Local Advisory Council

Meeting Date/Time: Tuesday, November 3, 2009, 4:00pm

Location: Padnos Transportation Center, 171 Lincoln Avenue, Holland MI

Members Present: x Tony Harmer, Chair, LAC x Lisa Scherer
x Ron Martin, Vice Chair, LAC x Gert Vos
x Leigh Ann Bartels x Elizabeth Ferry
x Eric Heiberg

Guests:

Meeting Agenda:

Open discussion/immediate issues.

Tony expressed some concern (with the news that K-mart is closing) that the bus
stop and sidewalk currently located along the west edge of the K-mart property
will no longer be as well maintained during the wintertime months. The sidewalk
provides access for nearby residents and MAX users for the entire plaza. Tony
also mentioned that Greenbriar residents, as well as other users of MAX, often
wait inside the doorway waiting area at the Greenbriar complex during MAX’s
0:44 Route 4 bus stop. Tony asked if the 0:12 bus stop could be moved from the
street at least during the winter, because of the before-mentioned points as well
as for possible safety issues with the bus stopping on Waverly Road and cars
becoming impatient behind the bus—but understood that it cannot be moved at
this time.

Leigh Ann mentioned that Groove Walk went extremely well with the additional
MAX buses used by organizers. She thought the drivers did an excellent job
during the event and that it was a great way to showcase MAX especially to those
from out-of-town and to those from her who really don’t know much about the
transit system in their own community.

Pending: “Adopt-A-Stop” program. Trash/snow removal from volunteer groups,
individuals, or businesses. Bus stops to consider:

Starting out, LAC thought bus stops that currently have waiting shelters or are
located at major shopping areas (Barnes & Noble plaza, Wal-mart/Sam’s Club)
could be evaluated as to whether or not they are being taken care of properly by
the adjacent property owner, as is part of the agreement made when placing
shelters in particular. This could especially be monitored during the upcoming
winter. Call takers should note any phone calls from passengers complaining of
snow issues, and these bus stops could also be noted for sponsorship. LAC will
reply with any specific bus stops that may benefit from sponsorship.



Pending: “Excessive Cancellation Policy” with 9 same-day cancels per rolling 30-
day period before suspension: first warning issued at 5 same-day cancels, second
warning issued at 7 same-day cancels.

LAC approved of the idea to officially monitor excessive late cancels. LAC
thought any policy geared toward streamlining the reservation and ride process
for those needing and taking their rides on time would always be of benefit to the
majority of riders. They would still like to see the final policy before put into
effect, once violations and details are more clearly defined. This should be ready
in time for the December meeting.

Demand-Response Passenger study: 64 total surveys submitted. (See Handout).

LAC is pleased that MAX conducts surveys annually, especially now with having
the surveys taken on the Reserve-A-MAX buses as was added this year.

The LAC hopes, in event no new millage proposals are requested for 2010, that
MAX will continue to develop small service enhancements when possible—much
like those done in the recent past (Route 8 Deviated, fixed route upgrades, etc.)
and continue to look for grant funded programs like Night Owl. LAC hopes that
MAX remains open to finding new ways to improve/re-route the fixed routes
given the new Y2 mile service requirement, especially on some of the lowest
ridership routes, and for improved northside service connections (the latter as
indicated by riders in the past).

Final FY 2009 Ridership Figures (See MAX homepage for complete info./charts).

e Total Passenger Rides: 316,578 (+7.8% over FY 2008)

e Proportion: Fixed Rtes.: 69% (from 63%), Reserved: 31% (from 37%)
¢ Fixed Route Rides: 218,586 (+17.5% over FY 2008)

e Reserved Rides: 97,992 (-9.1% over FY 2008)

e  Overall: Regular: 37 %
Disabled: 40 %
Youth: 15%
Senior: 6%
Senior Disabled: 2%
¢ Fixed: Regular: 48% Reserved: Regular: 11%
Disabled: 26% Disabled: 70%
Youth: 20% Youth: 5%
Senior: 4% Senior: 9%
Sr. Disabled: 2% Senior Dis.: 5%

Conclusion of Meeting.

Next meeting, Tuesday, December 1, 2009, 4:00pm.



Reserve-A-MAX passengers happy with service

MAX passengers using Reserve-A-MAX service are overwhelmingly pleased with the
ride reservation process and driver helpfulness and courtesy, but expressed a need for
more evening and Sunday service. Those were some of the findings from a survey of
passengers using MAX transit’s reserved ride service from Sept. 14-25.

A total of 64 surveys were received from passengers who voluntarily completed them.

Reserve-A-MAX service may be used only by persons with disabilities who are ADA-
eligible and unable to use the fixed bus routes and able-bodied persons whose origin or
destination are more than %2 mile from a bus stop.

Findings from the survey included:
* More than 70% rated their phone reservation experience as excellent or good.

* More than 90 percent rated driver service as excellent or good in terms of helpfulness,
courtesy, sensitivity to their special needs, and securement of mobility devices.

* On-time reliability, hours of operation, and fares received less favorable by passengers,
many of whom who wanted Sunday service and additional drivers and vehicles for

evening service. The less favorable rating on fares may be the result of the transit system
increasing fares for able bodied adults using reserved ride service from $1 to $3 one way.

* Two-thirds said they would use Reserve-A-MAX regularly on Sundays if it were
offered.

» Appointments, work and medical visits were the top three destinations of Reserve-A-
MAX passengers.

* 70% of passengers reported a disability and 30% used the service because they were not
within Y2 mile of a bus stop.

* 64% have used the service for more than a year, and 84% ride weekly.

MAX surveys passengers annually to measure service quality and customer satisfaction,
and identify areas for improvement. MAX surveyed passengers on the fixed bus routes in
early September. Results were tabulated by the Carl Frost Center for Social Science
Research.



