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THE CITY OF NEW YORK
OFFICE OF THE COMPTROLLER
1 CENTRE STREET
NEW YORK, N.Y. 10007-2341

WILLIAM C. THOMPSON, JR.
COMPTROLLER

To the Citizens of the City of New York

Ladies and Gentlemen:

In accordance with the Comptroller’s responsibilities contained in Chapter 5, 893, of the New York
City Charter, my office has audited the transportation service provider expenditures of the
Department for the Aging (DFTA).

The results of our audit, which are presented in this report, have been discussed with officials from
the DFTA, and their comments have been considered in preparing this report.

Audits such as this provide a means of ensuring that City funds are used appropriately and that
transportation service providers are in compliance with the terms of their contracts.

| trust that this report contains information that is of interest to you. If you have any questions
concerning this report, please e-mail my audit bureau at audit@comptroller.nyc.gov or telephone my
office at 212-669-3747.

Very truly yours,

L@ Thovpa),

William C. Thompson, Jr.
WCT/fh

Report: MDO05-062A
Filed: June 15, 2005
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The City of New York
Office of the Comptroller
Bureau of Management Audit

Audit Report on the Department for the Aging
Transportation Service Provider Expenditures

MDO05-062A

AUDIT REPORT IN BRIEF

The audit determined whether the Department for the Aging (DFTA) contract payments
were valid and accurate and whether transportation service providers are in compliance with the
terms of their contracts.

Audit Findings and Conclusions

In general, the DFTA contract payments were valid and accurate and the sampled
transportation service providers were in compliance with the terms of their DFTA contracts.
Specifically,

DFTA expenditures were correctly reported and paid.
DFTA expenditures were solely for the purposes specified in the contracts.

Sampled monthly units of service, income from voluntary contributions, and
disbursements were reported accurately to DFTA.

Complaints were tracked and handled in a timely fashion.

However, our review disclosed the following weaknesses, which did not impact our overall

opinion:

e Two of the four sampled providers did not perform an annual passenger satisfaction
survey for Fiscal Year 2004, as required by DFTA’s Transportation Service
Standards.

e DFTA officials did not adequately track passenger complaints.

1 Office of New York City Comptroller William C. Thompson, Jr.




Accordingly, we make two recommendations:
DFTA officials should:

1. Ensure that Lenox Hill and NY Foundation send out an annual written client
satisfaction survey to its clients.

2. Establish a tracking system for documenting and monitoring passenger complaints.
Such records should include the details of the complaints, names of complainants,
action taken, and resolution.

Office of New York City Comptroller William C. Thompson, Jr.




INTRODUCTION

Background

The Department for the Aging (DFTA) contracts with local organizations to provide
programs and services for the City’s elderly population. DFTA is funded by the City, State, and
federal government, and through private grants and contributions.

In Fiscal Year 2004, DFTA contracted with 12 community-based organizations to
provide transportation services to seniors unable to use public transit so that they may go to
senior centers, congregate meal sites, service agencies, recreational activities, and medical or
other essential appointments. Although the trips are free, seniors may make a voluntary
contribution for the service. Transportation service providers report these contributions to DFTA
which are to be offset against the DFTA service expense reimbursements.

Each transportation service provider must supply individual or group transportation to
eligible’ individuals who live within its contracted community districts. Each one-way trip
provided is considered a unit of service. Contracts have required unit service amounts for each
contract year.

DFTA evaluates the transportation service providers: the Contract Evaluation and
Customer Satisfaction Unit (CEU) performs annual program assessments and reviews client
surveys; the Contract Accounting Unit and external CPA firms perform fiscal audits.

Transportation service providers receive an advance of up to 20 percent on their
contracted funds at the beginning of each year. In addition, DFTA reimburses them each month
for expenses incurred. The providers must submit to DFTA monthly invoices for reimbursement
no later than the 10" day of the following month. The total of the advance and the
reimbursement of the monthly invoices cannot exceed the total amount of the contracted funds.

For Fiscal Year 2004, DFTA provided 221,119 units of service (total one-way trips)
through its transportation service providers. Their total budget was $2,874,072 and expenditures
totaled $2,413,155. Table I, following, shows the budget, expenditures, and total units reported
for the 12 transportation service providers.

