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ADA PARTICIPATION GROUP FORUM 
WEDNESDAY September 16, 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 virtually from 10:30 a.m.  – 11:30 a.m. The following were in attendance:  
 
Riders/Public – Lynne Altschuler, Marsha Burckson, Nyema Pinkney Cranford, Theda Frances, Celestine 
Jorden, Amelia Smith, and Marcia Smith.  Note there was another caller on the telephone; however, they 
did not identify themselves 
 
Transdev –Anand Gounder, Greg Harrington, Pam Murphy, Sonia Vega, and Rita Voskanova   
 
Greater Hartford Transit District (the “District”) – Margaret Banker, Valerie Ellis, Doug Holcomb, Elaine 
Sellenberg, and Pat Williams 
 
Operations: 
July 2026 passenger trips were 37,945, no shows 929 (2%), and cancellations 9,842(26%). 
August 2026 passenger trips were 37,515, no shows 815 (2%), and cancellations 8,619 (23%). 
 
Customer Service: 
July     
In July 314 concerns were received from passengers, 19 were compliments, and complaints are as follows:  
7 driver, dispatch, reservationist, and/or scheduling, 14 late/early arrival, ride length, missed trip, or 
inefficient, 1 mechanical and/or related to safety, 1 door-to-door and/or related to wrong drop-off or pick-
up, 1 no-show, 6 unknown, 25 invalid, and 240 n/a, record only, other, and general information.  
 
August   
In August 275 concerns were received from passengers, 24 were compliments, and complaints are as 
follows:  8 driver, dispatch, reservationist, and/or scheduling, 23 late/early arrival, ride length, missed trip, 
or inefficient, 2 mechanical and/or related to safety, 0 door-to-door and/or related to wrong drop-off or 
pick-up, 0 no-show, 8 unknown, 24 invalid, and 186 n/a, record only, other, general information.  
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Staff Comments: 
Anand Gounder 
Mr. Gounder shared the following:  

• The total passengers transported in June were 41,078, July: 41,704, and August: 41,131. The on-
time performance was 86% in June, 91% in July, and 89% in August.   

• Transdev is actively recruiting drivers 

• Employee appreciation week was celebrated during the last week in August 

• Wintertime is approaching, keep walkways clear from snow/ice, be ready to leave at the start of 
the window, dress appropriately, and make sure your mobility devices are in working condition. For 
further information regarding winter weather safety contact the customer service department 

• Trips can be reserved five (5) days in advance, it is best to reserve important appointments early 
 
Margaret Banker 
Ms. Banker shared the following:   

• Passengers should be aware of new vehicles in our fleet. The buses have an updated logo that has big lettering 
that reads G H T (Greater Hartford Transit), the letters are dark/light blue, green and orange color. Picture 
enclosed.  

• The District is sponsoring an event with the CT State Independent Living Counsel called Shaping the Future of 
Disability Rights 2026 Nonpartisan Candidates’ Forum on Wednesday October 7th at the Bristol Event Center, 
1pm-7:30pm. You must register to attend this free event. For further information, contact Margaret Banker 
(860) 380-2023.  

• Due to accidents on the roads and inclement weather conditions, remember to schedule enough time when 
reserving your trips.   

 
Valerie Ellis 
Ms. Ellis provided the following upcoming events: 

• CT Virtual Statewide Blind and Low Vision Support Group, 2nd Wednesday of every month from 5pm-6:30pm 
• Memory in Motion - bike and walk event, Saturday October 3rd, 9am-12pm at Cheney Rail Trail in Manchester 

and Move Beyond Sight, a walk event, Thursday October 15th, 3pm-5pm at CT State Community College, 
Manchester. To register for these events, contact (860) 430-4557 or www.urcommunitycares.org 

• Easterseals Freedom Stride Walk, Saturday October 24th, 8:30am registration, walk starts at 10am, Dunkin 
Park, Hartford.  There is a fee of $32.06. For further information https://allevents.in/hartford/easterseals-
2026-freedom-stride-walk/200030463579436 

 
Participant Comments:  
Ameila Smith 
She is new to the service and is gaining a better understanding of the service. What does she do when she 
is dropped off before the location is open?  She gave praise to the drivers.  
 
Staff Response 
Mr. Gounder stressed the importance of timely trips.  If an establishment is not open, the driver can alert 
the dispatch department and make changes as needed.  
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Nyema Pinkney Cranford 
She noted there have been staffing concerns and are there efforts to recruit more drivers? Is there a 
process for reviewing passengers who travel frequently/non frequently to ensure you have the right 
number of drivers out in the field? Operators, reservationists and dispatchers do a great job! 
 
Staff Response 
Mr. Gounder noted they are constantly hiring drivers to meet the growing demand of the service. There 
are several hiring events consistently being held to ensure there are enough staff members. 
 
Theda Frances 
Some drivers are not polite, and they do not know where they are going. Before they become an 
“independent” driver how well are they trained?  She finished her appointment early and wanted to know 
if she would be penalized if she canceled the trip. 
 
Staff Response 
Mr. Gounder informed the group that drivers go through intensive training before they are placed on the 
road. If a driver needs added training, they are provided with the necessary additional training. If ADA is 
late, she will not be penalized. As a reminder, passengers should contact customer service department as 
soon as possible to rectify any concerns before the close of the month.     
 
Lynne Altschuler  
She has seen improvement with the service. Some drivers are polite while other drivers do not seem to 
care about the rider or provide door-to-door service.  
 
Staff Response 
Mr. Gounder asked Ms. Altschuler to report this information to customer service department so that an 
investigation can be conducted. Ms. Banker agreed on how important it is to follow up with the customer 
service department when there is a concern. Mr. Holcomb commented we can take a closer look at how 
we can improve the personal interaction between drivers and riders. 
 
Celestine Jorden 
She complies with how to reserve a trip by scheduling in advance and providing an appointment time.  She 
uses EZ-Wallet and finds that sometimes her trip does not get scheduled until the day before or the same 
day. She arrives at her destination early and then requests an early pickup; however, she is informed by 
the driver that they were not aware of her being ready early. She would like to have the truth be told to 
her.  
 
Mr. Gounder 
Explained there are drivers assigned to each run the day before and there are updates/changes which are 
made on a live day due to unforeseen circumstances. Mr. Gounder will educate dispatch to provide an 
accurate response to passengers regarding their adjusted pickup time. 
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Marsha Burkson 
Rode a new bus and said it was very nice. She had a pickup at church, and the driver waited 10 minutes 
before he left. The driver did not perform door-to-door. She got another ride home because it would take 
one hour to get her another bus. She received a violation notification about this trip. She also noted she 
has directions on where she should be picked up at her residence, but drivers are not reading them. She 
appreciates the team effort to make the service work.   
 
Mr. Gounder 
At every safety meeting, it is communicated to drivers to read their comments. Customer service will 
review her violation notification.  
 
Marcia Smith 
She stopped using EZ-Wallet due to an incident she had with it. The driver communicated to her that she 
had no funds in her account and had to get off the bus and if not, he was calling the police. This incident 
was straightened out but she was embarrassed. She also shared how sometimes she is on the bus for a 
very long time and drivers are going out of their way to take her home.   
 
Mr. Gounder  
He apologized to Ms. Smith for the action taken by the driver. Customer service will speak directly with her 
regards to her concerns. 
 
The next ADA Participation Group forum will be held on November 18, 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. 
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