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Lake County Paratransit Survey Final Report 
 
Executive Summary 
 
The Urban Transportation Center at the University of Illinois at Chicago assisted the Lake 
County Coordinated Transportation Services Committee by drafting a paratransit provider survey 
that was administered in 2006 and 2007.  The survey results are being provided to Pace and the 
RTA for the development of a comprehensive paratransit plan for Lake County.   
Below are some of the highlights of the survey results: 
 

• Survey Instrument.  139 surveys were sent out, including surveys to all Lake County 
township and municipal governments and townships in McHenry and Cook County 
adjacent to Lake County.  Surveys were also sent to senior centers, social service, 
transportation and not-for-profit agencies. 

• Survey Responses. 34 surveys were returned. Of these 22 agencies provide 
transportation services to their clients and target populations.  Respondents included 17 
local governments (townships, municipalities and park districts/senior centers), and 5 not-
for-profit organizations (either charitable organizations, or those specializing in serving 
the needs of the disabled). 

• Target Populations.  Primary target populations are seniors and the disabled, but youth, 
and low-income populations are also included. 

• Need for Improved Services. 20 of the 34 responding agencies reported that a lack of 
transportation has a negative impact on their target population’s ability to participate in 
agency programs and services. 

• Transportation Services.  Most agencies that provide services provide multiple services, 
including Pace dial-a-ride services, taxi voucher programs, volunteer driver programs and 
many directly operated or privately contracted demand response and fixed-route services. 

• Increased Demand. 11 of 14 agencies report an increase in the demand for 
transportation services over the last five years. 

  
The survey results also provided information and data that identify issues facing Lake County 
and opportunities for improved coordination. 
 
Issues and Opportunities for Improved Coordination 
 

• Service Availability.  The majority of paratransit services are provided between 8:00 am 
and 4:30 pm, which does not accommodate work trips, which generally begin before 8:00 
am.  There is little evening and weekend service.  The restricted hours also prevent 
serving certain categories of medical trips, such as dialysis or chemotherapy, which 
require early or late services. 

• Eligibility and Fares.  These vary by transportation provider and there is an opportunity 
for more consistency in eligibility requirements and fares.  

• Service Area. Municipal and township service areas are usually restricted to their 
political boundaries, but the demand for services is often for destinations beyond political 
boundaries. Also residents living beyond political boundaries may be excluded from 
needed services. 
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• Assisted Transportation Services.  There is a perceived need to provide more 
transportation services for the severely disabled and for those needing door-to-door, door-
through-door, and personal attendants as part of the service. 

• Scheduling and Dispatching.  Only 4 of 13 operations use computerized scheduling and 
dispatch systems.  This presents a significant opportunity to improve efficiency of 
operations through computer assisted scheduling and dispatch or through a centralized 
dispatch function.   

• Communication Systems.  Each agency utilizes separate phone systems and a myriad of 
communication systems with drivers.  Centralizing these functions would make the 
systems more efficient and responsive. 

• Taxi Voucher Programs.  Current arrangements, eligibility requirements and discounts 
vary widely.  There is an opportunity to coordinate programs and consider expanding the 
program countywide. 

• Interest in Coordination.  The majority of respondents showed an interest in 
coordination on the following topics: routes and schedules, services, marketing, service 
contracting, service consolidation, and organizing a countywide program. 

• Volunteer Driver Programs.  Volunteer driver programs represent a cost-effective 
option for delivering transportation services.  They also are able to address some of the 
issues related to service areas and schedules.  Driver training and insurance costs are 
additional opportunities for countywide coordination. 

• Medical Trips.  The need to serve medical trips is common to many of the surveyed 
agencies.  These trips create issues around services areas, service schedules, and the need 
for special services (eg: door-through-door or attendants).  The demand for these services 
is countywide, with a few specific medical centers as common destinations.  Also, a 
number of medical trips are destined outside of Lake County, which presents another 
opportunity for countywide coordination. 

• Need for Demand Evaluation and Spatial Analysis.  The demand for current services 
and the latent demand for expanded services have not been fully explored.  A spatial 
analysis of distribution of demand for services and the current services provided might be 
a useful tool for facilitating coordination. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 4

1. Background 
1.1 Regional Issues 
The Chicago Area Transportation Study Task Force for Seniors and People with Disabilities has 
recognized the need for paratransit coordination in Northeastern Illinois. 
 

Paratransit services for senior citizens and people with disabilities are currently 
funded by over 62 federal, state and local programs and provided or administered 
by hundreds of organizations, including RTA, CTA, Pace, counties, townships, 
municipalities, non-profit organizations and health care centers. Our regions 
decentralized system creates a situation where the transportation service for these 
populations is geographically constrained, time restrictive, costly, inefficient and 
difficult to use.1 

 
The federal and state governments planned to address the problems listed above through 
coordination.  At the time, the decentralized system had no way of addressing these 
inefficiencies because federal grant monies were not required to show any coordination of 
service. Lack of coordination creates inefficiencies in two important ways, first it is not 
guaranteed to address the greatest need, second, it does not guarantee against duplication of 
services.   
 
The background information supplied to the CATS task force noted that although coordination 
efforts were already underway and that coordination was a generally agreed upon goal, there was 
no organized structure that would guide regional coordination. However, at the county level, 
DuPage County was making efforts to coordinate senior and disabled transportation services, and 
Kane and McHenry Counties organized coordinated senior transportation studies. At the same 
time the Northeastern Illinois Area Agency on Aging (NEI AAA) became involved in an effort 
to coordinate senior transportation services in Lake County. 
 
The need for a bottom up coordination effort was reinforced by the historical development of 
transportation services in the region. Traditionally the RTA, through Pace, has been able to meet 
specific needs of townships and municipalities through service contracts that rely on local match. 
Pace provides not only fixed route and ADA services to the suburban region but provides a 
“family of services” including Dial-a-Ride, Vanpools, and Shuttle services. In the past, Dial-a-
Ride services were made available to those townships and municipalities that could show local 
match for the service. In these contracts the service sponsor was able to determine service area, 
eligibility, and fares. Therefore coordination needed to occur at a local level, or even at a county 
level in order to be effective. 
 
1.2 Lake County Coordinated Transportation Services Committee 
The organization of the Lake County Coordinated Transportation Services Committee is an 
example of local efforts to coordinate services. Initially, NEI AAA hoped that Lake County 
would head the coordination effort by creating a transportation subcommittee of the Human 
Services Committee, as was done in DuPage. In the end, however, the committee was formed as 
a broad-based coalition, with representatives from the county, as well as many of the local 
townships, municipalities and service providers. It was the expressed mission of the Committee  
 

                                                 
1 CATS Task Force for Seniors and People with Disabilities Concepts for Discussion “Chicago Regional Paratransit 
Service Board” 7-30-2004. Meeting notes. 
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to “develop the first borderless paratransit system in Lake County emphasizing the needs of 
persons with medical needs or disabilities and the elderly that can serve as efficient and direct 
transportation to and from any location in Lake County.”2 
 
In the early stages of coordination Lake County looked into contracting services directly with 
Pace, apparently following the Ride DuPage model, but found that directly contracting with Pace 
would be cost prohibitive. The committee also conducted two surveys related to local demand 
and to local services.  In 2004 the Lake County Coordinated Transportation Services Committee 
conducted a ten-question user survey, administered in English and Spanish to seniors and 
disabled in Lake County. This survey gathered information on how and where seniors currently 
travel as well as a price preference for transportation services.  Also in 2004, the Committee 
conducted a survey of transportation services called, “Lake County Coordinated Transportation 
Service Questionnaire.”  
 
The 2004 survey of service providers was designed to gather information on subsidy programs, 
volunteer drivers (using their own vehicles and driving organization vehicles), paid drivers of 
organizational vehicles and contracted/broker services with Pace, Metra or other agencies.  The 
survey was a 19-question survey divided into two parts.  The first twelve questions developed a 
service profile including such data as rider eligibility, annual trips, fares, annual service 
expenses, annual fare revenue, geographical boundaries, funding sources, hours and days of 
operation, and service type and insurance.  The last seven questions dealt with geographic and 
population service gaps, limited service hours, and the connection of these problems with lack of 
funding, and also any other self-identified problem areas.   
 
The “Lake County Coordinated Transportation Service Questionnaire” resulted in 26 or more 
respondents from all townships except Fremont. According to the survey all townships except 
Fremont, Grant and Newport, reported having some kind of transportation services.  These 
services ranged from senior center transportation services to charity organization to subsidies to 
contracted Pace services.  
 
1.3 Lake County Paratransit Survey Development 
Early in 2005 the Committee, with the assistance of the Urban Transportation Center (UTC) at 
the University of Illinois at Chicago(UIC), sent a pre-application to the RTA requesting technical 
assistance for “conducting a detailed inventory as well as description of current transportation 
services” with a special interest in those trips that originate within Lake County and have 
destinations outside Lake County.  The technical assistance would also assist in developing 
“specific recommendations associated with the coordination of existing services”.3   The goals 
outlined in the pre-application greatly broadened the scope of the data requirements from any of 
the previously administered surveys.  The pre-application identified the need for the following 
additional data under “Existing Conditions:” fare costs, fleet information, service description, 
source of financing and fleet information.  Under “Transportation Needs Assessment” it added 
the intra-county travel aspect and called for identification of stakeholders and interviews with 
them in addition to a rider survey.  Other objectives of the project further expanded the data 
requirements, including identification of service overlaps and coordination potential in 
dispatching, administration, equipment, eligibility, jurisdiction and finance. 
 
                                                 
2 Lake County Coordinated Transportation Services Committee By Laws, Article II.2 
3 The Regional Technical Assistance Program, Pre-application.  Applicant: Lake County Coordinated Transportation 
Committee (on behalf of Lake County), Project Description. 
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The Committee began developing a single survey for providers that would meet as many of the 
objectives and data needs as possible.  These objectives greatly increased the survey’s 
complexity. In October of 2005 the Committee asked for help on undertaking this study of the 
paratransit services at the CATS Task Force for Seniors and People with Disabilities meeting. 
The Urban Transportation Center at UIC volunteered to assist with the project. The resulting 
“Lake County Paratransit Survey 2006” was developed with the help of the UTC, and was 
modeled after previous DuPage and Kane County surveys.  
 
