
CAN Transportation 
                               April 14, 2021 

                                                 Zoom 
                     Minutes of Meeting 
 
 

Chair: Christopher Gordon, Colin Cantlie 

 

Present: 
Colin Cantlie (CHHA)          Laura Trollope (Calgary Transit Access)  
Colleen McGann (Community Advocate) Dan Pederson (Community Advocate)          
Ermira Kusari (CAN)             Karen Munro (CART services)  
Jim Brown (Community Advocate)  Mezaun Lakha-Evin (CPA/CAN) 
Karly Ross (Bike Calgary)   Brittany McFarlane (DDRC)   
Christopher Gordon (CNIB)            Jonathan van Heyst (Bike Calgary) 
Nikki Stevens (Between Friends) 
   

Minutes of the Meeting 

1. 
Land Acknowledgement 
Welcome and Introductions 
 

2. March meeting minutes - Approved 

 

Thank You Colin 

Colin Cantlie (the chair of the table) will be stepping back from his role and involvement with 

CAN Transportation table, however the table extended the invitation to Colin to join the 

meetings whenever his time permits. Jim Brown will be stepping in as co-chair and 

Christopher Gordon will serve as chair of the table. 

 

CAN UPDATE 

- CAN did not receive the Civil Society Fund, which it hoped to use to expand its reach. CAN 

will however proceed with the name change (Alberta Ability Network) and will expand by 

relying on the support of all the members.  

 

Transit Summit 2015 and Provincial Transportation Strategy 

- Following on the very well-attended 2015 Transit Summit, there remain only a few 

recommendations from the summit that have not been fully accomplished. The work that 

Calgary Transit has done so far towards accessibility and inclusion has successfully target the 

recommendation.  

- The table will seek to work in partnership with other municipalities to bring about a provincial 

transportation agency 

 

1.CTA Updates – December 2020 

- Trips provided: 28,697 trips. Forecasted was 99,535. Last February trips provided: 100,840. 

- On-time performance: 93.86 % despite the snow and ice conditions; better than 2020 and 

2019. 
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- Cost per trip: above the budget due to the lower number of trips provided. Total cost/trip 

$48.16 versus the budgeted $34.38. 

- On Board times: similar to 2020 (see pie chart attached). These are expected to change as 

the number of trips increase. 

- Call times: Average delay was 21 seconds with 98.32% of the calls being answered under 3 

minutes. Calls received: 18,312. 

- Web bookings: mirrors what the call center experience. There are a few of new users using 

web booking. 348 users in February who requested almost 4,500 trips and took over 3,000 

trips. 

- 35 commendations and 15 concerns. At fault concern is when an investigation is done and 

determined that CTA did something wrong. Target is 1 at-fault concerns per 1,000 trips. 

- Driver training: 34; a lot of it was driver checks.  

 

Discussion:  

1. COVID-19 vaccination program has eluded towards frontline workers being 

vaccinated, which leaves out drivers.  

CT drivers are not considered a priority at this time therefore are not given advanced 

opportunities to get vaccinated however there is a robust protective equipment provided to 

the operators.  

2. With the increase in variant, is CTA looking into limiting the number of people in 

buses? 

Due to the ability of the buses to safely board a number of users at the same time with 

sufficient space between them and the rigorous cleaning carried out, there is currently no 

need to move back to the previous limitations on buses.  

3. Has the waiting window for CTA users been extended after receiving the vaccine? 

Vaccination trips are already being provided to registered customers. Laura will keep us 

posted on the adjusted time. 

 

Proposal 

Send a letter to Alberta Health Services to indicate the importance of drivers to be on 

the frontline and therefore prioritize drivers for vaccination. 

- The table moved to write a letter – Jim will provide the first draft 

 

Calgary Transit LINK project 

- LINK is an integration between Calgary Transit fixed-route service and Calgary Transit 

Access para-transit service. Other municipalities have launched a similar program. It provides 

an additional option for travel. 

- Guaranteed same day trips – it will work for some but not for everybody. Participation is 

voluntary. 

- Planning to operate it for one year starting April 12 to see what works well and what needs to 

be improved and if users like it. Will make adjustments along the way by adding customers 

and increasing the geographic area. 

- Demand for Calgary Transit Access service is continually increasing due to the older 

population therefore an increased in demand for CTA is expected year over year. The City of 

Calgary’s budget is also somewhat constrained. Calgary Transit fixed route trips funding is 
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split between the taxpayers (55%) and fair revenue (45%). Calgary Transit Access trip is 

funded by taxpayers (90%) and fair revenue (10%). 

- Council provided direction in 2020 to modernize the service while reducing costs and this is 

one opportunity. 

- LINK will increase flexibility in travel and confidence in using fixed-route transit in navigating 

the community.  

- LINK uses existing LRT and MAX stations (buses and C-trains). Using existing rules, policies 

and guidelines whenever possible.  

- A Calgary Transit Access bus picks the customer up at their place of residence and takes 

them to the Hub (a MAX or LRT station). From there the customer takes a fixed-route vehicle 

to reach the destination. Currently using Saddletowne, Whitehorn and Rundle). In addition, at 

Rundle, there is the MAX Orange stop as well and there are two additional MAX Orange stops 

on 32nd Avenue’ also using MAX Purple on 17th Avenue.  

- Trip planning does not currently fully integrate with the fixed-route however they use the 

same software so there is potential to address that in the future.  