! Eligible persons are 60 years of age or older. Their destination must be beyond their walking distance (or
driving) ability, and they must have no alternative means of transportation available.
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Table |

General Information for DFTA’s 12 Transportation Service Providers
Fiscal Year 2004

Program Provider Budget Expenditures Units of Service
Tri Center Transportation 101,249 86,711 9,378
CC BA So Bronx Sr Transportation 259,319 185,315 29,262
RAIN Eastchester Transportation 178,763 141,168 16,527
Project Relief Transportation 228,800 191,202 23,671
EHCCI Transportation Services 214,302 106,028 10,738
WHIST Transportation 264,550 250,320 25,301
Lenox Hill Transportation Program 179,456 177,458 8,008
NY Foundation Transportation 390,192 383,656 18,875
HANAC East-West Connection 494,579 401,070 34,005
JSPOA Transportation Program 226,487 190,410 12,208
Allen AME Senior Transportation 101,513 96,788 9,646
SISCC Frail Elderly Transportation 234,862 203,029 23,500
Totals $2,874,072 $2,413,155 221,119
Objectives

The objectives of this audit were to determine whether DFTA contract payments were
valid and accurate and whether transportation service providers are in compliance with the terms
of their contracts.

Scope and Methodology

The scope period of our audit was Fiscal Year 2004 DFTA expenditures.

To gain an understanding of the policies, procedures, and regulations governing the
provision of transportation service, we reviewed DFTA’s Transportation Service Standards and
reviewed DFTA’s contracts with its 12 transportation service providers. To determine how
DFTA performs program assessments, we interviewed the Assistant Commissioner and Deputy
Assistant Commissioner of the Bureau of Community Services and the Director of the CEU. In
addition, we obtained and reviewed program assessment reports and variance reports for Fiscal
Year 2004.

To determine how DFTA reviews the books and records of the transportation service
providers and how they are reimbursed, we interviewed the Director of Contract Accounting and
reviewed DFTA’s Fiscal Management Manual. In addition, we reviewed the Field Audit
Monitoring Guide, as well as DFTA fiscal audit reports and annual certified financial statements
of the transportation service providers.
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We reviewed a sample of four transportation service providers. We randomly selected
two—Lenox Hill and RAIN Eastchester—from the population of 12 providers. We also
judgmentally selected the two highest paid providers during Fiscal Year 2004—NY Foundation
and HANAC. For our sampled providers, we reviewed the randomly selected May 2004
Contractor Invoice and Service Reports showing expenses incurred, income collected from
voluntary passenger contributions, and units of service reported to DFTA. Total DFTA Fiscal
Year 2004 payments to our four sampled providers were $1,103,352 and total units of service
were 77,415. We tested DFTA May 2004 payments totaling $81,698 and 6,206 units of service.

To determine whether expenses incurred were reasonable, appropriate, and in compliance
with prescribed guidelines, we reviewed the purpose of the expenditures and supporting
documentation such as disbursements journals, bank statements, and payroll records for May
2004. To determine whether income was accurately reported, we reviewed daily records of
contributions received, income statements, and deposit slips. We also determined whether
contribution receipts were appropriately safeguarded and deposited in a timely fashion. To
determine whether the monthly units of service were accurately reported, we recalculated the
daily totals of one-way trips reported on daily route sheets and reconciled the monthly total to the
monthly units of service reported to DFTA.

To ascertain whether transportation service staff were appropriately qualified and trained,
we reviewed individual personnel files for each driver. We determined whether they had
appropriate licenses, attended training classes, and had at least three years of driving experience.
In addition, we reviewed annual New York State motor vehicle printouts for each driver for
records of convictions and no more than one moving violation within the previous two years.

We reviewed files for each vehicle to determine whether a daily vehicle maintenance
form was completed and filed. We checked whether service providers surveyed passengers to
measure their satisfaction and the extent to which their transportation needs were being met, in
accordance with their contracts with DFTA. To ensure that the service providers tracked
passenger complaints and handled them in a timely fashion, we reviewed complaint records
maintained by the sampled transportation service providers. In addition, we determined whether
DFTA tracked passenger complaints as well.

The results of the above tests, while not projectable to all DFTA Fiscal Year 2004
transportation service providers, provided a reasonable basis for us to determine whether the
DFTA contract payments were valid and accurate and whether the providers had complied with
their contracts.

