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Executive Summary 


This report provides an update on activities Mississauga Transit has undertaken between January 2008 and December 2008 to meet the goal of improving accessibility in all its services and facilities. Mississauga Transit’s Accessibility Plan - 2008 is in conformance with the requirements of the Ontarians with Disabilities Act (“ODA”) and serves as an annual report on the progress made to date with respect to the Mississauga Transit’s Accessibility Plan direction. 

As demonstrated, Mississauga Transit is committed to: 

· the continuous improvement of accessible transit services; 

· working toward ensuring its facilities and premises are barrier free; 

· ensuring employment and employment opportunities are barrier free; and,
· implementing communication services that respect the abilities of all customers, employees and the public at large.
The development of the Accessibility Plan documents the extensive planning and implementation activities undertaken by Mississauga Transit in 2008 that reflect the continued progress made in improving accessibility in all its services and facilities. 
Introduction


The “Ontarians with Disabilities Act (ODA), 2001” and the “Accessibility for Ontarians with Disabilities Act (AODA), 2005”, requires that public transportation agencies, such as Mississauga Transit, develop an annual Accessibility Plan and consult with people with disabilities and others in preparing the plan. 
Mississauga Transit’s Accessibility Plan provides an update on activities Mississauga Transit has undertaken to improve accessibility in all its services and operations. This Plan summarizes the results, to date, of the extensive planning and implementation activities Mississauga Transit has undertaken to make the system more accessible. 
Fulfillment of Mississauga Transit’s corporate direction is achieved and sustained through operational policy and regulations, and through staff training and awareness programs implemented throughout the organization. 

Mississauga Transit has committed to producing and updating this annual status report on an ongoing basis. 

Legislative Framework
The Ontarians with Disabilities Act sets out the following requirements for public transportation organizations:

Section 14 of the Act requires public transportation organizations to:

· prepare an Accessibility Plan; and
· consult people with disabilities and others when it prepares its Plan.

                - Ontarians with Disabilities Act, 2001
According to the Act, the contents of the Plan must include the following: 

· a report on the measures the organization has taken to identify, remove and prevent barriers to persons with disabilities;
· the measures in place to ensure that the organization assesses its proposals for by-laws, policies, programs, practices and services to determine their effect on accessibility for persons with disabilities;
· a list of the by-laws, policies, programs, practices and services that the organization will review in the coming year in order to identify barriers to persons with disabilities;
· the measures that the organization intends to take in the coming year to identify, remove and prevent barriers to persons with disabilities;

- Ontarians with Disabilities Act, 2001

Background
The Ontarians with Disabilities Act, 2001 (ODA) outlines accessibility planning requirements for governments, municipalities and the broader public sector. In June 2005, the Province of Ontario’s Accessibility for Ontarians with Disabilities Act, 2005 (AODA), came into effect. The legislation provides for the development of accessibility standards that will lead to accessible services and facilities being in place by 2025. 

The purpose of the AODA is to:

· develop, implement and enforce accessibility standards in order to achieve accessibility for Ontarians with disabilities with respect to goods, services, facilities, accommodation, employment, buildings, structures and premises by January 1, 2025
· provide for the involvement of persons with disabilities, the government of Ontario and representatives of industries and of various sectors of the economy in the development of accessibility standards
     - Accessibility for Ontarians with Disabilities Act, 2005
What is a Disability? 

The ODA and AODA cover the same broad range of disabilities as the Ontario Human Rights Code. These include physical, sensory, cognitive, developmental and mental disabilities, and brain injury. 
The ODA and AODA define "disability" as: 

a. 
Any degree of physical disability, infirmity, malformation or disfigurement that is caused by bodily injury, birth defect or illness and, without limiting the generality of the foregoing, includes diabetes mellitus, epilepsy, a brain injury, any degree of paralysis, amputation, lack of physical co-ordination, blindness or visual impediment, deafness or hearing impediment, muteness or speech impediment, or physical reliance on a guide dog or other animal or on a wheelchair or other remedial appliance or device. 
b. 
A condition of mental impairment or a developmental disability. 
c. 
A learning disability or a dysfunction in one or more of the processes involved in understanding or using symbols or spoken language. 
d. A mental disorder. 
e. An injury or disability for which benefits were claimed or received under the insurance plan established under the Workplace Safety and Insurance Act, 1997; ("handicap"). 

                  - Ontarians with Disabilities Act, 2001

Mississauga Transit’s Accessibility Policy
Mississauga Transit is fully committed to providing a transportation system that ensures its services and operations are accessible to everyone. 

