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Executive Report
One of the benefits of Access Services’ insurance program is the data that we receive. (At Access we love to collect and analyze data in order to improve the overall paratransit program.) 

After completing the first year of our new insurance program, we know that rear-ender accidents are the most common accidents while left turn accidents are the most costly. We now also know that each service region is unique in the types of claims it generates. Access staff will continue to use the data collected through the claims process to evaluate driver and rider training programs, Access policies and procedures, and the effectiveness of our current safety programs. 

In the next few weeks, Access will be distributing our first safety newsletter which will be targeted at both riders and all of the staff associated with providing Access trips countywide.

Shelly Verrinder, Executive Director

Supercentenarian
On July 21st, Norma DeAlba and I met the oldest female Access Services applicant to go through the eligibility process. Señora Rosa Contreras is a supercentenarian. If you’re wondering, a supercentenarian is someone who has lived to 110 years of age and beyond. 

Born in 1900, Ms. Contreras is the oldest from a family of four and outlived her youngest brother who was 90 when he recently passed away. A lifetime smoker up until a couple of years ago when doctors informed her that she has a slight case of asthma, she spent most of her life on a ranch in Guanajuato State, in the central highlands of Mexico. She was alive during the Mexican Revolution and Pancho Villa and outlived 14 of her 16 children. Her oldest living daughter is 82. Oh, and did I mention that she has 50 plus great grandchildren and remembers most of their names?

Oswaldo Guidos, Risk Manager from Global Paratransit escorted Ms. Contreras and her daughter, Maria de Luz León, 67, to the Access Eligibility Center. Very alert and attentive to questions asked of her during the eligibility process, Ms. Contreras’ assessment went smoothly, as did the tether strap and marking portion of the process. Her daughter was very grateful to Oswaldo for his help with informing her about Access and transporting them to the center. Maria commented that she felt very at ease throughout the eligibility process thanks to the Access staff and Oswaldo. 

Ms. Contreras is truly amazing and Maria stated that she attributes her strong work ethic to her mother’s influence. She explained that although they have lived through some very hard times, they are a very strong and resilient family and adore their matriarch.


Giovanna Gogreve, Strategic Planning Analyst & Norma DeAlba, Eligibility Coordinator
Go Access, Go!
Access Services is turning frowns upside down! The Customer Care Center is pleased to announce that out of the 927 tickets handled by Customer Support 125 were found invalid, 145 were found “undetermined” and 658 were found to be valid. But here’s the kicker… 524 of the 658 valid concerns were commendations, leaving only 134 valid complaints! This exciting new trend shows just how far Access has travelled in the pursuit of happy clients. 

Back in June of 2009 Customer Care logged 517 valid complaints with only 117 commendations. Access Services has really flipped that script! In addition to investigating complaints, Customer Care assisted with the Customer Service queue, taking approximately 500 calls. We sorted through nearly 100 e-mailed complaint correspondences this month in addition to entering nearly 50 written complaints. Customer Care also attended four Community Meetings, as well as monthly CAC, Board of Directors, Operations and other meetings. Customer Care’s average time to close a complaint from the day it was created is down to four days. For the month of June, the average number of complaints closed out by each Customer Care Specialist was 307 tickets.

Sean Frye, Dir. of Customer Support Services
Introducing our Interns!
As part of Access’ overall effort to attract the best and brightest young minds to work in the world of transit, once again this summer we have offered internships to two local students. Melissa Thompson just completed her freshman year at Cal Poly Pomona, where she is majoring in psychology. She is interning for Steve Chang and the rest of the crew in Contracted Services. After a thorough two week orientation into every facet of Contracted Services, Melissa expressed an interest in teaming up with David Foster on the Customer Perception Project. Interning in Customer Support Services is Michael Tobin, who just completed his sophomore year at Chaffey College, where he is majoring in business. Michael is working closely with Marcia Velis and Louis Burns, learning about the intricacies of quality customer service. Michael and Melissa were previously unaware of the transit industry as a career option, and both are discovering just how advantageous a career in public transit can be in terms of professional opportunities. We’ll do everything we can to encourage them to pursue their careers in public transit.

Linda Ross, Manager of Human Resources
Government Day
Access staff member Geetu Banerjee participated in the 30th Annual Government Day organized by the office of Supervisor Zev Yaroslavsky on Saturday, July 17th at the Panorama Mall.
Government Day offered a great opportunity for residents of San Fernando Valley to learn about the various services offered in their community and meet with representatives from over 40 government agencies. Some of the participants included: Los Angeles County Department of Health Services, Los Angeles County Department of Public Social Services, Area Agency on Aging, California State Department of Motor Vehicles, Department of Consumer Affairs, Info line and Metro. 

Geetu provided information on Access and our eligibility process, travel training and mobility management programs and answered questions on how seniors and persons with disabilities can qualify for our services. It was also a great opportunity to network with participating agencies and learn about their new programs.

Geetu Banerjee, CTSA Analyst
Southern Region Community Outreach
Global Driver (left) Michael Earl Jackson was honored with Service Excellence Award along with Lead Standing Order Agent Erica Moreno (below left).

Staff from Global visited with Olympus ADHC. There were over 60 attendees mainly Farsi speaking, where Global provided an interpreter to bridge the gap. (pictured at right)

(Bottom right) Staff & Clients from Performing Arts Studio West were visited by Access and Global Paratransit Staff

Geoffrey Okamoto, Project Administrator
Advanced Drug & Alcohol Training
Access hosted the CalACT sponsored - Drug & Alcohol Training Class on June 24th. The course was presented by John Morrison and attended by over 45 agencies from non-profit and public transit agencies including Access Services’ providers. 

Participants were educated on the basic requirements of the DOT and FTA regulations, roles and responsibilities for drug and alcohol program managers and substance abuse professionals and the training requirement for safety sensitive employees. The instructor explained how drug and alcohol use impairs the ability to perform safety-sensitive functions and covered procedures for the five types of test: pre-employment, random, post accident, reasonable suspicion and return to duty. Participants were also involved in role play exercises to strengthen their understanding and decision making skills for drug and alcohol testing process.

Some feedback received from attendees:

· “The workshop provided an in-depth review of the FTA Drug & Alcohol program, including a step by step approach to testing and practical examples. It is an extremely useful program. “ – Martin Browne, City of Whittier

· “The review of legal requirements and examples of real life mishaps has been really helpful.” Ben Flores, Old Timers Foundation.

· “The material covered today has been very helpful and the facilitator answered all my questions and also provided me with additional information.” - Francisca Vera, San Gabriel Pomona Regional Center 


Geetu Banerjee, CTSA Analyst
Rider Comments

“Access made my life a lot easier because I have osteoporosis and inflammation in my low back along with a bad knee. I greatly appreciate the service you provide which allows me to go to my Dr’s appointments as well as doing my grocery shopping and go to my weekly church service on Sundays as well as visiting my sister who lives in Glendale.

Thank you for providing me with excellent service and I will continue to use your company for my transportation.”


Yegaspeth, Arcadia
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