1.4 Survey Structure 
The survey was divided into four sections: Organizational Profile, Transportation Program and 
Service Operations, Coordination/Partnerships, and Future Concerns/Issues.  The questions 
within the survey paralleled the new emphasis outlined in the application for technical assistance 
with the RTA.  The final survey was 67 questions with many multiple part questions. This survey 
was sent out to more than 139 agencies, including area agencies on aging, townships and 
municipalities, senior services and charity organizations. 
 
The survey was structured to first obtain an organizational profile from all respondents. Only 
those providing some form of transportation services were to go on and complete the other 
sections.   A cover letter explaining the survey and a dictionary of terms were included. A copy 
of the survey is included at the end of this report as Appendix A. The contents are as follows: 
 

Cover Letter 
Dictionary of Terms 
Part A: Organizational Profile 
Part B: Transportation Program and Service Operations 

I.    Program Policies, Administrative 
  II.   Vehicle Information 
  III.  Budget and Financial Information 
  IV.  Operational Statistics and Information 

Part C: Coordination/Partnerships 
  I.  Current Effort 
  II. Future Coordination/Partnership Potential 

Part D: Future Concerns/Issues 
 
2. Survey Results 
2.1 Survey Responses 
Of the 139 surveys distributed, thirty-four were returned, giving a response rate of approximately 
24%.  Of these, twenty-two, or 73% of respondents provide transportation services, as shown in 
Table 1. 
 
Table 1: Survey Responses 
Surveys Sent Out: 139 * approximate 
Number of Responses 34 
Number Providing Transportation 22 

*Some respondents passed surveys along to other entities. 
 
Twenty-seven local governments and fifteen not-for-orofit organizations (NFPs) were identified 
as paratransit providers within Lake County and its adjacent townships at the kickoff meeting for 
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the Lake County Paratransit Coordination Plan held on May 10, 2007.  Seventeen local 
governments and five of the identified NFP providers responded to the survey.   
 
2.2 Administrative Types 
Transportation service providers who responded to the survey were local governments: 
townships, municipalities or municipal park districts, and not-for-profit organizations.  NFPs fell 
into two categories: charitable organizations and agencies specializing in caring for the needs of 
the disabled.  Local governments consistently target seniors and the disabled for transportation 
services, usually limited to residents within the geographic boundaries of the administering 
agency. Eligibility requirements also included income levels in some cases. Zion Township 
indicated that they provide a transportation service that caters to youth. Table 2 shows response 
rates by administrative type. 
 
Table 2: Survey Responses by Administrative Type: 
 Township Municipal Private NFP 
Transportation  12 5 5 
No Transportation 3 7 1 
Total 15 12 +1 NA* 6 

*NA: Did not respond to the question on transportation services 
 
Charitable organizations target seniors, disabled and low-income groups for transportation 
services.  Two NFPs cater to the needs of the disabled.  Glenkirk provides comprehensive 
services for the disabled, including transportation services for all purposes. Countryside 
Association for People with Disabilities provides transportation from client residences to training 
and vocational programs. Tables 3, 4 and 5 list the responding townships, municipalities and 
NFPs respectively, and indicate whether or not these entities administer or facilitate 
transportation services.   
 
Table 3: Township Respondents: 15 respondents, 12 provide transportation 
Township  Provide Transportation  Target Populations 
Zion Yes Seniors, Disabled, Youth 
West Deerfield Yes Seniors, Disabled 

Cuba Yes Seniors, Disabled 

Grant Yes Seniors, Disabled 

Warren Yes Seniors, Disabled 

Moraine Yes Seniors, Disabled 

New Trier (Cook) Yes Seniors, Disabled 

Palatine (Cook)  Yes Seniors, Disabled 

Barrington (Cook) Yes Seniors, Disabled 
Waukegan Township/Park Place 
Senior Center Yes 

Seniors, Disabled 

Benton Yes Seniors, Disabled, Residents 

Vernon Yes Seniors, Disabled, Residents 

Wauconda ** NA 

Libertyville No NA 

Avon No NA 
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Table 4:  Municipalities: 13 respondents, 5 provide transportation 

 Municipality 
 Provides 
Transportation  Target Populations 

Lake Zurich NA NA 
Lake Forest Lake Bluff Senior Center Yes Seniors, Disabled 
Island Lake Yes Seniors, Disabled 
Lindenhurst Park District Yes Seniors, Disabled 
Barrington Park District Yes Seniors, Disabled 
Deerfield Yes Seniors, disabled 
Grayslake Senior Center No NA 
Wadsworth No NA 
Third Lake No NA 
Fox River Grove No NA 
Volo No NA 
Village of Round Lake No NA 

Round Lake Park District Senior Center No 
                                                               
NA 

 

Table 5:  Private, Not for Profit: 6 respondents, 5 provide transportation 

Name Provides Transportation Target Populations 

Faith in Action Yes 
Seniors, low income, disabled, ill-
health 

Glenkirk  Yes Disabled 
Countryside Association for People 
With Disabilities Yes Disabled 
Catholic Charities Senior Services Yes Seniors, Disabled, Veterans 
Elder Care at Christ Church Yes Elderly, Disabled, Low-income 
United Way of Lake County *** No  
**United Way provides pass-through funds to other entities providing transportation, who were provided surveys. 
 
 
 
The identification of administrative types helps to identify the level of geographic coverage by 
local government providing paratransit services within Lake County.  Based on the township-
level results of the previous survey, and the fact that twelve out of fifteen townships reporting the 
provision of transportation services in the current survey, an internet search of townships within 
the survey area was conducted in an effort to augment the survey data. An additional nine 
townships were found to offer transportation services online.   Algonquin, Antioch, Ela, 
Fremont, Northfield, Lake Villa, McHenry, Wheeling and Wauconda all mention paratransit 
services on their web sites.  Figure 1 shows the geographic coverage of administrative 
boundaries of municipalities and townships offering some type of transportation service to their 
residents, based on the survey results.  The additional townships identified on the internet are 
also shown.  The internet search results correspond to both the previous survey results and the 
current inventory with the following exceptions: Grant Township has added a new service, and 
Avon Township has discontinued service. 
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Figure 1: 

 
 
 
2.3 Respondents’ Perceived Need for Improved or Expanded Services 
The questions concerning the perceived need for improved transportation services were asked of 
all survey respondents, regardless of whether or not they currently offer transportation services.  
Tables 6-9 show the responses given to those survey questions. 
 
Table 6: Lack of Services Impacting Agency Programs 
Q4: Does the lack of or limited availability of transportation restrict your target population from 
participating in agency programs, activities or services? 

 
 
 

 
Over half of the thirty-four respondents reported that a lack of transportation services negatively 
impacts the target populations’ ability to participate in their agency’s programs.  Seven 
respondents said that there was no transportation available, others responded that the available 

Yes No Don’t Know/NA 
20 7 7 
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transportation did not match the needs of their clientele due to scheduling or the lack of door-to-
door service. Target populations for government and social service agencies, including seniors, 
disabled and low-income population, may be unable to access available services to assist them 
due to a lack of transportation, underscoring the risk to these populations with respect to quality 
of life, the equitable distribution of public services, and general isolation from mainstream 
society.  
 
The need for improved transportation serving medical trips was identified by one-third of all 
survey respondents, as shown in Table 7. Difficulty in serving medical trips due to the clients 
traveling either very early or very late in the day, or traveling to medical centers beyond service 
area was cited seven times.  Job access is also a problem due to the scheduling of current 
services.  Difficulty in serving shopping trips was related to the need for door-to-door services. 
 
Table 7: Needs/Improvements Associated with Current Services 

Expanded Service Area 7 
Expanded Service Hours Frequency of Service 9 

Job Access 5 
Medical Trips 11 

Shopping Trips 6 
 
Service for clients in wheelchairs or those who require door-to-door service, or those who must 
be accompanied by attendants was cited frequently as a problem area (Table 8). This group 
intersects the elderly and disabled populations, the primary target populations for agencies 
responding to the survey (Table 9).  Many agencies do not have the vehicles necessary to serve 
these needs, and do not have a contracted service with operators who are able to do so.  Again 
this speaks to the potential for the population segments in greatest need of assistance to be 
isolated from or unable to access services that might otherwise benefit them.  
 
Table 8:  Barriers to Improved Services 
Lack of Funds 3 
Lack of Vehicles 2 
Need for door-to-door service or attendants 4 
Need to accommodate wheelchairs/high cost 5 

 
Table 9: Target Populations for Improved Services 
Seniors 14 
Disabled 10 
Low-Income 2 
Youth 1 

 
 
2.4 Types of Services 
The majority of respondents do provide one or more transportation service to their clients. Eight 
agencies directly operate either fixed-route or demand-responsive services, or both. Seven others 
provide contracted services only, also including fixed route and demand responsive services or 
both. Five provide both directly operated and contracted transportation services, as shown in 
Table 10.  These choices seem to be driven by program type.   
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Local governments seem better able to directly operate smaller services that target a specific 
population group (usually seniors) for specific purposes, such as shopping or recreational tips, or 
medical trips to location within their political boundaries.  More generalized services, with a 
larger target population, or those targeting the severely disabled are often contracted to third 
parties or provided through Pace Dial-A-Ride services.   Over 55% of all the local governments 
providing transportation services provide multiple services, and 50% offer taxi vouchers.  Four 
of the five NFPs also offer multiple services types to their clientele. 
 
NFPs also vary according to program type. Glenkirk provides a range of services, providing all 
of the varied transportation needs of its clients.  Countryside provides transportation to 
workshops held during the week.  Faith in Action coordinates volunteer drivers to serve both the 
elderly and the disabled. Catholic Charities targets both the elderly and the disabled, providing a 
directly operated service, and a third-party contracted service.  Elder Care at Christ Church 
coordinates volunteer drivers and directly operates a demand-responsive service to provide 
medical trips for seniors. 
 
Table 10: Service Types 

Type of Service* Local Government NFP 
Directly Operate Fixed Route Transportation 3 1 
Contract Fixed Route Transportation 7 2 
Directly Operate Demand Response Transportation 8 3 
Contract Demand Response Transportation 7 1 
Transportation Vouchers / Reimbursements 11 1 
Coordinate Volunteers 2 2 
Provides Multiple Services 12 4 

*Categories are not mutually exclusive 
 

In addition, some services are difficult to categorize.   For example, a service might be 
considered “fixed-route” because the destinations are fixed, while the ridership side is demand-
responsive, in the sense that participants select the destinations as a group, opt to participate as 
individuals, and are picked up at their homes based on their reserving a trip for that particular 
day and destination.  These types of flexible arrangements must be described to be understood, 
and do not necessarily conform exactly to the predefined categories presented in the survey. 
 
