
CITY COMMENTS ON THE OMBUDSMAN’S RECOMMENDATIONS 

RECOMMENDATION 1 – Eligibility and Appeals 

We recommend that the City of Winnipeg establish revised Handi-Transit 
eligibility criteria that considers whether a person with a disability can use the 
fixed-route transit system.  

City of Winnipeg response: 

• there are no restrictions on who can ride the fixed route

• a review of the eligibility criteria would be a long term project

• would require appropriate funding and approval from Council and recommend
waiting for the results of the Transit Service Master Plan

• the Transit Service Master Plan will outline the expansion and improvement of
the fixed route and specialized transit service

• the master plan will include an evaluation of the Handi-Transit service model and
will outline recommendations for needed improvements and changes

RECOMMENDATION 2 – Eligibility and Appeals /Transparency 

We recommend that Handi-Transit ensures that the inactive account policy be 
included in any materials available to users of the service and the public in 
general, such as on the website or in printed information.  

City of Winnipeg response: 

• increase awareness of this policy by continuing to include the information about
the 18 month inactive account policy in the initial acceptance letter, the Handi-
Transit web site, the proposed user guide, and have it as one of the primary
recorded messages that play while registrants are on-hold

RECOMMENDATION 3 – Eligibility and Appeals / Transparency 

We recommend that Handi-Transit should, in its public materials, provide clear 
reasoning to help clients and organizations better understand why and how 
Handi-Transit re-assesses clients. 

City of Winnipeg response: 



• currently provide information, in various methods, explaining the need to attend 
an assessment 

• committed to enhancing information to registrants and will upgrade information 
on the web-site and all written material including the proposed user guide 

 
RECOMMENDATION 4 – Eligibility and Appeals 

Handi-Transit should consider an alternative member instead of the Manager on 
the Appeal Hearing Body. We further suggest this individual should be someone 
outside of its internal eligibility decision making process, and Handi-Transit 
should consider an individual from the disability community. 

City of Winnipeg response: 

• have the Manager of Client Services remain in a consultative capacity to the 
Appeal Hearing Body  

• add the Chair of the  Human Rights Committee as a voting member of the appeal 
panel which would require  additional funds and re-negotiation of existing 
contract and require approval from Council 

 

RECOMMENDATION 5 – Customer Service & Quality Assurance  

We recommend Handi-Transit should provide a dedicated email address or web 
portal to receive complaints. 

City of Winnipeg response: 

• agrees and is in the process of creating an email address that will allow 
registrants/public to email in their complaints directly to the contact centre 

 
RECOMMENDATION 6 – Transparency 

We recommend that Handi-Transit evaluate whether to devise procedures to more 
effectively inform complainants who are directly affected of outcomes of 
complaint investigations, expanding on Handi-Transit’s current approach to 
situations it deems critical. 

City of Winnipeg response: 



• Handi –Transit agrees to evaluate its procedures for informing complainants who 
are directly affected by outcomes of complaint investigations 

 
RECOMMENDATION 7 – Transparency 

We recommend that Handi-Transit ensure that information about its complaint 
process – including how to make a complaint using phone, email, letter, elected 
representative – is clear and widely communicated. Public and internal materials, 
CSR and driver training manuals, should all set out the complaint process clearly.  

City of Winnipeg response: 

• Handi-Transit agrees and will outline the complaint process on all its written 
materials on a go-forward basis and will include information on all methods of 
filing a complaint 

 
RECOMMENDATION 8 – Customer Service & Quality Assurance  

As the new scheduling system is implemented, we recommend that Handi-Transit 
review its functionality and impact to ensure it reflects reasonably equivalent 
service to the fixed-route transit system. 

City of Winnipeg response: 

• Handi-Transit concurs and will be evaluating its new scheduling system after 
implementation to determine its impact on the level of unscheduled trips and will 
evaluate the need to use a priority system 

 
RECOMMENDATION 9 – Transparency 

The list of criteria for a no show fine that appears in all public materials should be 
updated and refined to better reflect Handi-Transit policy. 

City of Winnipeg response: 

• Handi-Transit agrees and will outline the appeal policy related to no-show 
assessed charges on all its written materials on a go-forward basis and will 
include the information in the new user guide and all the no-show letters sent out 
to registrants 

 

 



RECOMMENDATION 10 – Transparency 

We recommend that Handi-Transit revise the wording of its no show notification 
letters so that it does not assume the registrant contravened ridership policies. 
The letter should instead advise the registrant that a situation triggered the 
notification letter, and that a related no show charge may stand in the absence of 
information to the contrary.  

City of Winnipeg response: 

• Handi-Transit concurs and will add text to its no show letters to state the 
following; a situation occurred with your ride which has triggered this notification 
letter. Based on the current information a no show charge may be applied.  
Please contact us to review what occurred and provide any additional information 
that may impact the no show charge decision. 