This audit was conducted in accordance with generally accepted government auditing
standards (GAGAS) and included tests of the records and other auditing procedures considered
necessary. This audit was performed in accordance with the responsibilities of the City
Comptroller as set forth in Chapter 5, 893, of the New York City Charter.
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DETA Response

The matters covered in this report were discussed with DFTA officials during and at the
conclusion of this audit. A preliminary draft report was sent to DFTA officials on March 29,
2005, and was discussed at an exit conference held on April 20, 2005. We submitted a draft
report to DFTA officials on May 3, 2005, with a request for comments. We received a written
response from DFTA officials on May 19, 2005.

In their response, DFTA officials stated that they have already taken steps to implement
the first recommendation. Regarding the second recommendation to establish a tracking system
for monitoring passenger complaints, they described a DFTA follow-up procedure involving
“telephone calls, e-mails, site visits and/or letters,” but provided no evidence or documentation
of the procedures or the agency’s handling of transportation complaints.

The full text of the DFTA response is included as an addendum to this report.

6 Office of New York City Comptroller William C. Thompson, Jr.




FINDINGS AND RECOMMENDATIONS

In general, the DFTA contract payments were valid and accurate and the sampled
transportation service providers were in compliance with the terms of their DFTA contracts.
Specifically,

o DFTA expenditures were correctly reported and paid.

o DFTA expenditures were solely for the purposes specified in the contracts.

e Sampled monthly units of service, income from voluntary contributions, and
disbursements were reported accurately to DFTA.

o Complaints were tracked and handled in a timely fashion.
However, our review disclosed the following weaknesses, which did not impact our overall
opinion:
e Two of the four sampled providers did not perform an annual passenger satisfaction
survey for Fiscal Year 2004, as required by DFTA’s Transportation Service
Standards.

e DFTA officials did not adequately track passenger complaints.

These issues are discussed in the following sections of the report.

Annual Surveys Not Performed

Two of the four sampled providers, Lenox Hill and NY Foundation, did not perform an
annual client satisfaction survey as required by DFTA’s Transportation Service Standard 6,
Compliance 6.3.

According to the standard, “At least once a year, the program calls or sends out a written
client satisfaction survey to each client for whom recurring individual service has been scheduled
during the past six months, to survey their satisfaction and to determine whether their needs are
being met.”

Surveys are important to assess clients’ overall satisfaction and their perception of
specific aspects of service, such as helpfulness of staff, accessibility, wait time, and
responsiveness to their specific concerns.

At the exit conference, DFTA officials provided to us copies of letters that they sent to
the two cited providers to inform them of our finding and to request corrective action.

7 Office of New York City Comptroller William C. Thompson, Jr.




Recommendation

1. DFTA officials should ensure that Lenox Hill and NY Foundation send out an annual
written client satisfaction survey to its clients.

DFTA Response: “The Contract Evaluation Unit sent letters on April 20, 2005 to Lenox
Hill Neighborhood House and New York Foundation requesting corrective actions to the
citation by the Comptroller. . . . We received written responses from both programs
confirming they have conducted and completed the annual client satisfaction survey.”

DFTA Does Not Track Complaints

Although our sampled transportation service providers tracked passenger complaints, we
found no evidence that DFTA maintained its own complaint tracking system to ensure contract
compliance with complaint procedures.

According to DFTA officials, complaints can come from many sources, including “311”
telephone calls, direct telephone calls, and letters. Service-related complaints are directed to the
Community Coordination and Program Liaison Unit. Depending on the nature of the complaint,
a call will be made to the complainant and the contract program as part of the investigation of the
complaint. Certain circumstances may result in a phone call or visit by DFTA staff to the
program or an arrangement to have the DFTA program liaison meet with the complainant.
Generally, a letter will be forwarded to the complainant concerning the resolution of the
complaint.

At the exit conference, DFTA officials provided us with copies of e-mail correspondence
to show an example of how they handled a complaint. However, they did not provide us with
evidence that they track and monitor complaints to individual transportation service providers.
Without such records, we were unable to determine whether complaints were handled in a timely
manner and according to stated procedures. In addition, we cannot be assured that DFTA has
adequately monitored the quality of its contracted transportation service.