2.5 Pace Dial-a-Ride Services 
Dial-a-Ride services are contracted with Pace by local municipalities or townships. These 
contracts require local funding, at either a municipal, township or county level, and are awarded 
based on the communities ability to pay and Pace’s capacity to meet the demand.4 In these 
contracts the service sponsor determines the service area, eligibility, and fares. Dial-a-Ride 
services are generally designed for senior citizens or for persons with disabilities, or they can be 
available to the general public. Pace currently has no funding available to support additional 
Dial-a-Ride services. Communities that want to provide new Dial-a-Ride services are required to 
pay 100% of operating costs.5 Typically, Pace provides vehicles, fuel and software support for  

                                                 
4 CATS Task Force for Seniors and People with Disabilities 5 October 2004; 25 May 2004; 1 Feburary 2005 
[meeting notes on-line] available from http://www.catsmpo.com/min-spd.htm; Internet; accessed 1 April 2007. 
5 Nelson/Nygaard. 2-13. 



 12

services that are contracted to third party operators by Pace.7 Contracted operators perform the 
scheduling, and dispatching maintenance etc. for the Dial-a-Ride operations. In some cases, 
communities use private taxi vehicles for Dial-a-Ride services in place of Pace vehicles.6    

 
There are fifteen Dial-a-Ride services that operate in Lake County and the immediately 
surrounding townships.7 In the Lake County area private operators operate eleven of the Dial-a-
Ride services and Townships operate the remaining four.  In one case the Dial-a-Ride service is a 
taxi voucher program that is provided in conjunction with Grant Township and Pace. Dial-a-Ride 
services in Benton, Vernon, Zion and the adjacent McHenry County Dial-a-Ride services are 
open to the general public.8 Pace has also facilitated other Dial-A-Ride services in the Lake 
County region by leasing or selling vehicles to townships so they can operate their own dial-a-
ride services. 
 
2.6 Taxi Vouchers 
Ten survey respondents offer taxi vouchers, including seven of the twelve responding townships 
and three municipalities.  Some respondents failed to identify their taxi voucher programs as a 
provided transportation service, although they provide the subsidies for the fares. Such programs 
may be administered by local governments or may exist in partnership with senior centers.  
Eligibility requirements for both riders and approved destinations may also vary. Grant 
Township offers a half off taxi fare up to $4.00 with no service restrictions.  Other vouchers are 
for a fixed amount off of the fare.  For example, New Trier provides a $3.00 voucher, Waukegan 
Township offers a $15.00 voucher. Deerfield Township uses a taxi voucher explicitly for 
medical transport, providing $4.25 toward each trip to Highland Park Hospital.  Table 11 shows 
the taxi voucher programs identified by the survey.   
 
Table 11: Taxi Voucher Programs 

Townships Municipalities 
Grant , New Trier, West Deerfield, 
Moraine, Cuba, Zion, Benton, Waukegan 

Lake Forest/Lake Bluff, Deerfield Village 

 
2.7 Eligibility and Fares 
Respondents were asked to provide eligibility criteria and fares for service.  Some reported fare 
amounts are actually requested donations, the services are provided whether or not the client can 
pay the fare.  As shown in Table 12, fares and eligibility requirements vary widely.  These 
variations are explained by the availability of subsidies, the type of service provided, the distance 
traveled, and the type of agency providing the service.  Eligibility often depends on the degree of 
mobility of the client; age requirements vary, and also the residency requirement is applied to 
many services provided by local governments, although a few report making exceptions for those 
residing very short distances beyond their boundaries. 
 
There is an opportunity for some coordination among agencies providing similar services.  
Uniform age criteria for services, and similar fares for similar services and target populations 
would be helpful, especially where there is a potential for coordinating other aspects of services, 
such as marketing, or any kind of pooling of resources.  This already occurs within Pace Dial-A-

                                                 
 
6 Ibid. 
7 “Dial-a-Ride Service Directory” [database online] available from 
http://www.pacebus.com/sub/paratransit/sd_dial_a_ride.asp#Lake; Internet; accessed 1 April 2007. 
8 “Dial-a-Ride Service Directory” [database online] 
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Ride services, when seniors or disabled register for discounted fares or access services 
specifically designed for them. 
 

. Table 12: Eligibility and Fares 
     Eligible Rider Type      One-way Fare 
Grant Township Open $1.00  
Faith in Action NA NA 
Glenkirk NA NA 
New Trier Township NA NA 
LakeForest/LakeBluff 
Senior Center Bus or Car $3.00  
 Certain Eligible $2.00  
West Deerfield Township Senior/Disabled $2.00 (approx) 
Countryside Non-Medical waiver $4.00 ($80 monthly) 
 Medical Waiver $0  
 Pace Certified Subsidized 
Catholic Charities Senior 
Services Latino Dining Site $1.00  
 Medical Transportation $1.00  
Moraine township Senior/Disabled $4.00  
Warren Township NA NA 
Elder Care  Seniors NA 
Barrington Township Seniors $1.00  
Waukegan Township NA NA 
Lindenhurst Park District Varies Varies 
Barrington Park District NA NA 
Cuba Townshhip NA NA 
Island Lake NA NA 
Zion Township Great America Teens $1.00  
 Seniors (Pace) $1.00  
 Seniors 1/2 Fare Taxi 
Palatine Township Seniors 60-64 $1.25  
 Seniors/Disabled $1.00  
Vernon Township Adults $2.00  
 Seniors/Disabled $1.00  
 Children & Students $1.00  
Deerfield Elderly/Disabled NA 
Benton Township Seniors/Disabled $0.80  
 Others $1.60  

 
2.8 Service Schedules 
Most services provided by local government are restricted to the hours of the administrative 
offices. Only two of the seventeen transportation-providing local governments, New Trier and 
Zion Townships, offer weekend and evening services, as shown in Table 13. Only one NFP 
offers services before 8:00AM, and none of the local governments have earlier services.   The 
NFPs have more flexibility in their service schedules, either due to their use of volunteer drivers, 
or because they are serving the needs of a very specific disabled clientele.   Even so, only two of 
the NFPs: Glenkirk and Faith in Action, offer weekend or evening services.    Faith in Action 
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administers a volunteer driver program, with flexible arrangements for scheduling, but also 
reports that they seldom provide trips after 4:00PM. 
 
Table 13:  Service Schedules* 

Service Availability Local Government NFP 
7 Days a Week 3 2 

Monday - Friday 5 3 
Other 2 0 

Open Before 8:00AM 0 1 
Open at or after 8:00AM 7 3 

Close at 4:30PM or Earlier 6 3 
Evening 2 2 
Weekend 2 2 

*Does not include Taxi Voucher Programs 
 
Transportation services are generally not available before 8:00AM or after 4:30 in the afternoon.  
This limits the opportunity to offer services for job access, as well as services for special medical 
trip purposes, such as dialysis or chemotherapy, that often require early or late hour service. Taxi 
voucher programs offered by local governments are usually not restricted by schedule, but the 
cost of such trips, even with the provided discount, limits their frequency of use and the distances 
traveled. 
 
The issue of job access is not addressed in the paratransit services offered by local governments 
within Lake County, with a few exceptions.  NFPs Countryside and Glenkirk provide 
transportation to employment for their clients.  However, job access was identified by five 
agencies as an area needing improved transportation services (Table 7).  Many entry-level jobs 
do not conform to a nine-to-five weekday schedule, and current service schedules are inadequate 
to serve either irregular work schedules or a traditional nine-to-five schedule. In addition, ADA 
services are only required within three-quarters of a mile from fixed-route services offered by 
Pace, which may not provide complete connections between workers and employers.  Efforts to 
serve work trips via local paratransit services must also address the issue of service areas that are 
limited to local political boundaries.   It is worth considering, as future work, an evaluation of the 
latent demand for job access paratransit services in Lake County, and at what level, or by what 
means locally operated dial-a-ride or fixed-route services might attempt to meet that demand. 
 
2.9 Unmet Demand 
The survey asked respondents the most frequent reasons for service turndowns.  Residents living 
or traveling outside of the service area was cited by ten of the seventeen agencies that responded 
to this question (Table 14).  Insufficient booking time was also listed by eight of the seventeen 
respondents as a most-frequent reason for turndowns.  Many services require that a reservation 
be made twenty-four hours or even forty-eight in advance.  This reflects the amount of effort 
required to coordinate and schedule local paratransit services.   Service that was booked to 
capacity was another common reason for turndowns among the respondents.  Reported turndown 
rates were estimated and varied from a few per month to daily turndowns. 
 
Respondents who already provide some transportation services were also asked questions related 
to geographic areas, populations groups, etc, that they would like to provide with agency 
services, but are currently unable to due to lack of transportation.  Medical trips were cited most 
frequently. Job access, youth services, along with senior and disabled services were also cited. 
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Table 14: Unmet Demand: Frequent Reasons for Service Turndowns 
 Local Government NFPs 
Resident or Destination 
Outside of  Service Area 

9 1 

Individual does not Qualify for 
Service 

2 1 

Insufficient Booking Time 5 3 
Service Over Capacity 4 3 
Funding Limitations 3 3 
Lack of Equipment 
(wheelchair lift, etc) 

1 2 

 
Although each agency has unique characteristics, common problems and goals can be identified 
from the survey results.  Limited services areas, limited schedules, and the need to serve medical 
trips and those clients among the elderly and disabled needing specialized services are some 
frequently cited demand-related issues facing local paratransit service providers. Job access is an 
issue less-frequently mentioned, but also clearly not addressed by most of the current services. 
 
2.10 Fleet Size/Annual Vehicle Miles  
Eleven respondents reported vehicle information, including fleet sizes.  Most agencies have only 
one or two vehicles. Glenkirk (with thirty-eight vehicles), and Countryside (with nine), are the 
exceptions shown in Table 15.  As mentioned previously, these agencies have a large and very 
specific client base to serve.  Local governments tend to directly operate smaller-scale services 
and to contract out larger-scale services, or those serving target populations requiring highly 
specialized services. 
 
