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ADA PARTICIPATION GROUP FORUM 
WEDNESDAY May 27, 2026 

 
If you experience an issue with the ADA Paratransit service that requires investigation, please do not 
hesitate to contact the Customer Service Department at (860) 724-5340 extension 9, Monday through 
Friday, 8:00 a.m. – 5:00 p.m., email us.hartford.customerservice@transdev.com, or fax (860) 936-3750. 
You may also write to: Customer Service Department c/o Transdev, 148 Roberts St, East Hartford, CT 06108.  
If you are able, please file any and all complaints within 48 hours of the incident.  
 
This forum was held from 10:30 a.m. – 11:30 a.m. at the Bloomfield Senior Center, 330 Park Avenue, in 
Bloomfield, CT. The following were in attendance:  
 
Riders/Public – Lynne Altschuler, Marsha Burckson, Josh Cohen, Ralph Dooley, Antonita Dunbar, Anthony 
Davis, John Phelan, Ellen Gregory, Beverly Jackson, Celestine Jorden and Melissa Thompson 
 
Transdev –Anand Gounder, Greg Harrington, Pam Murphy, Alan Pardi, Brenda Soto, Sonia Vega, Karla Vera, 
and Rita Voskonva 
 
Greater Hartford Transit District (the “District”) – Margaret Banker, Valerie Ellis, Elaine Sellenberg, and Pat 
Williams 
 
Operations: 
March 2026 passenger trips were 40,592, no shows 982 (2%), and cancellations 9,024 (22%). 
April 2026 passenger trips were 39,796, no shows 920 (2%), and cancellations 9,053 (23%). 
 
Customer Service: 
March     
In March 291 concerns were received from passengers, 28 were compliments, and complaints are as 
follows:  6 driver, dispatch, reservationist, and/or scheduling, 11 late/early arrival, ride length, missed trip, 
or inefficient, 0 mechanical and/or related to safety, 3 door-to-door and/or related to wrong drop-off or 
pick-up, 0 no-show, 4 unknown, 31 invalid, 1 other and 207 n/a, record only, other, and general 
information.  
 
April   
In April 322 concerns were received from passengers, 31 were compliments, and complaints are as follows:  
9 driver, dispatch, reservationist, and/or scheduling, 35 late/early arrival, ride length, missed trip, or 
inefficient, 0 mechanical and/or related to safety, 2 door-to-door and/or related to wrong drop-off or pick-
up, 0 no-show, 3 unknown, 31 invalid, 0 other, and 211 n/a, record only, general information.  
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Staff Comments: 
Anand Gounder 
Mr. Gounder shared the following:  

• Transdev team successfully raised funds for the Foodshare “Walk Against Hunger” fundraiser in 
April. 

• CT State Roadeo event was held and the Transdev Team proudly won in the following categories: 
1st place, 2nd place, 3rd place, best overall team, and rookie award.  Congratulations to them all!  

• There are new staff in the dispatch, reservations and safety departments.  

• He extended apologies to passengers for late pickups and drop offs and acknowledged the on-time 
performance for 2026 has decreased. He spoke about some of the challenges contributing to the 
reduced on-time performance.  The performance of Transdev is monitored and they are held 
responsible for on-time performance issues.     

• Job fairs are being actively conducted monthly to assist with recruitment efforts. Presently we have 
40+ drivers in various recruitment stages. We have also reached out to our corporate team for 
guidance.  

• We will continue to make every effort to improve the service. 

• A person can apply for a Transdev position by going to www.transdevna.com/careers       
 
Participant Comments:  
Antonita Dunbar 
She would like to see ADA Paratransit notify passengers if the service will be late. Drivers are reaching out 
to dispatch to have them call passengers because they are running late; however, dispatchers are not 
making the call to the drivers. She recommended scheduling trips that are going in the same direction.  
 
Anthony Davis 
Mr. Davis expressed the same concern as Ms. Dunbar. He was picked up and was less than a minute from 
his house; however, the driver went to pick up another passenger and then went back to drop him off at 
his house. He described other less than ideal experiences he had with the service.   
 
Celestine Jordan 
She provides the reservationist with appointment times earlier than her actual appointment to allow extra 
time. She has directed individuals to driver positions.  
 