 
RECOMMENDATION 11 – Transparency 

Before deducting a no show fine from a fare payment account (FPA), Handi-
Transit should notify the FPA registrant of the no show fine by letter so that they 
have a reasonable time frame to appeal the fine and, if necessary, add funds to 
their account before the fine is processed.  

City of Winnipeg response: 

• Handi-Transit agrees and will change its system so that FPA registrants are 
provided with a no show letter upon each occurrence. When a charge is 
triggered, Handi Transit will change the process to allow for 14 calendar days for 
an appeal of the charge. If the registrant does not contact Handi-Transit 
requesting an appeal within the 14 calendar days, the cost of the no show will be 
charged and deducted from their account.  

 
RECOMMENDATION 12 – Customer Service & Quality Assurance  

We recommend that Handi-Transit revisit its approach to no show fines to 
determine whether fines are an efficient and effective way to achieve registrant 
compliance with ride protocols, especially in light of the new scheduling 
software.  

City of Winnipeg response: 

• Handi-Transit is willing to revisit the issue of no show fines and conduct a 
national jurisdictional review  



 
RECOMMENDATION 13 – Customer Service & Quality Assurance  

Since the current driver manual does not contain detailed language prohibiting 
sexual harassment, we recommend the detailed language regarding Handi-
Transit’s sexual harassment policy from the 2012 manual be immediately restored 
to current and future versions of the driver manual.  

City of Winnipeg response: 

• Handi-Transit agrees and updated information on the sexual harassment policy 
has been included in the driver manual as of August 2018 

 
RECOMMENDATION 14 – Customer Service & Quality Assurance  

We recommend that verifying the proper functioning of the GPS/AVL equipment 
should be added to the pre-trip inspection checklist.  

City of Winnipeg response: 

• Handi-Transit agrees and a daily check of the GPS/AVL equipment will be added 
to the pre-trip inspection checklist immediately and has been included in the 
driver manual as of August 2018,  

• additionally, when the RouteMatch software is operational, it will require that 
drivers complete a pre-trip inspection checklist (including verifying the GPS/AVL 
equipment) before they can access their schedule for the day  

 
RECOMMENDATION 15 – Customer Service & Quality Assurance  

We recommend that Handi-Transit enforce the contract requirement that 
operators wear safety vests. 

City of Winnipeg response: 

• Handi-Transit agrees. All Handi-Transit and contractors have been notified that 
all drivers will be required to wear safety vests. All contractors will have the same 
vests and inspections will be done to ensure compliance. As of July 1, 2018, 
failure to meet this requirement will result in a service recovery fee 

• the driver manual has already been changed to reflect that the wearing of safety 
vests is mandatory for drivers and not just recommended 

 



RECOMMENDATION 16 – Customer Service & Quality Assurance  

Given the obvious safety concerns about cell phone use while driving and the law 
against it, we recommend that Handi-Transit enforce the rules about cell phone 
use in vehicles, and while driving, and clarify the direction for drivers.  

City of Winnipeg response: 

• Handi-Transit agrees and all contractors have been advised that cell phone use 
by drivers will not be allowed except in accordance with the Highway Traffic Act. 
They have been advised that any complaints received about cell phone use by 
drivers may result in an immediate fine. The fine will increase to $100 for a first 
occurrence and a second occurrence will result in a suspension. Inspectors will 
perform random spot checks to ensure the standard is being followed. 
Additionally, this matter was reviewed in the 2018 training classes and drivers 
were advised that any use of a cell phone while a registrant is on-board may 
result in a fine 

 
RECOMMENDATION 17 – Transparency 

We recommend that Handi-Transit inform registrants about acceptable fare 
payment methods and procedures for non-payment disputes so that they are 
aware of applicable policy in the event of driver error. 

City of Winnipeg response: 

• Handi-Transit agrees. It will provide additional information related to fare 
payment methods and the fare payment dispute procedures in all its written 
materials on a go-forward basis and will include the information in the new user 
guide. Handi Transit will include the information related to the fare policy (non-
payment of fares) in the original eligibility letter to registrant 

 
RECOMMENDATION 18 – Customer Service & Quality Assurance  

We recommend Handi-Transit abolish the 500 metre rule and provide service 
either within established city limits or within 1000 metres of conventional bus 
stops.  

City of Winnipeg response: 

• Handi-Transit is currently reviewing this policy. On May 1, 2018, the Standing 
Policy Committee on Infrastructure Renewal and Public Works (IRPW) directed 
Winnipeg Transit to report back to the committee on the estimated costs and the 



estimated increase in revenue to extend Handi-Transit service to all areas of 
Winnipeg. The report from Transit was heard at the Standing Policy Committee 
on IRPW in September 2018 and was referred for review in the budget process. 

 
RECOMMENDATION 19 – Transparency 

We recommend that Handi-Transit produce a comprehensive user guide.  

City of Winnipeg response: 

• Handi-Transit agrees and will start researching and compiling information to 
produce a comprehensive user guide for registrants 

 