Table 15: Vehicles 
 

Fleet 
Size 

Lift-
equipped 
Vehicles 

Annual 
Vehicle 
Miles 

Grant Twonship 1 1 NA 
Glenkirk 38 4 130,000 
LakeForest/LakeBluff 2 1 NA 
Countryside 9 5 78,538 
Catholic Charities 1 0 24,000 
Moraine township 1 1 NA 
Waukegan Township 2 1 20,000 
Lindenhurst 1 1 5,000 
Barrington Park District 2 0 1,000 
Palatine Township 2 2 24,000 
Vernon Township 1 1 180,000 
Total 60 17  

 
Overall, less than one third of the vehicles in service are lift-equipped.   Excluding Glenkirk and 
Countryside, a total of thirteen vehicles are utilized by nine agencies, eight of which are lift-
equipped. However, having a lift-equipped vehicle still does not address the needs of those 
needing special services such as “door-through-door” service with personal assistance at origins 
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or destinations. Most vehicles are either buses or vans, although a few agencies also use 
passenger cars to provide service. 
 
2.11 Scheduling, Dispatching and Communications 
Eleven of the transportation-providing respondents provided dispatching information shown in 
Table 16.  Nine respondents use cell phones for dispatching, two combine cell phones with two-
way radios, one combines cell phones with pagers.  Two respondents use two-way radios 
exclusively.  Approx 25% have some sort of computer-assisted scheduling. 
 
Table 16: Scheduling and Communications 

 
Scheduling 
Method Vehicles 

Scheduling Method 
Trips 

In-service 
communication with 
Driver  

Grant Twonship Manual Manual Cell 
Faith in Action Manual NA NA 
Glenkirk Manual Manual Cell 
LakeForest/LakeBluff Manual/Computer Manual/Computer Cell/Pager 
Countryside Manual Manual Cell 
Catholic Charities Manual Manual Cell 
Moraine township Manual Manual Radio 
Elder Care  NA Computer NA 
Waukegan Township Manual Manual Radio/Cell 
Lindenhurst Manual Manual/Computer Radio/Cell 
Barrington Park District Manual NA Cell 
Palatine Township Computer Computer Cell 
Vernon Township Manual Manual Radio 

 
The lack of computerized scheduling and dispatching helps to explain that insufficient booking 
time was a common most-frequent reason for service turndowns.  A good deal of administrative 
time must be spent scheduling vehicles and passengers manually.  An investment in 
computerized systems might be considered as a coordination tool for local providers.  Increased 
efficiency would lead to more passengers served overall. 
 
2.12 Trip Rates 
The organization and design of transportation services, the types of services and the scale of 
services vary widely among the agencies that provide them.  For local governments, population 
size, density and the availability of other public transportation services may impact the decisions 
that are made regarding the scale of services and the target populations.  The NFPs also vary 
services according to their target populations. Glenkirk and Countryside operate programs that 
serve basic needs of disabled populations, supported by public funds.  Charitable organizations 
are usually targeting seniors and the disabled, addressing quality of life issues using donated 
funds. Table 17 shows annual reported riderships for the years 2004 and 2005.  The wide range 
in the number of trips reported reflects the diverse services that are provided.  
 
Respondents were asked to report whether trips provided had increased or decreased in the last 
five years and whether they were able to keep up with the demand (Table 18). New Trier 
reported a significant drop in number of trips from 2004 to 2005, but also reported an increase in  
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demand over the last five years, as did Elder Care at Christ Church.  The results shown in Tables 
17 and 18 reflect a general growth in the demand for services.    
 
Table 17: Annual Ridership for 2004 and 2005 

Agency 2004 2005 
Barrington Township 20 30 
Catholic Charities Senior Services Lake 3,500 4,196 
Elder Care at Christ Church 3,434 2,916 
Lake Forest Lake Bluff Senior Center 5,000 5,000 
Lindenhurst Park District   100 
Moraine Township  1,728   
New Trier Township 5,700 2,770 
Palatine Township Transportation 12,560 12,997 
Southeast Lake County Faith in Action 
Volunteers 1,000 1,500 
Waukegan Township / Park Place Senior Center 4,650 4,830 

                                                           Total: 37,592 34,339 
 
 
Table 18: Increased Demand from 2000-2005 
 

  

Increase in number of 
trips provided in last 
5 years 

Able to Meet Current 
Demand 

Yes 11 8 
No  0 8 
Don't Know 3 0 
No Response 8 6 

 
 
There is also awareness on the part of agencies that a latent demand for services exists beyond 
the current service boundaries and limitations due to scheduling or eligibility.  As stated earlier, 
turndown rates varied, and were usually estimated.  Local stakeholders have a sense of the issues 
and needs of their target populations through direct interaction, but may not be able to assess the 
numbers who could benefit from assistance but are isolated from potential services due to a lack 
of transportation.  Half of the agencies that responded to the question stated that they are not able 
to meet the current demand for transportation services, and half said that they were able to meet 
it.  Generally, the NFPs who reported that they were unable to meet current demand cited lack of 
funds as the reason.  Local governments cited service area and schedule restrictions, inability to 
provide medical trips and limited funding and staff.   
 
2.13 Service Characteristics 
Given the goal of coordination, it is important to understand the priorities of agencies operating 
paratransit services, the differences in the way services are administered and operated, and the 
different scales of services that exist.  A common pattern of issues and barriers to improved 
services also emerges. 
 
For example, Zion Township provides several transportation services.  They have a half-price 
taxi voucher program for seniors and disabled persons operating within Zion city limits.  They 
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also offer a weekly shopping service for senior citizens, contracted with the Zion Park District 
and a youth-oriented service for work trips from Zion to Great America.  There is also a Pace 
Dial-A-Ride service, offered in conjunction with Benton Township.  This service is available to 
the general public, with discounts for students, seniors and disabled persons and operates on 
Tuesdays and Thursdays from 8:30am to 4:00pm.  The service area includes destinations in Zion 
and Benton and Newport Townships, Gurnee and Waukegan, and includes medical trips.  Zion 
Township also maintains an emergency fund to assist those in need (eligibility based on 
individual circumstances). 
 
Zion did not report ridership or increases in services, but did report that they are unable to meet 
current demand for transportation services due to funding and schedule limitations.  They report 
early morning medical trips, weekend service and handicapped accessible service as unmet 
demand.  Requests to travel beyond service areas and lack of available equipment were cited as 
most-frequent reasons for service turndowns.  
 
Table 19: Trip Purposes 
For which of the following trip purposes does your organization provide transportation services? 
Trip Purpose Local 

Government 
NFP 

Health/medical (e.g. trips to the doctor, clinic, drug store, treatment center) 10 4 
Nutrition (trips to nutrition site) 3 2 
Social trips (trips to friends or relatives) 7 2 
Recreational (trips to cultural, social or athletic events) 6 3 
Education/training (trips to training centers, schools, universities) 4 2 
Employment (trips to job interview sites or places of employment) 5 2 
Shopping/personal needs 7 3 
Social services (trips to social service centers, adult daycare etc.) 6 3 
Other 2 1 

 
Catholic Charities of Lake County provides an agency-operated demand-response service using a 
passenger car, and also contracts with several third party operators specializing in medical 
services. Services are offered Monday through Friday, 8:30am to 4:30pm.  Trips are provided for 
medical purposes, nutrition centers, shopping and social services.  The transportation service 
targets seniors with limited mobility or disabilities, and serves all of Lake County.  Occasionally 
service is provided beyond the county for medical trips.  
 
Catholic Charities reported an increase in demand from 3500 trips in 2004, to just over 4000 
trips in 2005.  They also reported that they are unable to meet current demand due to depleted 
funds at the end of each fiscal year, usually by June or July.  Catholic Charities Of Lake County 
does its own fund-raising, outside of the Archdiocese of Chicago. In addition to directly 
scheduling trips, Catholic Charities provide trips for the following agencies: American Cancer 
Society, Faith in Action, Southeastern Lake County and various dialysis centers.  Clearly, they 
are filling a niche for special services that other agencies may not be able to provide; however 
clients “must be able to board and exit vehicle independently or with some assist from driver”. 
 
Catholic Charities reported that they have difficulty serving early morning or late trips, such as 
trips to chemotherapy, because vendors are not available then; also vendor trips and the cost of 
escorted trips is very high. Wheelchair accessible service is also cited as part of their unmet  
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demand. Insufficient booking time, service over capacity, insufficient funding and lack of 
equipment were the most-frequent reasons for service turndowns. 
 
Lake Forest/Lake Bluff Senior Center provides an agency-operated demand-response 
transportation services using one lift-equipped bus and one car, and also coordinates volunteer 
drivers who use their own vehicles.  In addition they offer a taxi voucher program.  Services are 
provided Monday through Friday, 8:30am to 4:30pm.  Target populations are seniors and 
disabled.  The service area is generally the boundaries of Lake Forest, Lake Bluff and 
Knollwood, but service for medical trips to Highland Park, Libertyville and Vernon Hills is also 
provided. 
 
Unmet demand includes wheelchair trips to Condell Medical Center in Libertyville.  Most 
frequent turndowns are due to requests from persons living outside of the service area or not 
qualifying for the service.  They also cite a need for transportation services for the North 
Suburban Special Education District, for persons needing transportation to adult day care and 
employment.  They report a fairly constant level of demand (5000 trips per year), which they are 
able to meet. 
 
Lake Forest/LakeBluff Senior Center charges $3.00 for a ride that costs $7.50.  Those unable to 
pay are not required to.  The center is funded by the City of Lake Forest, and they do fund-
raising in coordination with other sponsors such as Shields Twp. Presbyterian Women, YWCA, 
American Legion, and private donors.  
 
These three examples of agencies that provide transportation services, a township government, a 
charitable organization and a municipal senior center, demonstrate common characteristics and 
issues among paratransit providers.  All of these agencies are providing multiple services, 
restricted to Monday through Friday conventional service hours. All have some level of unmet 
demand, or recognize a need for additional services, especially for medical trips beyond service 
areas and schedules.  The need for improved wheelchair services and escorted trips, and also 
work-access trips for youth are also recognized.  Differences include the relative ability to fund 
services, and target populations.  It is notable that the Zion/Benton dial-a-ride service is open to 
the general public for all purposes, and they offer a service designed to provide job access for 
young people.  Equally notable is that Catholic Charities serves all of Lake County, filling a 
niche that is difficult for local governments or other agencies to fill, but also that they do not 
have sufficient funds to maintain services year-round.  Lake Forest/Lake Bluff Senior Center 
targets seniors and disabled, but also recognizes a need for services catering to a younger special 
needs population. 
 