Recommendation

2. DFTA officials should establish a tracking system for documenting and monitoring
passenger complaints. Such records should include the details of the complaints,
name of complainant, action taken and resolution.

DFTA Response: “Transportation related complaints go to the Deputy Assistant
Commissioner (DAC) of the Bureau of Community Services (BCS) who files these
complaints in an electronic folder. The DAC then forwards these complaints to the
Director and Supervisors of the Community Coordination and Program Liaison Unit
(CCPU) which then are assigned to appropriate staff. Follow-up is done on the complaint
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by telephone calls, e-mails, site visits and/or letters. Resolution of complaints is
documented and then filed.”

Auditor Comment: DFTA officials provided no evidence of the procedure they describe
in their response, such as records or logs of complaints, telephone calls, site visits, or
letters mailed for resolution of complaints; therefore, it was impossible to determine
whether complaints are handled in a timely manner and according to stated procedures.

Office of New York City Comptroller William C. Thompson, Jr.




ADDENDUM

DEPARTMENT FOR THE AGING Page 1 of 14

2 LAFAYETTE STREET
New York, New York 10007-1392
(212) 442-1100

E veW)ﬁ/)_}kJ Edwin Méndez-Suntingo. MSW, C5W

Commissioner

May 18, 2005

Mr. Greg Brooks

Deputy Comptroller for Policy, Audits,
Accountancy and Contracts

Office of the Comptroller

One Centre Street

New York, NY 10007-2341

RE:  Audit Report on the Department for
the Aging
Transportation Service Provider
Expenditure MD0O5-062 A

Dear Mr. Brooks:

In response to your May 3, 2003 lcfter attached you will find the Departrment for
the Aging’s response to the NYC Comptroller’s draft audit report no. MDO05-062A;
Transportation Service Provider Expenditures.

If you have any questions about our response, please contact Grennett Camnpbel
at 212-442-1159.

Sincerely,

yads
Edwin Méndez-Sartiayo
Commisst

www.nyc.goviaging
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The following are responses to findings of the Draft of the *‘Audit Report on the
Department for the Aging Transportation Service Provider Expenditures-
MD05-062 A" dated May 3, 2005.

Audit Recommendation:
DFTA afficials should ensure that Lenox Hill and New York F. oundation send out an

annual client satisfaction survey to its clients.

DFTA Response:
The Contract Evaluation Unit sent letters on April 20, 2005 to Lenox Hill Neighborhood

House and New York Foundation requesting corrective actions to the eitation by the
Comptroller. (See Attachments Al and B1). Since then, we received written responses
from both programs confirming they have conducted and completed the annual client
satisfaction survey. (See Attachments A2-A4, B2-B3)

Auydit Recommendation:
DFTA officials should establish a tracking system for documentmg and monitoring

passenger complaints. Such records should include the details of the complaints,
name of complainant, action taken, and resolution.

DETA Response:

DFTA receives transportation complaints from a variety of sources such as 311.
However, Transportation related complaints go to the Deputy Assistant Commissioner
(DAC) of the Bureau of Community Services (BCS) who files these complaints in an
electronic folder. The DAC then forwards these complaints to the Director and
Supervisors of the Community Coordination and Program Liaison Unit (CCPU} which
then are assigned to appropriate staff. Follow up 1s done on the complaint by telephone
calls, e-mails, site visits and/or letters. Resolution of complaints is docurnented and then

filed.

Additionally, the audit draft states in Page 8: “In addition, we cannot be assured that
DFTA has adequately monitored the quality of its contracted transportation service™.

