratransit team is eager to receive comments and concerns from the disabled community. Also, we wish to mention the unwavering solidarity of community members with functional limitations for seniors.

Ultimately, the only distinction existing between seniors and the middle-aged is that seniors develop limitations as they age whereas adults grow old with their disability.

tcaim.org

Will you be the one to break the record?

Paratransit services will break a new record in the number of transit rides completed between now and the end of the year. Last year, 2.87 million passenger rides were carried out. With this year’s current growth,

we expect to reach a new peak this month. Be ready, you could be aboard the record-breaking trip! 

UNIVERSAL ACCESS AT THE STM 
STM’s universal accessibility development plan

On June 7, 2012, the STM invited the disabled community to attend the presentation of the universal accessibility development plan for 2012 - 2015.

It should be mentioned that actions to promote universal accessibility have increased since 1991, and sums totalling more than 150 million dollars have been invested in projects or measures to date. By implementing a universal accessibility policy in 2009, the STM is also taking a new step to facilitate and encourage universal accessibility in all areas of operations according to resources at hand.

This plan is the result of many consultative meetings with disabled community representatives. It forecasts the arrival of new métro cars universally accessible, improvements in sound quality in all métro stations, new accessible bus shelters and the retrofitting of 5 métro stations to bring the number of accessible stations to 13 in 2017. In total, more than 87 million dollars will be invested in universal accessibility in the STM network over the next 3 years.

New platform for exchange between disabled communities and the STM

The STM has set up a new committee for universal accessibility consisting of community representatives and various STM teams. One of the objectives is to keep members informed on the progress of overall development plan projects.

The consultation committee on transportation of handicapped persons in

Montréal congratulated the STM for the plan and for its efforts in reaching universal access.

The universal accessibility development plan 2012 - 2015 is available on the

STM website: stm.info/at a Glance, under “Documentation Centre”.

IMPROVEMENTS FOCUSING ON BUS 
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Access to the regular bus network promotes independence and contributes to social inclusion for persons with functional limitations. It is for this reason that the disabled community has contributed on different projects to increase bus network accessibility while taking into consideration a number of elements (vehicles, bus stops, bus lines). Some practical achievements on the bus network include:

· Systematic purchase of low-floor buses with front ramp since 2009 and continuous interior design improvements 
· Accessibility assessment of all bus stops 
· Integration of universal accessibility concept for new bus shelters

· Ongoing training for drivers on service requirements for customers with functional limitations 

· Training for inspectors and operations supervisors within the regular network to respond to the needs of persons with functional limitations

ACCESSIBILITY: AN ONGOING PROCESS!

A new training program to help drivers 
Since last November, a new training is offered to all drivers to provide them with the tools they need to respond to customers with functional limitations.

A reference guide on the subject is also provided to participants during training.

Inside, all the pertinent information is included. It provides details on how to communicate with persons with functional limitations, key information on how to assist them adequately and facilitate their transport. The disabled community has also contributed to the guide.

We need your feedback to improve even more!

We hope these measures will provide for more accessibility on the bus network. However, if you experience any inconvenience, please contact us. You can forward your comments by using the form provided on line at: stm.info/comment/ index.htm or by calling us at 514 786-4636, option 4, followed by option 1.

Your comments are valuable to us as they enable us to make the necessary changes.

HELP US ASSIST YOU

Avoid waiting on hold! 2 options are available:

1) Automated services: press on option 3 on your phone Keyboard 

Did you know that you can easily make a reservation for your occasional transport needs, inform us when your transport is late or cancel your reservation by pressing on key option 3? You can also confirm or look up your planned reservations. Automated services are available to everyone, avoid waiting on the phone and take charge! 
For more information on how to use our automated services, you may refer to the User Guide or look up Paratransit on our website at stm.info. You can also contact Customer service by pressing on key option 4.

2) Reservation on our website: stm.info/t-adapte
Without having to wait, you can proceed with your transport reservations. At the same time, you can help us handle the growing number of transport requests more efficiently. Reservations made via the Internet are reliable, quick, easy and always available!
Click on stm.info, then on Paratransit. The next step is to find the icon Internet reservation to make

your reservation. 
Time allowance of thirty minutes

The confirmed travel time is the time that you should be ready for transport.

The vehicle should then arrive within the next 30 minutes. Once this time frame has elapsed, the vehicle is considered late. For example, the reservation agent has informed you that your transport is planned for 8 a.m.

You should be ready at 8 a.m. and the vehicle can show up anytime before

8:30 a.m. The vehicle is considered late by 8:31 a.m.

Snowstorms

Travel is difficult for everyone during snowstorms. In these situations, we recommend that you venture out only if it is important or urgent. If you decide to stay home and cancel your regular transport, don’t forget to cancel the return trip as well. When the STM must interrupt service due to weather conditions, the decision is usually taken in the morning before the call centre opens and before the first departures of the day.

In that case, you can either check the reservations website or call us; a message will give you an update of the situation. Please note that return trips are still

provided even if initial trips are cancelled throughout the day. 
In winter, think to clear entryways

Snow and ice make it difficult to access areas where customers must be picked up. Entryways and stairs should be clear of snow and ice. There should not be any accumulated snow blocking the access to your residence for the Paratransit driver. You should make sure that access to your destination point is also clear.

Please cancel your reservation if your entryway or the one at point of destination has not been cleared of snow or ice. This way, you will avoid having the driver make an unnecessary trip to your residence.

TO REACH US
A single number to remember

Telephone 514 280-8211

Requests for group transportation

Fax 514 280-5317

E-mail groupes.ta@stm.info
Teletype for hearing-impaired clients

(TTY) 514 280-5308

Requests for regular transportation and advance requests for transportation

Fax 514 280-6313

Web Site www.stm.info 
Customer Service

E-mail transport.adapte@stm.info 
Preferred addresses

E-mail adresses.favorites@stm.info 
Centre de Transport adapté de la STM

3111, rue Jarry Est

Montréal (Québec)

H1Z 2C2
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Pour obtenir votre bulletin Transport Contact en français, veuillez communiquer avec le Service à la clientèle au 514 280-8211 (option 4).

Nous vous en posterons un exemplaire avec plaisir.

Happy Holidays!