2.14 Common Destinations for Transportation Services 
Respondents were asked to provide addresses of the three most-frequent destinations for 
transportation services. Some gave complete addresses; others provided incomplete addresses or 
general descriptions, such as “Super Target” with a city name.  Sixteen agencies responded with 
forty-three most-frequent destinations. Table 20 shows the responses organized by trip purpose.  
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Table20: Most-Frequent Destinations by Trip Purpose 
Trip Purpose Reported as One 

of Top 3 Trip 
Destinations 

Shopping Center/Grocery Store 10 
Medical Center/Doctor’s Office 21 
Social/Senior Centers 9 
Employment 3 

 
Medical trips were cited as one of the most-frequent trip purposes twice as often as shopping or 
social trips.  Glenkirk and Countryside cited employment as most-frequent destinations for their 
clients.  Shopping trips include trips to the grocery store, to large discount stores, and to 
shopping malls.  Social trips include trips to restaurants, theater, and to senior centers.  
Paratransit services are providing both necessary trips and the recreational trips that contribute to 
enjoyment and to quality of life for those using the services. 
 
An effort was made to identify common destinations among transportation service providers.  
Medical centers in Evanston, Gurnee, Waukegan and Highland Park stand out as common most-
frequent destinations for multiple service providers.  Gurnee is also a frequent destination for 
shopping trips, and Waukegan is a destination for social trips and employment.  This way of 
organizing the data merely suggests opportunities for coordinated services around common high-
demand destinations.   
 
Table 21: Most-Frequent Destinations for Multiple Transportation Providers  

Agency Evanston Gurnee Highland 
Park Palatine Round 

Lake Waukegan

Moraine Township Medical      
New Trier Township Medical      
Benton Township  Medical    Medical 
Elder Care at Christ Church  Medical   Medical  
Waukegan Township / Park 
Place Senior Center  Medical    Medical & 

Social 
Grant Township  Shopping     
Catholic Charities Senior 
Services Lake     Social  

Countryside Association for 
People with Disabilities    Employment  Employment

Palatine Township 
Transportation    Social & 

Shopping   

Southeast Lake County Faith 
in Action Volunteers   Medical  & 

Shopping    

West Deerfield Township   Medical    
 
Again, this does not include latent demand or current unmet demand for services to common 
desired destinations.  Local medical centers, shopping malls, employment centers, centers 
delivering social services are key destinations that might provide opportunities for coordinated 
services, targeting both current demand, current unmet demand and potential demand that might 
manifest itself as improved services become available. 
 



 21

2.15 Coordination Interest 
Respondents were asked to identify those areas where they would be willing to coordinate 
transportation services.  Twenty of the twenty-two transportation providers responded, with 
results shown in Table 22.  Seventeen of twenty services providers would be interested in 
consolidating or coordinating services.  Over half would be interested in modifying routes and/or 
schedules in a coordination effort.  
 

  Table 22: Level of Interest in Coordination 
 Very 

Interested 
Possibly 

Interested 
Not 

Interested  
Not 

Applicable 
1.Providing transportation service, or  
more transportation services, under  
contract to another agency or agencies. 5 7 6 2 
2.Purchasing transportation services from 
another organization, assuming that the price
and quality of service meets your needs. 3 7 9 0 
3.Providing paratransit service to connect  
riders with fixed route bus or train services. 4 4 4 5 
4.Joining together with another municipality o
agency to consolidate the operation of  
transportation services. 7 10 0 2 
5.Joining together with another municipality o
agency to consolidate the purchase (or  
contracting) of transportation services. 5 10 3 2 
6.Highlighting connections to other fixed-rout
demand-responsive services on your  
schedules or other information material. 1 6 3 5 
7.Adjusting hours of frequency or service. 3 8 3 2 
8.Modifying routes to serve major employers 
or other activity centers. 4 3 6 6 
9.Coordinating activities such as procurement
training, vehicle maintenance, and public  
information with other providers. 6 3 5 4 
10.Participating in an organized countywide 
transportation-marketing program. 4 12 2 1 

 
The results show in Table 22 suggest that agencies already providing transportation are very 
open to coordinating with other agencies in an effort to improve or expand services.  Many 
agencies are interested in consolidating services.  Consolidated services would also suggest 
expanded service areas and improved access to desired destinations for agency clients. Half of 
the transportation providers surveyed have some interest in adjusting hours or frequency of 
service, another limitation recognized in current services.    
 
Currently coordination tends to occur between adjacent political areas, or among agencies 
serving a common specific demand, such as medical trips.  Job access is not a primary interest 
for most providers (Points 3, 6 and 8 in Table 22).  However, for those agencies that are 
interested in serving work trips, there is an opportunity to coordinate in order to expand services 
to fill that demand. 
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There are several opportunities for countywide coordination.  Survey responses suggest that 
many agencies would be willing to participate in a countywide effort to coordinate services 
around key medical centers, with adjusted schedules and services areas designed to fill this need, 
if it were to be taken up as a specific issue calling for coordinated services.  Another opportunity 
for countywide coordination is the demand for wheelchair services, door-to-door services, and 
escorted services. Pooling resources might be the ideal way to address issues such as the high 
cost of serving the needs of populations requiring special vehicles or attended services. There is 
also a high level of interest in a countywide marketing program.  This kind of effort could help to 
make existing services more efficient, and would help to reach persons eligible for services, who 
may not be taking advantage of them.   
 
 
3.  Issues and Opportunities for Improved Coordination 
3.1 Current Coordination Efforts 
It is important to recognize current coordination efforts within Lake County.  There are examples 
of combined services, brokering, and subsidized services within the group of survey respondents. 
 
Charitable organizations frequently coordinate services.  Elder Care Christ Church services are 
provided in partnership with the American Cancer Society. Catholic Charities Senior Services of 
Lake County also coordinates services, acting as a broker between several private transportation 
providers. They provide escort transportation throughout Lake and McHenry counties as well as 
Southern Wisconsin.  
 
Pace Dial-A-Ride services are often coordinated to serve multiple townships and municipalities, 
for example, the Benton/Zion/Newport service descried previously. Examples from the Pace 
Dial-A-Ride web site (http://www.pacebus.com/sub/paratransit/sd_dial_a_ride.asp) include Fox 
Lake and Grant Township jointly sponsoring a Pace Dial-a-ride service that provides half fare 
taxi vouchers. Grant, Antioch and Lake Villa Townships also have a coordinated Pace service.  
Ela Township operates its own Pace Dial-A-Ride services, and also provides similar services for 
Cuba and Wauconda Townships. Barrington Township has a coordinated Pace service, including 
Village of Barrington, Barrington Township and Cuba Township. 
 
Additional examples from the survey are:  
• Shields Township provides funding/vehicle for Lake Forest/Lake Bluff Senior Center 
• Village of Deerfield subsidizes residents’ fares for West Deerfield Township Services 
• Ela, Barrington, and Palatine Township subsidize fares for Countryside Association for People 
with Disabilities services. IDOT and CDBG provide grants to Countryside. 
• Elder Care at Christ Church receives grants from United Way and Waukegan Community 
Development Block grants. 
• Village of Barrington subsidizes fares for Barrington Township services. 
 
3.2 Taxi Voucher Programs 
The arrangements for taxi voucher programs varied widely in terms of service areas, trip 
purposes, available times and discount rates. Eligibility was consistently restricted to seniors and 
the disabled. Taxi voucher programs are important because they can serve some of the unmet 
demand due to service schedules and, in some cases, service areas.  Suburban taxi licensing 
occurs at the municipal level, and service areas are often restricted to the municipalities that 
license the cab companies.  We did not do a search of municipalities to see how many offer 
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voucher programs, and the survey response rate from municipalities was fairly low.  However, 
one can assume that there are programs in existence beyond the results obtained from the survey. 
 
Another issue, beyond service area is the rate of discount for the fare.  Many agencies offer a flat 
rate of discount, or a percentage discount with a fixed ceiling.  The amount of discount or 
maximum discount varies considerably, as reported previously.  These variations in discount and 
service limitations suggest that county residents could benefit from a coordinated taxi voucher 
system.  This would eliminate unmet demand due to residency issues, and it would increase the 
number of potential service providers if more cab companies were brought in to participate, and 
service areas would no longer be an issue.  A uniform program would also benefit taxi drivers 
who serve multiple areas within the county, and could result in improved services for passengers 
using vouchers.  Circumstances may dictate that taxi service is the only mode available to serve 
certain trips, and maximizing the availability of a discounted ride could provide a critical and 
timely service for persons in need. 
 
3.3 Volunteer Driver Programs 
Four responding transportation providers specializing in senior and disabled transport use 
volunteer drivers in Lake County: Glenkirk, Lake Forest/Lake Bluff Senior Center, Southeast 
Lake County Faith in Action Volunteers and Elder Care at Christ Church. Faith in Action’s 
transportation service is provided exclusively by volunteer drivers using their own vehicles. The 
three other agencies provide a variety of transportation services in addition to volunteer driver 
programs 

 
Faith in Action provides trips for a variety of purposes: medical, recreational, shopping and 
social services.  Eligible riders are care recipients who have been assessed by referral or by the 
agency and who live in southeast Lake County.  They turn down 5-10 trips per month due to 
residency requirements, but have no service area or schedule limitations, other than those of the 
volunteers.  Booking requires two-day notice.  Faith in Action reports some difficulty serving 
medical trips due to distances that are too far away for the volunteer, including trips to Cook 
County medical centers   Most of the care recipients need someone to accompany them; the 
average age of a client is eighty-five, and most are living alone.  Faith in Action provided 1000 
trips in 2004, another 1500 trips in 2005.  Demand is increasing, but there are problems finding 
available drivers, in part due to high insurance costs for the volunteers. 
 
Volunteer driver programs are another coordination opportunity within Lake County.  They are a 
cost-effective method of providing some of the hard-to-serve demand for medical trips beyond 
service hours and schedules.  In addition, they offer the ability to provide some of the escorted 
services that many agencies are unable to provide, for all types of trip purposes.   
 