Under the ODA, municipalities have a legal obligation to prepare annual accessibility plans. Hence, the City of Mississauga’s first Accessibility Plan was issued in 2003. The Plan describes the progress that the City has made to improve accessibility, and remove barriers to persons with disabilities. The Annual Accessibility Plan is developed by the Accessibility Staff Working Group in conjunction with the City of Mississauga Accessibility Advisory Committee (AAC).  The Accessibility vision is: 
“To create a fully accessible community utilizing universal design principles resulting

in improved attitudes and full inclusion.”
Mississauga Transit is committed to achieving an accessible transit system within the City of Mississauga.  To meet the principles and goals outlined in the Accessibility for Ontarians with Disabilities Act (AODA), Mississauga Transit will ensure that:

· its services are provided in a way that maintains and respects the dignity and independence of all customers. 

· all infrastructure and services related to transit are developed with accessibility in mind
· that policies, procedures and protocols are implemented that work towards identifying, removing and preventing barriers to people with disabilities.
Mississauga Transit’s Service Profile

Mississauga Transit operates conventional, fixed route transit service within the boundaries of the City of Mississauga, with service integration into neighbouring municipalities, like the City of Brampton and the City of Toronto.  
Mississauga Transit has made substantial progress in achieving its goal of fully-accessible service. Approximately 86% (19 of 22) of our terminals/transit hubs within the City of Mississauga are fully accessible, along with approximately 92% of the entire bus fleet. Mississauga Transit’s plans, as outlined in this document, will result in all services and facilities being accessible before the accessibility goal of 2025, as established by the AODA. A fully accessible transit system, including vehicle fleet and infrastructure, is forecasted to be in effect by the year 2012. 
Conventional Services – 2008 Service Profile

Types of Services
Conventional fixed route transit service. 
School Routes - Trips to and from local secondary schools within the Mississauga to supplement conventional transit service.
Service Area
Primarily within the City of Mississauga boundaries with service integration into neighbouring municipalities

Hours of Service 



Day:


Time:                  

Monday to Friday: 
3:53 AM to 3:11 AM
Saturday: 

4:38 AM to 2:50 AM
Sunday: 

6:52 AM to 2:04 AM
Statutory Holidays: 
6:52 AM to 2:04 AM
Annual Revenue Passenger Trips
27.7 Million (Nov. 2008) 
Annual Service Hours


1.3 Million Hours (Dec. 2008)
Annual Revenue Kilometres

27.8 Million Kilometres (Dec. 2008)
Number of Routes



89 Routes plus 22 school routes (2008)
Fleet Composition 
92% of fleet is comprised of low floor fully accessible buses (approx. 380 of 410)

Specific 2008 Initiatives and Achievements
Designated Accessible Routes:

Every year, Mississauga Transit conducts a review of existing service with a view towards adding to our list of designated accessible routes. When evaluating potential routes, consideration is given to routes with the largest volume of ridership, greatest number of accessible customer requests, connections to major destinations/transfer points, and availability of accessible buses. Mississauga Transit is committed to ensuring a fully accessible transit system by 2012. 
In order for Mississauga Transit to designate a route as being fully accessible, two major factors need to be in place:

1. Buses used along the route must be fully accessible, low floor buses; and 

2. Transit infrastructure along the route must be fully accessible, i.e. bus stop pads must be installed at every stop (if feasible) and must connect with the existing sidewalk network
In 2008, Mississauga Transit designated the following 7 routes as fully accessible:

· Route 35: Eglinton-Ninth Line

· Route 35A: Eglinton-Tenth Line

· Route 61: Mavis

· Route 61A: Mavis-Sheridan

· Route 110: University

· Route 76: Square One-Subway

· Route 31: Folkway-Homelands

Taking into consideration the above mentioned routes, Mississauga Transit now has 31 of 89 routes that are fully accessible. 
Buses:

In 2008, Mississauga Transit continued to replace its high floor buses with fully accessible low floor vehicles. By the end of 2008, approximately 92% (approx. 380 of 410) of the fleet will consist of low floor buses. Mississauga Transit is committed to replacing all its old high-floor buses with accessible buses by 2012. 
Transit Infrastructure:
A fundamental aspect of the expansion of accessible conventional services within Mississauga Transit is the ongoing upgrade of stops within the existing system to make them accessible. All of the bus shelters in Mississauga have been replaced with newly designed, accessible shelters. As of the end of 2008 the City will have 920 accessible bus shelters. By the end of 2008, Mississauga Transit will have installed 150 new bus pads throughout the city to make access to transit more convenient and accessible. It is only once the majority of stops on a given route have been upgraded with the appropriate infrastructure that a route can be considered fully accessible. 
Personal Care Attendants:

Last year Mississauga Transit implemented the Personal Care Attendants policy on a six-month trial basis. In some cases a personal care attendant is required by customers with disabilities. An attendant is a person whose presence is essential to provide care and assistance to a person with disabilities. Mississauga Transit’s Personal Care Attendants policy states that personal care attendants accompanying passengers with disabilities, regardless of the nature of their disability, are permitted to travel at no charge. (One personal care attendant per disabled passenger).
This change has now taken effect on a permanent basis. The implementation of the Personal Care Attendant Policy on a permanent basis is consistent with the requirements of the Ontario Human Rights Code. 
Announcing all Bus Stops:

Presently Mississauga Transit buses are not equipped with automated stop announcement systems. An automated system is targeted for implementation commencing in December 2009. Until such time as an automated system is fully functional, Mississauga Transit Operators are required to manually announce bus stop locations in the following manner:

· “every Operator will continue to announce bus stop locations on request by any customer, for any reason;

· Operators will continue to announce all bus stops located at major intersections and terminals;

· Operators will announce all bus stop locations permitted by their memory;

· Operators will announce all bus stop locations where there is a next stop, bus stop sign installed when the bus has stopped to either pick up or drop off passengers; and,

· every operator will commit to learn as many stops as possible so that bus stop locations can be announced.”

To assist the operators in the manual announcing of all bus stop locations, Mississauga Transit has installed next stop, bus stop signs at every Mississauga Transit bus stop. The next stop, bus stop signs provide transit operators with a tool they can safely and effectively use to assist them in announcing the next bus stop location in advance of the bus stop. In addition to facilitating the manual announcing of bus stops, a secondary benefit to installing the next stop, bus stop signs is assisting passengers on board the bus in identifying the next approaching transit stop. 

Mississauga Transit will monitor the manual announcement of bus stops on a regular basis by conducting compliance audits to ensure that transit operators are complying with the requirements of the Mississauga Transit standard operating procedure (SOP) for announcing bus stop locations. All transit operators, management and supervisory staff have been trained on the importance of announcing all bus stop locations, the requirements of the SOP, and the consequences of non-compliance. 


Ongoing Initiatives

Customer Service/Sensitivity and Awareness Training:

Mississauga Transit makes it mandatory for all transit operators to receive Accessibility Training, on a three year training cycle.  Training includes the safe operation of the ramp and securement of wheelchairs and scooters, as well sensitivity training on the provision of service to persons with disabilities.  In addition, at the present time, Mississauga Transit also incorporates members of the Accessibility Advisory Committee into the new operator training sessions to visit classes to speak on their experiences, and provide insight into key issues revolving around accessibility.

In accordance with Ontario Regulation 429-07, Accessibility Standards for Customer Service, Mississauga Transit’s Operations section will be providing AODA Customer Service & Assisted Equipment training to all transit operators, route & operations supervisors, and other front-line staff, commencing in 2009.  In addition, and also commencing in 2009, Mississauga Transit’s Operations section will be reviewing the content, format, and delivery method of its sensitivity, disability, and diversity training programs with a view to: improving their impact and effectiveness, and integrating them, into its regular new and existing employee training programs, as opposed to being delivered as “stand alone” courses.
Customer Contact System (CCS)

Mississauga Transit utilizes a Customer Contact System (CCS) that allows customers to contact our Customer Service Representatives to report any concerns or requests they may have with regards to our system. Customers can either call our call centre or email our customer service section directly to forward their comments and/or questions.  
Our Customer Service Representatives are adept to assisting customers develop routing plans that meet their individual needs as well as answer any general inquiries customers may have about our services. 

Inquiries about a specific request or complaint is logged and forwarded to the appropriate department for comment and follow up. Issues related to accessibility or our accessible services are forwarded to our Service Development Department for action. Customer requests related to a particular route being designated fully accessible are recorded and used to determine our accessible route priority list for the following year. 
Information:

Mississauga Transit has developed an online trip planner on their website (www.mississaugatransit.com) called “Click n’ Ride”.  This tool continues to make conventional transit more user-friendly for all customers.  The trip planner allows customers to limit search results to accessible routes only so that passengers can be assured that their entire trip plan will include all accessible routes and stops. 
In addition, Customer Information Representatives (905-615-INFO) are available seven days a week to provide assistance in trip planning and relaying information on our services. A TTY Phone (905-615-3886) is available for patrons who are deaf or hard of hearing. CityLink, Mississauga Transit's automated information system is available 24 hours a day, 7 days a week through 905-615-4TDD.  Customers have access to the schedule information and stop lookup feature through their TTY.
Mississauga Transit produces an “Accessible Transit Rider’s Guide” that outlines step by step information on Mississauga Transit’s policies and procedures for boarding the bus as well as information on safety and the Law. This Guide is updated and improved on an annual basis with the updated version being released in October/November of each year.
Mississauga’s Bus Rapid Transit (BRT)