- There are currently two volunteers ready and trained to try the LINK service and are looking 

to add other volunteers to the program. 

- Looking into integrating with some other on-demand services being piloted; looking into 

upgrading some technologies. 

- There is a large travel training component such as planning CTA and CT and how fairs and 

transfers work. For the first time, CTA will be accepting fair transfers from those using a fixed-

route. Training is customized for each individual.  

- Booking a LINK trip, participants have to book their fixed-route trip. They call into CTA to 

book the trip to the hub but they also need to know what time they need to be there to catch 

the fixed-route section of the trip. Once they get off the CTA vehicle, they are escorted to the 

transit hub and then independently travel on the fixed-route. 

- Maintaining the existing fair options for CTA which are similar to the fixed-route fair payment 

options and can use a transfer. Encouraging user to use the My Fare app 

(https://www.calgarytransit.com/fares---passes/my-fare.html?redirect=/myfare) as much as 

possible as it will help make a seamless transition. Seniors pass and CNIB pass is not 

accepted at this time.  

- Customer feedback: will be connecting with the volunteer participants to find out how they 

are finding the service, what works and what needs to be changed. 

- If the pilot is successful, then it will be expanded. Due to Covid-19, 13 customers were 

originally interested however that number has come down to 2. 

 

Discussion: 

- In inclement weather conditions, will there be indoor spaces available while waiting 

for the transfer? How about security? How are passengers who are delayed getting to 

where they need to get to handled? CAN Smart Cards carry transfer? Audible 

communication for people who are hard of hearing and experience vision loss. 

- In inclement weather, systems could be delayed but should such a situation arise, users can 

opt to use CTA only or if it happens mid-way, they can call into the control center and 

modifications can be made to accommodate it. There are additional security guard that have 

come on-bboard to address related concerns in addition to the security features in vehicles 

https://www.calgarytransit.com/fares---passes/my-fare.html?redirect=/myfare
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and asking the operators for assistance. The Smart Card is an actual app (My Fare) that is 

used on the phone and it shows a transfer. It is scanned and activated and shows the 90-

minute time to show that it is valid and can be used in CTA and CT vehicles within that 

transfer time. Drivers would also be made aware if there is a customer with a disability on 

board so that the necessary accommodations can be made. Language (as it relates to 

customers who are hard of hearing or experience vision loss) will also be included. 

- Is this the best time to launch considering the circumstances due to Covid-19? 

- Hoping that with vaccinations rolling out there will be more customers coming on board of 

the program and also considering that we do not know when the pandemics might be over.  

- Is there something the CAN Transportation table can do to support the promotion of 

the project? 

- Have not considered a vast promotion during the pilot but once they start expanding on it, 

they will rely on CAN and other agencies to ask for more volunteers. 

- Does the program extend the hours for CTA? 

- Those types or rules and regulations will not be changing for the time being. 

 

Bike Calgary - Proposal for Joint Education Campaign 

- There is an opportunity to amplify some of the experiences in pathways. 

1) Focus: 

a. To highlight positive and effective ways to share the pathways 

b. To promote user empathy for one another 

c. To highlight issues of pathways, use and sharing that may be new or unfamiliar to 

respective organizational membership  

D. To ensure that different users' needs, such as the needs of users with 

differences in hearing, vision or mobility are appropriately highlighted and 

amplified with consent. 

2) Method 

a. Bike Calgary will put out a series of educational articles highlighting 

different strategies for safely using pathways 

b. Where appropriate Bike Calgary will collaborate with the Calgary Ability 

Network to produce materials that reflect users with different needs, using 

narrative where appropriate as a tool to build empathy 

c. We will seek to further collaborate and share the resource through 

connecting with the appropriate City of Calgary departments (we are in talks 

with a Bike Calgary member who is a City Employee) 

d. Assess effectiveness and explore future possibilities as the project 

progresses) 

 

3) Location of resources 

a. Bike Calgary newsletter 

b. Bike Calgary Website 

c. Bike Calgary social media 

d. Ability network newsletter (other suggestions welcome) 

e. Possible materials to distribute at tables 
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    I. Target areas that CAN has designated as notable and of concern for 

membership 

     II. Target areas of strategic importance to Bike Calgary 

Bike Calgary’s ask to the Calgary Ability Network: We would like to make this a team 
effort. 
We welcome volunteers of all abilities who wish to participate, we are in particular looking for 
people who would like to collaborate on writing an education pamphlet, and collaborate on 
writing lengthier blog posts and perhaps media releases. Volunteers could help with one blog 
post, or could stay involved through the whole initiative. Ideally we would like a team of 
between 
4 and 8 people to work with us on this project. 
 
Next Steps: We would like to produce a brochure that we can have both the Bike Calgary 
Board and the Transportation roundtable approve and then proceed with printing by early 
summer. Depending on COVID health regulations this may either be distributed at tables 
along 
the pathway system over the summer, or through other channels. 

 

This is a great timing for the initiative as there has been an increase in pathway users due to 

the pandemic and also people using a different mode on the pathways. 

 

National Accessibility Week 

- CAN and ACA are hoping to collaborate. ACA will be meeting on April 15th and get back to 

CAN with their decision for a collaboration. Once the decision has been made, we can then 

proceed further. 

 

 

Wrap-Up/Adjournment 

Next meeting: 

Date: May 12, 2021 

Time: 11:00 AM – 1:00 PM 

Location: Zoom 

 