DFTA FEesponse:

The monitoring of service quality is of paramount importance to DFTA. The annual on-
gite assessment reviews the quality of program administration, service delivery and
critical health and safety indicators, including the inspection of vehicles, In cases where
programs do not meet assessment standards, technical assessment is provided by CCPU,
and a follow-up assessment is performed to verify corrective actions which often includes

lof2
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additional site visits. Fiscal performance and accountability is constantly monitored by
DETA Contract Accounting. Programs have available technical assistance from their
assigned Program Liaisons in the Community Coordination and Program Liaison Unit to
assist them in any matter related to service delivery and administration throughout the

year,

2of?2
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DLAFAYETTE STREET
New York, New York 10007-1392
(212)442-1160

i th 01‘kJ Ecdwin Mindez-Sanrfago, MSW_ C5W
Commussioner

Jorge Romere
Assistant Commissioner

April 13, 2005

Rebecca Mushkin, Director
Lenox Hill Transportation Program

331 East 70 Street
New York, NY 10021

Dear Ms. Mushkin:

Re: Lenox Hill Transportation Program — DFTA [D#34501

We have been notitied by the New York City Comptraller’s Office that in a recent visit to your
program, it was found that your program did not perform an annual passenger satisfaction survey
for Fiscal Year 2004 asrequired in the Department for the Aging Program Management Manual:

Standard 6. Compliance 6.3.
“At least once a year, the program calls or sends out a written client satisfaction survey

to each client for whom recioring individual service has been scheduled during the past
six months, 1o swrvey their saiisfaction and 10 determing whether their needs are being

met. "
Please forward your corrective action plan to Contract Evaluation & Customer Satisfaction Unit,

2 Lafayette Street, 8th Floor, New York, NY 10007 by May 2, 2005,

If you need technical assistance, please contact your Program Office/Liaison in the Community
Coordination and Program Liaison Unit (CCPL).

Thank you for your cooperation and your efforts in improving the quality of services.

Singerely,

. Y
~“Guillermo Cruz, Jr., Qipcto
Contract Evaluation & Customer Salisfaction Unit

Ce: Warren B. Scharf, Executive Director
CCPU Direcror

Visit g5zt hupiiwwovanyeroviaains
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Thomas J. Edelman
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Mr. Guillermo Cruz Jr. Director

Contract Evaluation and Customer Satisfaction Unit
New York City Departraent for the Aging

2 Lafayette Street, 8" Floor

New York, N.Y. 10007

May 16, 2005

Dear Mr. Cruz:

Per ry conversation wih your staff, ] have attached a copy of the letter and
survey that was mailed ut to East Side Transportation participants. We
complcted distribution of the survey Friday April 29,2005, ard are still recejv) ng

responses,

Please feel free to contazt me should you need additional infetration

Sincerely,
usan Moritz, LMSW
Director, Older Adult Services

F
Coimi Nlvragn oo Sy R .
) ‘ i H FRE Smerapret b Vet SR TR TR I T Y W e )
e t""" (1120 g A4 e T at St 1Y - a1 LIRY I TP Tl!“' HIP1 -<'|l [RENE rf”'\l lI- » I"‘!f.‘i "H
P York, MY Joro Mew Yok Ny Tippor TS LN P T T T U N S T vl dven e W i
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12127722836 ATTACHMENT A3 FanI B3/B6

A5/88/2885 €8:84
FILNON THILL

NEIGHBORHOOD .
Hotise"

[ T AL - e e A - ———— e

Tel: 212 TIE5002 Faxy 2125 L3150 www fenoshill.aig

DA East 7O Sireey, New Yarg, VY o)

Mru. Falix G. Hohatyn
Wra, Sydney Roberis Shuman
TONORARY GlAIRE

Diana Ronan (hraslia AP]{IL 28 2005

HAIR

Thomas [, Edelman
PHLEINE T

Watrer B. Scharf . . )
e Dear East Side Trznsportation Participant:

EXECITIVE (IHEST e

We at East Side Transportation enjoy serving you. Qur funder,
the New York City Department for the Aging asks that we have
you fill out the enclosed questionnaire on a yearly basis. They.
like us are interested in your opinion of the service.

Please fill out the enclosed questionnaire and return it to us as
seon as possible. For your convenience we have enclosed a self

addressed stamped envelope.

With appreciation ror you time,
East Side Transportation '

Wt s
P,

{ L )
"...\II‘“. | :-I-_‘-:s.nn [ DAY TR ST 4 pne St Canrrey -
- ST WO Lo d0 0t g L I I e BT o Mo b b
.-‘.‘..“_'IL Y Hnyxe e Yook SNy Bius g N c
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EAST SIDE TRANSPORTATION
QUESTIONNAIRE
Hello East Side Transportation participents. We need your help, please take a moment to
fill out this form. Let us know vihat you have liked, haven’t liked and what you would
like to see in the future. We will use the results of this survey to help us improve our

service.
* If you havi any questions please call: Ruth Suarez at (212) 744-5022#1206
Please print clearly. Jf you need additional shace nse the back of these sheets,
Elease mail b:ck in enclosed envelope - Thank You.