The City of Mississauga in partnership with the Federal Government, the Province of Ontario, and GO Transit are taking part in a $259 million project to construct a high-efficiency east-west transit corridor and service which will run 100 kilometres connecting municipalities from Oakville to Pickering. 
The Bus Rapid Transit (BRT) system in Mississauga will cover 18 kilometres from Winston Churchill Boulevard in the west to Renforth Drive in the east. It will run along the Highway 403, Eastgate Parkway and Eglinton Avenue corridors between Winston Churchill Boulevard and Renforth Drive, connecting to the dedicated bus bypass shoulders already in place on Highway 403 between Erin Mills Parkway and Mavis Road.
The BRT system will consist of a dedicated right-of-way for buses using dedicated roads and buses. 
Designated stations (12 stations in Mississauga) will act as key transfer/connection points with several stations having passenger pick up and drop off and/or park-and-ride facilities. 
The following map illustrates the BRT system in Mississauga and 12 stations proposed between Winston Churchill Boulevard and Renforth Drive.  The BRT will connect and complement local transit service as well as inter-regional transit and subway systems. 


The BRT Project Office is currently in the process of finalizing conceptual designs for its stations. These high quality stations will consist of elevators, secure walkways, an open concept safe environment, with clear and up-to-date travel information for all users. Protected walkways will consist of warning strips and other such measures on platforms and stairwells to ensure the safety of all passengers. Parking areas will be well lit and sidewalks and multi-use pathways leading to stations will be convenient and inviting. 
All BRT structures and facilities will utilize universal design principles and will support the guidelines and objectives set out within the City of Mississauga’s Accessibility Plan and the City of Mississauga Accessibility Design Handbook.  
Bus Rapid Transit Station Concept (Below)

Busway Platform Area (Left) & BRT Station Aerial View (Right)
Plan Approval and Communication Strategy

​​​​​​​​​​​​​​​​​​​​Transit Management Team approved the Accessibility Plan at its January 5th 2009, meeting. The required communication of the plan will include the following:

· release of the approved report to the City of Mississauga’s Accessibility Advisory Committee
· inclusion of the approved report in the City of Mississauga’s Accessibility Plan

· inclusion of the approved report on Mississauga Transit’s website (www.mississaugatransit.com)
· notification of the availability of the approved report in the “In Transit” Brochure and Mississauga Transit’s “eNews” newsletter.
· notification of the availability of the approved report in the ‘Accessibility Guide’ Brochure

Conclusion and Next Steps…
Mississauga Transit has made great strides in achieving its goal of fully accessible transit for all City of Mississauga residents. 

Mississauga Transit’s Accessibility Plan provides an update on activities Mississauga Transit has undertaken to improve accessibility to all of its services and facilities. This Plan summarises the results, to date, of the extensive planning and implementation activities Mississauga Transit has undertaken over the years to make the system more accessible.

Current plans call for the fleet to be fully accessible by 2012 and we are working towards being able to designate the routes accessible at that time.  Where feasible, Mississauga Transit is incorporating Universal Design Principles into the design of our system and the supporting infrastructure.  By adopting these principles we are confident that in time the services offered by Mississauga Transit will accommodate the needs of not just the accessible community but the greater population as well. 

For More Information…

Questions or comments about Mississauga Transit’s Accessibility Plan or general inquiries on our Accessible Services are always welcome. 

For Travel Times & Route Planning Assistance, Information Representatives are available:
Weekdays:




7:00 am to 6:55 pm

Weekends/Holidays:


8:00 am to 5:55 pm

Email:





transit.info@mississauga.ca
TO Provide Customer Feedback, Customer Service Representatives are available:
Weekdays:




8:30 am to 4:25 pm

Weekends/Holidays:


Closed

Email:





mtcustomer.service@mississauga.ca
TTY Phone:





905-615-3886
Teletypewriter phone for persons who are deaf, deafened or hard of hearing.

Weekdays:




7:00 am to 6:55 pm

Weekends/Holidays:


8:00 am to 5:55 pm

Mississauga Transit’s Website: 

www.mississaugatransit.com
Mississauga Transit’s Mailing Address:
Mississauga Transit

975 Central Parkway West








Mississauga, Ontario L5C 3B1
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