Lynne Altschuer 
She agrees that extra passengers are being added on to drivers’ run and this is not conducive for the driver. 
There are a lot more passengers but not enough drivers. 
 
John Phelan 
He understands there are enough buses but not enough drivers. He has seen the service decline in the last 
few months. Are the qualifications different for a driver who drives for the CTtransit bus?  He shared with 
the group that his daughter has medical conditions, and she needs to be picked up in an efficient manner. 
If the service does not improve, should he adjust his daughter’s subscription time? He would like to see 
the ADA forums occur more often. 
 
 



 

 

3 

 

Beverly Jackson 
She too must call dispatch to see if her ride is going to be late and they get irritated with her. She used to 
assist with wheelchair training and would like to volunteer to do it again.   
 
Ellen Gregory 
As a passenger, what can she do to get to her appointment on time? Watch what is happening with your 
drivers because they are “stressing” and “they have had it”.  
 
Joshua Cohen 
Drivers are not picking him up at the correct location at his pickup point. ADA needs to be more flexible 
when he needs to cancel his subscription trips.  
 
Melissa Thompson 
The disrespect and lack of training from the drivers are very concerning to her.  
 
Marsha Burkson 
She noted that if you have an appointment is very important to provide an appointment time instead of 
requesting a time to be picked up. 
 
Ralph Dooley 
He appreciates the efforts of everyone. He is associated with the National Federation of the Blind locally 
and nationally and they have asked him to speak with staff about conducting training.  
 
Staff Responses:  
Staff shared when scheduling appointments, it is best to provide an appointment time of 10/15 minutes 
before the actual appointment time. The peak time of the service is 7am-9am and 1pm-4pm. Transdev will 
review subscription trips to day programs to see if any adjustments need to be made. ADA Paratransit 
driver qualifications differ from the CTtransit drivers. Staff appreciate all the concerns discussed at this 
forum and will continue to work with all passengers to improve on time performance and staff 
relationships. What staff heard at the forum were the following: 

• Passengers are not packages and need to be treated with respect 

• On-time performance must improve 

• Driver and dispatch training must get better 

• Transdev will reach out to specific passengers who would like to assist with driver training 
 
 
The next ADA Participation Group Forum will be held on July 29, 2026. 
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        If information is needed in another language, contact 860-247-5329 x3011 
 
French 
Si des renseignements sont nécessaires dans une autre langue, composez le 860-247-5329, poste 3011. 
Serbo Croatian 
Ako su vam potrebne informacije na drugom jeziku, nazovite 860-247-5329 x3011 
Portuguese 
Se precisar de informações em outro idioma, ligue para 860-247-5329, ramal 3011. 
Italian 
Se avete bisogno di informazioni in un’altra lingua, telefonate al numero 860-247-5329 int. 3011. 
Polish 
Jeżeli istnieje zapotrzebowanie na te informacje w innym języku, prosimy o kontakt na numer telefonu 
860-247-5329 wewn. 3011. 
Russian 
Если Вам необходима информция на другом языке, пожалуйста, обращайтесь по номеру телефона 
860-247-5329, доб. 3011. 
Spanish 
Si necesita información en otro idioma, llame al 860-247-5329, extensión 3011. 
Chinese 

如需其他语言的信息，请致电 860-247-5329 x3011 

Vietnamese 
Nếu cần thông tin bằng ngôn ngữ khác, hãy gọi 860-247-5329 x3011 
Korean 

다른 언어로 기재된 정보가 필요하신 경우, 860-247-5329 x3011로 연락해 주시기 바랍니다. 
Hindi 

यदि जानकारी अन्य भाषा में चादिये, 860-247-5329 x3011 संपकक  करेंج 

Arabic 

  
3011 داخلى   ، 860-247-5329 رقم  على الاتصال  يرج   أخرى،  بلغة للمعلومات  الاحتياج  حالة ف   

Gujarati 

જો બીજી ભાષામાાં માહિતી લેવાની જરૂર િોય, તો 860-247-5329 x3011 પર સાંપર્ક  ર્રો. 
 

 

 
 
 
 
 

 

 