1. How do you feel about :
a) Our East Side Transportation Services ?
Excellent  Good Fair Poor

Comments

b) Driver — Helpfulness/ courteousness?
Excellent Good ___ Below Average
Excellent Good _ _Fair ___ Poor

Comments

c) Bus Monitor — Helpfulness/ courteousness?

Excellent _ Good _ F air____ Poor_

Excellent Good  Fair __Poor

Comments _
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d). The cleanliness of the bus
Excellent Goad Jair Poor
Comments

2. When the bus driver picks you up do you generally get to your

destination on time? Yes NO
Comments

3. Have ycu benefited from the Fast Side Ttansportation Pro gram?
Yes No . If yes please share how you have
benefited from the program or what you have used the EST for.

4.Do you feel safe and ccmfortable on our bus? If No please
explain. Yes No
Comments
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po you have a specific suggestion on anything we could do to belp
improve any aspect of the program?
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2 LAFAYETTE STREET
New York. New York 10007-1392
(212) 4421160

Z\ZBW OI'kJ Edwin \indeg-Bantiago, M3W, C5W
i Commissioner

Jorge Ramera
Assistant Commisstoner

Apnl 13,2005

Armina Freas, Dirgctor

NY Foundation Transportation
404 West 54 Street

New York, NY 10019

Dear Ms. Freas:

Re: NY Foundation Transportation — DFTA ID#36701

We have been notified by the New York City Comptroller’s Office that in a recent visit to your
program, it was found that your program did not perform an annual passenger satisfaction survey
for Fiscal Year 2004 as required in the Departrnent for the Aging Program Maragement Manual:

Standard 6. Compliance 6.3.
“At least once a year, the program calls or sends out a written client satisfaction sumey

to each client for whom recurring individual senvice has been scheduled during the past
six months, to survey their satisfaction and to determine whether their needs are being

met, "

Please forward your corrective action plan to Contract Evaluation & Customer Satisfaction Unit,
2 Lafayette Street, 8th Floor, New York, NY 10007 by May 2, 2005.

If you need technical assistance, please contact your Program Office/Liaison in the Community
Coordination and Program Liaison Unit (CCPU). .

Thank you for your couperation and your efforts in improving the quality of services.

Singerely,

/
GuillermoCruz,.,fl/*., idctor

Contract Evzluafiod & Custorner Satisfaction Unit

Cc: Linda Hoffman. Freourive Director
CCPU Diroctor

Vislous o horpswwawony e goviping
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New York Foundation For Senior Citizens, Inc.

Tel: 1-212-936-0855

Project C.A.R.T.
Fax: 1-212-489-9332

404 West 54 Street

New York, N.Y. 10019
' April 20, 2005

Guillermo Cruz, Ir,, Director
Contract Evaluation & Customer Satisfaction Unit

NYC Dept. for the Aging
2 Lafayette St.
NY, NY 10007

Re: NY Foundation Transportation — DFTA [D#36701

Dear Mr, Cruz:

During the recent inspection visit by the New York City’s Controller’s Office T was
informed that we had not complied with the program requirement to conduct an annual
survey of rider satisfaction during Fiscal Year 2004 of our contract. Corrective action

was immediately taken by the following means.

The attached letter and satisfaction questiopnaire was distributed by the Project CAR.T.

drivers to all program riders during a two week period in January 2005 and copies

retained on the vans for periodic distribution in the future. The majerity of the responses
- received were given to the drivers but others were mailed to our offices at Park Place and

West 54 ¢, Samples of the responses are also attached.

future to continue polling our riders re the

Project C.AR.T. will make every effort in the
ggestions on ways to improve that

quality of the service provided to them and for su
service or to correct any problems that may be revealed.

