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Telephone Hold Times, ADA Paratransit
There are various ways to measure ADA paratransit telephone hold time.

The best is by measuring “MAXIMUM HOLD TIME”: For example, a best practice policy would be “95% of calls should be answered within 3 minutes, and 99% of all calls should be answered within 5 minutes.”
NOTE 1: Each call group should be analyzed separately. Types of call groups are, for example, reservation call group; general information call group; “where’s my ride” call group. Some transit agencies call it Reservations and Dispatch.

NOTE 2: Not all transit agencies have the technology to measure this way; 

If a transit agency can’t measure maximums, then they must measure in the next-best way -  HOURLY AVERAGE OF HOLD TIMES: Average hold time should be calculated for each hour of the day when phones are open. 
A best-practice policy would be 95% of the hourly periods should have an average hold time of no more than 2 minutes. 99% of the hourly periods should have an average hold time of no more than 4 minutes. 

NOTE 3: Again, each call group should be analyzed separately. Types of call groups are, for example, reservation call group; general information call group; “where’s my ride” call group. Some transit agencies call it Reservations and Dispatch.

Why is it preferable to measure by maximum hold time as opposed to by averaging?
Measuring by maximum hold time is much simpler to calculate, and much more transparent.

Busy signals: There should be no busy signals.

Free call: Calling the call center should be a free (rather than a toll) call.
SECONDARY HOLDS:
If secondary holds can’t be measured with technology, agencies should monitor to be sure there isn’t a problem. Secondary holds should be minimized as much as possible. A staff person should check with the caller every two minutes.
SMALL TRANSIT SYSTEMS (and any agency without ACD technology):

•
Conduct random visits to call centers, 

•
Conduct random, statistically significant sampling throughout the days and hours of Call Center operation. 

Someone should go back and say to the person periodically, “We didn’t forget about you.”

Queue positioning: It is a best practice to include this feature that lets callers know where they are in the queue.