Volunteers can be recruited from a variety of sources, including religious organizations, civic 
organizations, human service agencies, and other agency employees, and even from client 
families.  Related issues are risk assessment, driver screening, insurance costs, and driver 
training, especially where escorted or “door-through-door” services are needed.  Again, there is 
another opportunity for a countywide effort to address some of these issues and to coordinate a 
volunteer driver program.  McHenry County already has a countywide volunteer driver program 
in place, and might be another resource for coordination efforts. 
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3.4 Medical Trips, American Cancer Society Data 
The need to provide medical trips for residents to facilities outside of political boundaries was 
one of the most frequently cited reasons for turndowns or reasons for desired expanded services.   
In addition, scheduling these trips, and the need for escorted services for clients are challenges 
for many agencies.   
 
Some of these issues could be addressed through coordination.  Although serving these trips is 
problematic in many ways, the fact that there is a countywide demand for these services, and a 
limited number of medical centers that create the demand, means that there is an opportunity to 
maximize service to target populations through coordination among social service agencies, local 
governments, civic organizations and including the key local medical centers. 
 
As mentioned previously, there would be some benefit to evaluating countywide demand for 
paratransit services, including a spatial analysis of that demand.  The following example of a 
paratransit service for medical trips provided by the American Cancer Society illustrates that 
point. 

 
American Cancer Society Volunteer Driver Program 
The American Cancer Society provides rides to medical services through a volunteer driver 
program, “Roads to Recovery”, within Lake County.  Lake County residents are able to access 
medical centers beyond municipal, township and even county boundaries.  We received detailed 
trip data from the American Cancer Society, who provided nearly 1300 trips to 160 persons 
needing rides to medical centers.  An additional 88 trips were provided to destinations outside of 
Lake County, including Chicago, Milwaukee, Evanston and McHenry.  The map below (Figure 
2) shows trips made by Lake County residents to the most frequently visited medical centers 
within the county.  The demand for these trips clearly crosses local political boundaries. 
 
The three medical centers shown are Condell Radiation Oncology in Libertyville, Advanced 
Radiation Oncology in Gurnee and the HP Kellogg Cancer Center in Highland Park.  Trip 
origins to these centers are randomly distributed within the zip code of the residence.  One dot 
represents three trips made from that zone.  The map in Figure 2 shows that much of the demand 
for trips to the Kellogg Center in Highland Park come from southeast Lake County.  The demand 
for service to Gurnee is widely distributed throughout northern Lake County.  The demand for 
service to Condell in Liberytville is also widely dispersed.  However, there is clearly a gap in 
demand within Libertyville for service to Condell via the ACS volunteer driver program.  One 
assumes that there is another transportation service in place in Libertyville that is serving these 
trips (Libertyville did not respond to the survey).  Other gaps in demand for ACS service include 
trips from Lake Forest to Highland Park, Gurnee, and Waukegan, where other paratransit 
services are available (Faith in Action, Lake Forest/Lake Bluff, etc). Zion also does not generate 
ACS trips, but survey results indicate that the Zion paratransit services specifically provide 
medical trips.   
 
The ACS data suggests opportunities to coordinate medical trips.  It also highlights the need to 
examine spatial patterns of services in an effort to identify gaps in service and the distribution of 
demand for services.  Some local clustering occurs within the county, as the ACS data illustrates 
in the example of services provided to the Kellogg center.  Coordinating medical trips could lead 
to more efficient services, especially where there may be some duplication of services, and 
service gaps around these trips.  The three destinations producing the highest demand in the ACS 
data shown in Figure 2 are also frequent destinations for multiple paratransit service providers 
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appearing in Table 21. Again, there may also be an opportunity to coordinate around the need for 
escorted trips to local medical centers, or to coordinate services for trips with destinations 
beyond local service areas. 
 
Figure2: American Cancer Society “Roads to Recovery” Program 

 
3.5 Conclusions 
The survey results identified key issues that face many paratransit providers operating within 
Lake County.  These include limited service areas and schedules, the need for wheelchair 
service, door-to-door service, escorted service, and the need to serve medical trips that raise all 
of these issues among paratransit providers.  There are also issues related to residency 
requirements and inconsistencies in eligibility requirements within the county and the possibility 
that those needing services cannot find transportation services for which they are eligible, that 
will take them to their desired destinations.  Target poultions are at risk for being isolated from 
agency or public services that might beneit them due to a lack of transportatoin.  They also face 
quality of life issues if they are unable to access shopping, social and employment destinations.    
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The paratransit services that operate in Lake County fill many of these needs for target 
populations, and clearly there is a willingness on the part of agencies providing paratransit 
services to expand and improve those services to the neediest segments of the population.  
Coordination efforts have the potential to address many of the issues identified by transportaton 
providers participating in the survey.  
   
Although there are many current examples of coordination of transportation services within Lake 
County, additional opportunities exist.  Current coordiantion efforts seem to occur among 
agencies that are regionally clustered, or by agencies that provide trips for specific purposes with 
broader service areas.  Efforts to coordinate services by consolidating services might continue in 
this pattern.  This type of small-group coordination works very well to serve adjacent political 
zones, low-density areas and common service types among agencies. 
 
However there are also opportunities for countywide coordination efforts.  These would include 
the need to serve medical trips within and beyond the county.  There is also an opportunity to 
coordinate some of the more expensive services, county wide, such as wheelchair accessible or 
escorted trips, particularly medical trips for those needing these special services.  Additional 
larger-scale efforts might address the issue of job-access, uniform eligibility requirements for 
services targeting seniors and disabled persons, a countywide taxi voucher program, volunteer 
driver screening and training programs, an investment in computer-assisted scheduling and 
dispatching systems and a countywide marketing program for paratransit services. 
 
Other computer-related tools might be brought in to assist with coodination efforts, such as the 
use of GIS softwarre to analyze demand distributions, or to help understand the distribution, 
overlap and gaps among existing services.  A coordinated effort to provide service-related data 
could be useful to any demand analysis effort. 
 
Copies of the completed Lake County Paratransit surveys will be provided to Pace and to the 
RTA as Lake County prepares a coordinated human services transportation plan.  Some follow-
up work will be necessary to clarify data ambiguities and to complete some survey responses.  
There are additonal services for which data might be gathered if an effort is made to interview 
key non-respondents to the survey.  Additional information on Pace Dial-A-Ride services and 
local taxi voucher programs will also help to complete any inventory of transportation services. 
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Appendix A 
 
 

 
Lake County Paratransit Survey 2006 

 
Summary – need for the survey 
 
This project is being undertaken to ascertain the specific paratransit-related needs of Lake 
County residents and to obtain a detailed knowledge and understanding of the current 
conditions and paratransit type services that are in place. It is a follow-up to a preliminary 
survey undertaken in 2004 by the Lake County Coordinated Taskforce Taskforce Committee. 
The overall objective of this survey is to obtain a more comprehensive awareness and 
detailed description of existing paratransit services available for residents in Lake County.  
Also, we intend to identify barriers or deficiencies in service levels/coverage, especially in 
relationship to trip demand and destinations to locations outside the County. The end goal 
will be to develop and propose recommendations as well as formulate coordination resources 
(financial, vehicular, dispatching, etc.), strategies and opportunities between entities that 
serve persons with disabilities or elderly individuals and other stakeholders. Hopefully, 
coordination efforts will lead to additional service enhancements, improvements and 
expanded coverage (both within and outside the County). 
 

Table of Contents 
 

Definitions ...............................................................................................................  1 
Part A:   Organizational profile ................................................................................  3 
Part B:   Transportation program and service operations .......................................  5 

I) Program policies and administrative information.....................  5 
II) Vehicle information..................................................................11  
III) Budget and financial information.............................................12 
IV) Operational statistics and information .....................................14 

Part C:   Coordination/partnership related ..............................................................17 
I) Current efforts .........................................................................17 
II) Future coordination/partnership potential................................18 

Part D:  Future concerns/issues ..............................................................................19 
 
If you have any questions associated with the survey, please contact either: 
 
Shamus Misek    Eric Weakly 
University of Illinois at Chicago  Northeast Illinois Area Agency on Aging 
Urban Transportation Center   245 W. Roosevelt Rd, Bldg 6 – Suite 41 
Chicago, Illinois 60607   West Chicago, IL 60185 
(312) 413-2958     Phone (630) 293-5990  Fax (630) 293-7488 
sham@uic.edu    eweakly@ageguide.org 
 
Completed surveys should be e-mailed, mailed or faxed by June 30th to Mr. Shamus 
Misek. 

mailto:sham@uic.edu
mailto:eweakly@ageguide.org
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Ambulatory Passenger  
   
An individual who is able to walk and travel without the use of a wheelchair, motorized scooter, 
or other similar mobility aid. 
 
Coordinated Transportation Services  
    
A cooperative arrangement between human service agencies and/or transportation providers to 
combine or consolidate some or all transportation functions or activities of the different 
organizations in order to improve the efficiency and effectiveness of an area’s transportation 
system. Many types and degrees of coordination exist, from vehicle sharing (the joint 
procurement of equipment or services) to the performance of centralized administration and 
other functions by a single entity acting as a transportation broker. The intended result of 
coordination is lower costs for participating organizations through greater efficiency, which can 
mean better transportation services for the region. 
 
Curb-to-Curb  
  
Service is provided to the passenger’s particular origin or destination. The driver offers no 
assistance other than operating the wheelchair lift and securement system. 
 
Demand Response Transportation Service 
 
A service characterized by flexible routes and time schedules. The pick-up and drop-off locations 
and the vehicle routes will vary depending on rider requests. Riders typically call or arrange 
service in advance. 
 
Door-through-Door 
 
The driver escorts the passenger to or from the vehicle and through the front entrance of the 
building. 
 
Door-to-Door 
 
The driver escorts the passenger to or from the vehicle and the front entrance of the building. 
 
Fixed Route, Fixed Schedule Transportation Service 
 

Definitions 
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Transit service that operates over specified routes according to an established schedule. Passengers may 
board or be discharged at designated points along the route. 
 
One-Way Passenger Trips 
 
A one-way passenger trip consists of one person riding one way from an origin to a destination. Thus, a 
round trip by one person is considered to be two “one-way passenger trips.”  
 
 
 
 
 
Vehicle–Hours of Service 
 
The total number of hours vehicles are in use to provide transportation service. For example, if 
three vehicles are used to provide transportation and each is in operation 40 hours a week, 52 
weeks a year, there would be 6,240 vehicle-hours of service provided (3 x 40 x 52). 
 
Vehicle-Miles of Service 
 
The total number of miles traveled by vehicles providing transportation service. For example, if 
three vehicles were used to provide transportation and they each travel 30,000 in a given year, 
there would be 90,000 vehicle-miles of service provided (3 x 30,000). 
 
Principal Provider 
 
An organization that provides transportation for their clients through in-house means or arranges 
for transportation for their clients.  An example is an elderly care facility that charters a bus to 
take residents Christmas shopping.  The elderly care facility is the principle provider. 
 
Third Party Provider 
 
A company, organization or agency that provides transportation or transportation-related services 
to other groups or organizations.    
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Part A:   Organizational Profile 
B:  Profile of Your Organization 
Organization:___________________________________________________________________ 
 
Address:_________________________________ City:______________________  Zip:_______ 
 
Contact Person: __________________________ Title: _________________________________ 
 
Phone: (____)__________   Fax: (____)______________  E-mail:________________________ 
 

1. Please indicate when your administrative offices are open: 
 

Monday ________ am   to ________ pm 
Tuesday ________ am   to ________ pm 
Wednesday ________ am   to ________ pm 
Thursday ________ am   to ________ pm 
Friday ________ am   to ________ pm 
Saturday ________ am   to ________ pm 
Sunday  ________ am   to ________ pm 

 
2. Which of the following best describes your organization? 

 
  Private, non-profit human service agency 
  Federal or state human service agency 
  Private, for-profit third party transportation provider/company 
  Private, non-profit third party transportation provider/company 
  Municipal government 
  Township government 
  County government 
  Other (please specify): __________________________________________________ 

 
3. What population segments does your agency serve?  (Check all that apply). 

 
  Elderly (ages _____ & up)    Youth (ages _______ to _______) 
  Unemployed      Low Income (up to $___________/year) 
  Veterans      Disabled (specify type): 
  Substance abusers      Visually impaired 
  General public       Physical disability 
  Other (_____________________)     Mental or cognitive disability 

  Other ____________________ 
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4. Does the lack (or limited availability) of transportation restrict your target population 
from participating in agency programs, activities or services? 

 
  Yes   
  No 
  Don’t know 

 
5. If new or improved inter/intra county transportation service would benefit your agency, 

clients or customers, please describe the benefits below. Be as specific as possible when 
describing the geographic areas where better transportation is needed, times of day it is 
needed, problems or issues associated with transportation costs or service quality, etc. 

 
________________________________________________________________________ 
 
________________________________________________________________________ 
 
________________________________________________________________________ 
 
________________________________________________________________________ 
 
________________________________________________________________________ 
 

6. Please tell us about any specific population group that you would like to serve but 
currently are unable due to various reasons (e.g., limited funding, unavailable 
transportation services, transportation service hours limitations, lack of accessible 
equipment, high contractual transportation costs, etc.) 

 
________________________________________________________________________ 
 
________________________________________________________________________ 
 
________________________________________________________________________ 
 
________________________________________________________________________   

 
7. Does your organization directly or indirectly (purchase, arrange for, etc.) provide some 

level of transportation service for agency clients? 
 
 Yes -- please continue on to Part B and complete the rest of the survey 
 No --- thank you for your time and comments. Please return the survey per the 

instructions at the end of the document. 
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Part B:  Transportation Program and Service Operations   

 
I.  Program Policies and Administrative Information 

 
8. Please list all staff positions associated with your agency’s transportation service and 

their category type (paid full time, paid part time, and volunteer). 
 

Position Description (e.g., 
Driver, Dispatcher, etc.) 

Full Time 
(number) 

Part Time 
(number) 

Volunteer 
(number) 

    
    
    
    
    

 
9. Please indicate the hours your transportation service operates: 
 

Monday ________ am   to ________ pm 
Tuesday ________ am   to ________ pm 
Wednesday ________ am   to ________ pm 
Thursday ________ am   to ________ pm 
Friday ________ am   to ________ pm 
Saturday ________ am   to ________ pm 
Sunday  ________ am   to ________ pm 

 
10. Is your transportation service seasonal in nature? 

 
  Yes, describe: _________________________________________________________ 
  No 

 
11. Is there an established per trip or zone based fare charged to clients/riders that use your 

service? 
 
  Yes  
  per trip    zone based    other __________________________) 
  Requested donation only  
  No, please explain and go to question 15 ___________________________________ 
 
_______________________________________________________________________ 
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12. Please identify the fare or requested donation amount (by eligibility 
type) sought for use of your transportation (e.g, elderly fare amount, etc.) 

 
Eligible Rider Type Per Trip  

Fare Amount 
Per Trip Requested 
Donation Amount 

 
 

  

 
 

  

 
 

  

 
13. Are all or a portion of  riders’ fares subsidized by other agencies? 

 
  Yes, list agencies:______________________________________________________ 
  No 

 
14. If a rider is unable to pay (due to financial constraints) for his/her trip, does your agency 

still provide the trip? 
 
  Yes 
  No 
 

15. How is eligibility for your transportation program determined? Check all that apply. 
 
  Income  
  Degree of ambulatory ability 
  Only agency clients 
  Degree of mental acuity 
  Age 
  Residence 
  Other, please describe: __________________________________________________ 

 
16. Of the eligibility characteristics identified above, please describe the specific criteria 

utilized to determine eligibility. (e.g,, if age is a criterion of eligibility, list age ranges, 
minimum age, etc.) 
 
________________________________________________________________________ 
 
________________________________________________________________________ 
 
________________________________________________________________________ 
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17. Do you allow non-eligible clients to use your transportation service? 
 
  No 
  Yes, please explain under what conditions/circumstances your agency allows non-
eligible persons to receive transportation service: 

 
________________________________________________________________________ 
 
________________________________________________________________________ 
 
________________________________________________________________________ 

 
18. Please specify the type(s) of transportation service your agency provides (Check all that 

apply. If needed, refer to Definitions): 
 

  Fixed route/fixed schedule service 
   operated by agency 
   contracted through a third party (private) provider 
   contracted through public agency 
  Demand-responsive service 

  operated by agency 
  contracted through a third party (private) provider 
  contracted through a public agency 

  Agency provides transportation subsidies/reimbursements to riders who arrange for 
their own transportation 
  Agency purchases bus tickets or passes for clients to use on other transportation 
services  
  We coordinate a volunteer driver program - volunteers transport clients in 

  their own vehicles 
  agency provided vehicles 

  Other, please specify: ___________________________________________________ 
 

_______________________________________________________________________  
 

If you identified the use a third party transportation provider above, please provide the 
name(s) and contact information associated with the provider(s) as well as the rates (per 
trip, hourly costs, etc.) charged to your agency: 
 
_______________________________________________________________________ 
 
_______________________________________________________________________ 

 
19. What are the regular/normal geographical boundaries associated with your 

transportation service? 
 
_______________________________________________________________________ 

 
_______________________________________________________________________ 

20. Do you make exceptions and serve areas outside or beyond your boundaries? 
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  No 
  Yes, please explain under what conditions/circumstances: _____________________ 
 
_______________________________________________________________________ 
 
_______________________________________________________________________ 
 
_______________________________________________________________________ 
 

21. Please describe any unmet transportation demand (approximate number of trips/month 
turned down; days/hours during which transportation services is not available, etc.) 

 
________________________________________________________________________ 
 
________________________________________________________________________ 
 
________________________________________________________________________ 
 

22. Which day(s) of the week are trip turndowns most likely to occur? __________________ 
 
23. What is the most common reason for trip turndowns?  
 

  Individual lives outside service area 
  Requested destination is outside service area 
  Individual does not qualify for service  
  Insufficient booking time 
  Service over capacity 
  Funding limitations 
  Inappropriate equipment for ambulatory need (e.g., wheelchair lift) 
  Other, please specify: ____________________________________________________ 

 
24. Are there any geographic areas that your organization would like to serve but are unable 

due to a lack of transportation services or funding? 
 
  No 
  Yes, please describe:____________________________________________________ 
 
_______________________________________________________________________ 
 

25. Are there any groups that you would like to serve, but are unable due to a lack of 
transportation services or funding?  
 
  No 
  Yes, please describe: ____________________________________________________ 
 
________________________________________________________________________ 
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26. If you have more than one transportation program, do you have varying geographical 
restrictions based upon the specific program type? 

 
  Does not apply 
  No 
  Yes, please describe each service and its specific geographical boundaries: 
 
________________________________________________________________________ 
 
________________________________________________________________________ 
 

27. For which of the following trip purposes does your organization provide transportation services? 
(Check all that apply). 

 
  Health/medical (e.g., trips to the doctor, clinic, drug store, treatment center) 
  Nutrition (trips to nutrition site) 
  Social (trips to friends or relatives) 
  Recreational (trips to cultural, social or athletic events) 
  Education/training (e.g., trips to training centers, schools, universities) 
  Employment (trips to job interview sites or places of employment) 
  Shopping/personal needs 
  Social services (trips to social service centers, adult daycare, etc.) 
  Other, please specify:  
 
________________________________________________________________________ 

 
28. Please identify and provide information associated with the three (3) most frequently 

provided trip destinations: 
 

Name  ___________________________City___________________________________   
Zip Code _________________ 
 
Name  ___________________________City___________________________________   
Zip Code _________________ 
 
Name  ___________________________City___________________________________   
Zip Code _________________ 

 
29. How do clients schedule transportation with your agency? (Check all that apply) 
 

  Phone 
  Website 
  In person 
  Other staff member 
  Other, please describe: _________________________________________________ 
 

31. How does your agency schedule vehicles and trips? 
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 Vehicles   
  

  Manually 
  Computer assisted 
  Fully Automated  

Trips 
 

  Manually 
  Computer assisted 
  Fully Automated 

 
 
32. How does your agency transmit reminders of the scheduled trip to clients? 

 
  E-mail 
  Phone call 
  Postcard 
  Other, please specify:   __________ 
   Agency does not use reminders 

 
 
33. How do riders pay for transportation services? 

 
  No payment is required 
  At the time of reservation 
  At the time service is provided 
  After the service has been provided 

 
 
34. What types of fares does your agency accept for payment? (Check all that apply) 
 

  Cash 
  Round trip ticket 
  Weekly ticket 
  Monthly pass/ticket 
  Other (Please describe ____________________________________________) 

 
35. Can clients/riders be billed and allowed to pay for transportation service provided on 

a monthly basis? 
 

  No 
  Yes, please describe: 
__________________________________________________________________ 
 
__________________________________________________________________ 

 
36. Please provide an explanation of any other aspects of scheduling and providing 

transportation for your clients. How do you coordinate if you are working with 
another agency? 

 
_____________________________________________________________________ 
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II.  Vehicle Information 
 
Please note: If you do not provide transportation service with agency-owned or 
leased vehicles, please skip this section and proceed to section III (Budget and 
Financial Information).  
 

37. Please provide information associated with your transportation service fleet vehicles 
in the following table.  

 
Accessible 

Make Model Type Year Lift 
Equipped

Ramp 
Equipped 

Odometer 

       
       
       
       
        
 
38. Please provide the annual average miles per year your fleet vehicles accrue ________ 
 
39. On average at what age/mileage do you retire your fleet service vehicles? 
 

____________________ years   _______________________ mileage 
 
40. How do you communicate with your in-service vehicles and drivers? 

 
  Two-way radio 
  Cell phone 
  Pager 
  Other, please describe: ______________________________________________ 
 
41. Please list address locations (including zip code) from which vehicles are 
dispatched 

 
Address _________________________________________ zip code  _________ 

 
Address _________________________________________ zip code  _________ 
 

42. During the past three years, your annual transportation vehicle miles have: 
 
  Increased 
  Decreased 
  Remained about the same 
  Don’t know 
 
If increased or decreased, please describe what factors were responsible:_______ 
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III. Budget and Financial Information 
 
43. Please provide the annual identified transportation service-related financial and 

budget information in the table below. 
 

Item 2005 Actual  2006 Budget 
Expenses   
  Staff Salaries 
 

  

  Fuel 
 

  

  Vehicle Maintenance 
 

  

  Insurance  
 

  

  Utilities 
 

  

  Office Supplies & Equipment 
 

  

  Other (Please describe) 
 

  

 
Total Expenses 

  

   
Revenues   
Rider Fares or Donations 
 

  

Other Revenue (Please describe) 
 
 

  

Grants (Please describe)   

 
Total Revenues  
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44. Please provide insurance coverage information for vehicles utilized in your 
transportation service: 
 

Carrier    ____________________ 
Type      ____________________ 
Coverage Limit Amount  ____________________ 
Deductible Amount ____________________ 

 
45. During 2005, did your agency’s transportation costs stay within budget? 

 
  Yes 
  No, what factor(s) do you attribute for exceeding the budget? (Check all that apply) 
 

  Fuel costs 
  High vehicle maintenance repair costs 
  High insurance costs 
  Reduction in fare related revenues  
  Reduction in other revenues 
  Lack of ridership 
  High contracted transportation service costs 
  Other, please explain: ____________________________________________ 

 
__________________________________________________________________ 

 
46. Please identify and explain any other transportation-related expenses not reflected in 

your transportation budget?  (e.g., time spent by caseworkers to drive clients to 
medical appointments).  
_____________________________________________________________________ 

 
_____________________________________________________________________ 

 
47. Please identify and provide a brief description and total dollar amount (if applicable) 

of grant funds (include name and funding source provider) your agency receives that 
assist with the purchase of new or replacement vehicles utilized in your service.   
 
  Not applicable 

 
Grant Name/ 

Type Description 
Grant 

Provider/Funding 
Source Name 

Grant 
Period (in 

years) 

Total Grant 
Amount 
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48. Please identify and provide a brief description as well as total dollar amount (if 
applicable) any grant funds (include name and funding source provider) that your 
agency receives that pay all or a portion of a specific client/rider group or utilized to 
pay all rider’s fares or per trip costs.   

 
  Not applicable 

 
Grant Name/Type 

Description 
Grant 

Provider/Funding 
Source Name 

Grant 
Period (in 

years 

Total Grant 
Amount 

   
 

 

   
 

 

 
 

   

 
49. From 2000 to 2005 your agency’s transportation budget:   

 
  Increased 
  Decreased 
  Remained the same 

 
50. During the five-year period (2000-2005) your agency’s transportation budget 

increased or decreased by approximately what percentage?   ____________%. 
 

Please describe the factors that attributed to the transportation budget increase or 
decrease:  
____________________________________________________________________ 
 
____________________________________________________________________ 
 
____________________________________________________________________  
 

 
IV.  Operational Statistics and Information 

 
51. List the two days of the week with the highest demand for transportation service as 

well as the peak demand hours during those days. 
    

Weekday Demand Hours 
1.  

2.  
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52. List the three months with the highest demand for transportation service as well as the 
typical number of trips provided during those months. 

 
Months Number of Trips 

1.  

2.  

3.  

 
53. Please identify the number of trips (one-way) provided over the past two years 
 

2004  _________________ trips  2005 ________________trips 
 
 

54. From 2000 to 2005, would you say your agency experienced an increase or decrease 
in the number of trips provided? 
 
  Increase 
  Decrease 
  Don’t know 
 

55. Please identify (if applicable) the percentage change during the five-year period in 
the total annual number of trips provided.     ___________%. 
 
Please describe the factors that you feel attributed to the gain or reduction:  
 
____________________________________________________________________ 
 
____________________________________________________________________ 
 
____________________________________________________________________  

 
56. From 2000 to 2005, would you say transportation-related service hours provided by 

your agency increased or decreased? 
 
  Increase 
  Decrease 
  Don’t know 
 

57. Please identify (if applicable) the percentage change during the five-year period in 
transportation service hours provided.      ___________%. 
 
Please describe the factors that you feel attributed to the gain or reduction:  
 
____________________________________________________________________ 
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____________________________________________________________________ 
 
____________________________________________________________________ 

 
58. Please identify three (3) of the most frequent trip destinations (include zip code). 

 
Name  ____________________________City____________________________  
Zip Code _________________ 
 
Name  ____________________________City____________________________  
Zip Code _________________ 
 
Name  ____________________________City____________________________  
Zip Code _________________ 
 

59. Please provide the following operation-related statistical information in the table 
below. 

 
Item 2005  

Actual 
2006  

Projected/ Budgeted 
Total trips (each way = one trip) 
 

  

Total Vehicle In-Service Miles 
 

  

Total Vehicle Non-Service Miles 
 

  

Total Vehicle Miles (In-Service & 
Non-Service) 
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Part C:  Coordination / Partnerships                                                             
 
I. Current Efforts 
 
60. Do you provide transportation for other organizations and their clients? 

 
  Nong 

  Yes, for the following organizations: 
_____________________________________________________________________ 
 
_____________________________________________________________________ 
 
_____________________________________________________________________ 

 
_____________________________________________________________________ 

 
61. If yes, do these organizations provide any direct financial or indirect (e.g. staff time, 

printing, vehicle use, dispatch, etc.) support towards your transportation service. 
 
  No 
  Yes, please describe the type of support and financial provided: 

 
_____________________________________________________________________ 
 
_____________________________________________________________________ 
 
_____________________________________________________________________ 

 
62. Are you able to meet the present demand for service? 

 
 Yes 
 No, why not? 

 
_____________________________________________________________________ 
 
_____________________________________________________________________ 

 
_____________________________________________________________________ 
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II.  Future Coordination/Partnership Potential 
 
63. Please indicate your level of interest for each scenario by circling the corresponding 

number (1 = Very interested, 2 = Possibly interested, 3 = Not interested at all, 4 = not 
applicable 

 
 
 

    

Providing transportation services, or more transportation services, under 
contract to another agency or agencies………………………….………. 1 2 3 4 
 
Purchasing transportation services from another organization, assuming 
that the price and quality of service meets your needs………………….. 1 2 3 4 
 
Providing paratransit service to connect riders with fixed route bus or 
train services…………………………………………………………….. 1 2 3 4 
 
Joining together with another municipality or agency to consolidate the 
operation of transportation services……………………………………... 1 2 3 4 
 
Joining together with another municipality or agency to consolidate the 
purchase (or contracting) of transportation services…………………….. 1 2 3 4 
 
Highlighting connections to other fixed-route or demand-responsive 
services on your schedules or other information material………………. 1 2 3 4 
 
Adjusting hours or frequency of service………………………………… 1 2 3 4 
 
Modifying routes to serve major employers or other activity centers ….. 1 2 3 4 
 
Coordinating activities such as procurement, training, vehicle 
maintenance, and public information with other providers……………... 1 2 3 4 
 
Participating in an organized countywide transportation-marketing 
program…………………………………………………………………. 1 2 3 4 
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Part D:  Future Concerns/Issues                                                                   
 

 
64. Does your agency anticipate a future need to expand it hours of transportation 

service?  Please describe and identify when this need may become a reality:  
 

_____________________________________________________________________ 
 
_____________________________________________________________________ 

 
_____________________________________________________________________ 

 
_____________________________________________________________________ 
 
_____________________________________________________________________ 

 
65 What are the two greatest transportation-related challenges your organization faces in 

the years ahead? 
 
_____________________________________________________________________ 
 
_____________________________________________________________________ 
 
_____________________________________________________________________ 
 
_____________________________________________________________________ 
 
_____________________________________________________________________ 
 

66. What additional transportation needs do you anticipate your organization or clients will 
require in the next five years? 

 
_____________________________________________________________________ 

 
_____________________________________________________________________ 

 
_____________________________________________________________________ 

 
_____________________________________________________________________ 

 
_____________________________________________________________________ 
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67. Please provide any additional comments you have regarding on any part of the survey or 
topic not covered in the survey: 

 
_____________________________________________________________________ 

 
_____________________________________________________________________ 

 
_____________________________________________________________________ 

 
_____________________________________________________________________ 

 
_____________________________________________________________________ 

 
_____________________________________________________________________ 

 
_____________________________________________________________________ 

 
****Important**** 

 
Do you know of an organization, agency, entity or service provider that 
arranges for or directly provides some level of transportation service that 
should be sent a survey too?  If so, please provide any information (name, 
contact person, address, phone number, etc.) you may have about this entity 
below: 
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