Please contact me at (212) 956-0855 if you need additional information,

Sincerely, . ,
C,‘E:-:...—H_._._.-ﬂ:\_____ '\-L-f_z\..l'_.-ﬂ—-..__..-"'
Amina Freas, Program Director

[ . —— _— — . s . ——

BEoard Of Directors
President

Chairman
Edward N, Costikyan

Vice Chairmen
Duncan Elder
Zibby Tozar

Exccutive Secreiany
Stephen A Zelnick

Treasurer
Alred 8. Goldfield

Dreborah $mith Bernatein
Arthur B, Brown

Perl Chang

Ann D’Amato

Joan Finkelaizin

Arlene Francis

Cwnthia Gelulich
Anthaony B, Glidemun
Joan Hamburg

Maney Hunes

Eleen Wiler Judell
Jules L Kiein

Alice Rush Levy
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Bettina P, Murray
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Anm Van Mege
David |, Wing

Executive Comnminee
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Lindza B. HofTman
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. New York Foundation for Senior Citizens, 1bGe 120114
n Park Place TEL 212 g62-7¢5p
Suite 1416 212 962-746¢

New York, NY 1ooo7-28c1

Dear Transportation Program Client:

New York Foundation for Senior Citizens has been pleased to provide you with the

FaX 212 237-295

services of our Transportation Program. I trust that our sservices have been of the highest

possible quality.

As you know, our services are provided free of charge through a grant admimstered by
New York City Department for the Aging. Since these funds are limited and to insure
our ongoing ability to administer this important program, we must also rely on
contributions. '

Inn view of the help we have been able to provide for you through our Transportation

Program, we would be most grateful if you would consider making a 50 cent contribution
per trip toward its service, Should you wish to support our program(s), please make your

50 cent contnbution each time you enter the van, The contnbution will be greatly
appreciated and will be used as effectively as possible to insure our continued ability to
provide the highest quality transportation services. :

Qf course, all contnbutions are voluntary, Please be assured that should you desire

transportation services in the future, you will be assisted regardless of whether or not you

have been able to make a contribution at this time.
further assistance to you. We welcome your suggestions, comments and/or concerns
regarding the quality of Project C. A R.T.’s service. There is a Rider Satisfaction

Please let us know if we can be of

Questionnaire on the reverse side of this letter which we would appreciate your filling out

and returning to the Project CA.R.T. office at 404 West 54% StLNY, NY 10019 or
faxing to {212) 956-0842.

We look forward to being of service to you. We also thank you in advance for your,
hopeful, support of New York Foundation for Senjor Citizen’s Transportation Program,

Sincerely,

O.aw'-k-)ﬁ’)‘%u

Armuna freas
Program Director
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NEW YORK FOUNDATION FOR SENIOR CITUENsi‘;fﬁ?fffﬁi"
PROJECT C.AR.T.
RIDER SATISFACTION QUESTIONNAIRE

L
Name of Ricer DU .. /) )75

o
L. Are you satisfied with your Project C.A R.T. Transportation service? @ NO
i

L]

2. Is the Project C.A.R.T. office staff courteous and responsive to @ NO
your needs?

3. I's your Project C.A.R.T. Driver courteous and reéponsive to your needs? @ NO

4, Are you picked-up by the van/private car service on time? @ NO

If your answers are NO to any of the above questions, please jndicate why and/or provide any
other information you think will be helpful below:

Commcnts /Q MMMZA -zj/ (. /mﬂ)%ifﬂd /éai' ,{,Z:_
o @157 e o m,{. ,MJ»!@—M o iy,
AL b, m /‘J}UTWXJH




ATTACHMEMNI B2

NEW YORK FOUNDATION FOR SENIOR CITIZEN%P})ﬁTDﬁz’I
PROJECT C.A.R.T. age 14 of |
RIDER SATISFACTION QUESTIONNAIRE

Name of Rider__ Date ___ (7 7= 05"

1. Arc you satisfied with your Project CA.R.T. Transportation service? @ NO

Cral s, T senicn

2. Is the Project C.A.R.T. office staff courteous and responsive to @ NO
your needs?

3. Is your Project CA.R.T. Driver courteous and responsive to your needs? @ NO

lrve, ard fargpd Tho: 048 ok oL S5

4, Are you picked-up by the van/private car service on time? @ NO

Zicffess i pmesonslill Foiluras ofoipan, frasty)

If your answers are NO to any of the abave questions, please indicate why and/or provide any
other information you think will be helpful below:

Comments:




