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Executive Report
I am honored and excited to announce that the first annual Access Services Roadeo will be held at Santa Anita Park on Saturday, October 9, 2010. The Roadeo will allow Access drivers the opportunity to showcase their skills in front of their friends, family, and co-workers. The Roadeo promises to be a fun, lively event with plenty of great food, good company, and exciting competition. I look forward to seeing everyone at the Roadeo as we crown the “best of the best”. 

Access Services just completed a Grantee Management Review that was conducted by The DMP Group for the Federal Transit Administration (FTA).  The Review looks at 25 different areas to ensure that Access is implementing the program areas in accordance with FTA requirements and are meeting program objectives. Overall Access did very well with the review. There were three small areas in which Access must make a few adjustments to our planning documents. These include the ever changing Disadvantaged Business Enterprise, Title VI, and Equal Employment Opportunity. The modifications to these plans will be presented to the Board of Directors for approval in the near future. I would like to thank Gilbert Garza, Access Grants Management/Compliance Administrator for all his efforts in the Review.

Shelly Verrinder, Executive Director

Vehicle Maintenance Management & Inspection Workshop
Access Services recently hosted the Vehicle Maintenance Management and Inspection (VMMI) Workshop in partnership with the Community Transportation Association of America (CTAA). The three day training program was developed to enhance the professional skills of maintenance personnel and managers and was presented by Halsey King. Special guest speakers included; Rick Streiff – Access Services, Walt Diangson (Access consultant), Bill Anderson- Creative Bus and Bob Shepard - California Highway Patrol. Over 34 representatives from various non-profit agencies were in attendance.

The training provided guidance to maintenance personnel to effectively manage their own vehicle preventative maintenance program and covered some of the following topics: 

•
Policies and procedures to control the preventive maintenance process 

•
Practical and legal reasons for proper inspection and preventive maintenance 

•
Principles of vehicle safety inspection 

•
Role of technology in maintenance management 

•
Environmental Protection Act (EPA) standards and alternative fuels management 

Participants had the opportunity to attend a hands-on training on the “12 module inspection and defects discovery process” that was held at San Gabriel Transit’s Maintenance facility. They were also tested on their knowledge and skills in key areas of vehicle maintenance through an exam and will receive their certification later from Community Transportation Association of America. 

Some of the remarks from attendees:

•
“The workshop was very informative and the content was presented in an understandable format. The hands on visual of vehicle parts, the reference items needed for creating preventative maintenance program were some of the neat features of this workshop. I was also able to network with others in the business.” – Gloria Marquez, Altamed

•
“The Information in this workshop was made interesting through literature, visual aids and hands on experience. The interactive and offsite inspection was a great experience.” Larry Martinez, Arts & Services for disabled

•
“Great course for operational and safety personnel and non-maintenance managers. The instructor’s examples based on his life experience were interesting and I am leaving with a new vision for our agency’s maintenance goals.” Ben Flores, Oldtimers Foundation

Special Acknowledgements:

•
Rick Streiff and Pablo Teoco for arranging the maintenance shop tour 

•
Jeff Mora and Araceli Rocha for working behind the scenes to coordinate arrangements  

•
William Kim and Wayne Seal from Southland Transit for lending their maintenance shop and for arranging a bus to shuttle participants from the Access office to their maintenance facility.


Geetu Banerjee, CTSA Analyst
Safe Driver Incentive Program
Access Services is very pleased to announce the launch of the “Access Driver Safety Incentive Program.” It was officially kicked off at all the service provider facilities in mid-July.  Access drivers that reach the established milestones without a single preventable accident/incident and zero valid customer safety-service related complaints will qualify for the incentive program. The Access Driver Safety Incentive Program is open to all Access certified drivers, including part-time and non-dedicated drivers. During the official program launch, Access staff went out to the six provider sites with promotional flyers, banners, and samples of the incentive products. Since the inception of the program, 149 drivers were recognized in person by an Access regional team member. Each year, a grand prize will be awarded to one driver from each service region who has reached 100K miles without a preventable accident/incident; and zero safety related complaints. The grand prize is four tickets to the happiest place on earth - “Disneyland”. Grand prize winners will also be recognized at the Access Services Annual Meeting. 

Congratulations to all the winners!!!


Luis Pacheco, Safety Analyst
Customer Perception Poster Contest
On August 2nd, Access Services staff including myself, Torrance Johnson, Jessica Thompson and intern Melissa Thompson, visited the facilities of our service providers and the Eligibility Center to conduct the Customer Perception Poster contest.

With a pizza party on the line for the contractor with the most effective use of the posters, anticipation was high! The judges, Melissa, Torrance and Jessica hand-scoring sheets in hand, were assessing both the placement and creativity of the posters at each installation. Most of the contractors had the posters displayed in various locations with the majority of course, located in the call centers as a way to remind their staff who our customers are and how the service meets their transportation needs and ultimately to effect a change in the dynamic of their relationship to customers. 

Each provider worked internally as a team to create displays that were very impressive! Santa Clarita and San Gabriel both used wire to dangle their posters from the ceiling, while Southern framed their posters to match the framing of the cubicles in their call center and driver break area. MV dedicated an entire wall to their display, creatively slanting their posters to catch the eye of passersby. The Eligibility Center took a more subtle approach by hanging their posters in the customer waiting rooms to show our new potential customers Access Services’ commitment to customer service and disability awareness!

After totaling the points, I am pleased to announce that the winner of the contest and the pizza party is MV Transportation - our Northern Region service provider!

Congratulations and keep the good work and those smiles coming! Additionally, many kudos and thanks to all the contractors for their hard work and dedication to our ongoing efforts to improve customer service and the perception our stakeholders have of the service, the agency and our service providers!


David Foster, Project Administrator
The Service Improvement Program
For nearly a decade the Customer Support Center has been giving “extra assistance” to virtually thousands of clients by utilizing something called the Service Improvement Program. Every month, each Customer Support Center staff person is required to “go the extra mile” for a particular customer by giving highly specific and personalized assistance. This could mean a variety of things for customers - helping them to understand policies in order to improve the way they use the service, or explaining a specific policy in relation to the customer - even something as simple as taking the time to research exactly where a customer should be waiting for their pick up.

Here are a few examples of how the Customer Support Center uses the Service Improvement Program:

•
A customer arrived late to his appointment because he was unaware of the 20-minute on time window. The Customer Support agent found that the client scheduled an 8:30 a.m. ride for his 9:00 a.m. and assisted the customer by explaining the 20-minute on time window in detail. The agent also educated the client on how to use the Metro Trip Planner in order to help gauge approximate Access travel times.

•
A customer called to say they were planning a trip to Cedars Sinai, a large facility with many designated pick up locations. One of our helpful Customer Support Center agents discussed stand signage with the client and educated the client about which stand sign was closest to their location, where to wait and why, etc. 

•
A customer complained that he is repeatedly getting No Showed while waiting in the parking lot at the rear of his Senior Center. This issue was quickly remedied by the Customer Support Center agent taking the initiative to research the location and then request a formal Access evaluation of the location and facility.

Sean Frye, Director of Customer Support Services
APTF Scholarship Award Winner
Congratulations to Access Road Supervisor Rogelio Gomez as the recipient of the 2010 American Public Transportation Foundation (APTF) Scholarship Award. This is the second APTF scholarship award for Rogelio. He is a bachelor’s degree candidate in business administration at University of Phoenix. As the APTF scholarship recipient, Rogelio will be honored in October at APTA’s Annual Gala in San Antonio, Texas.


Steve Chang, Director of Contracted Services

Rider Comments

“I am proud of Access. I go to church on Access at least 4 or 5 times a week. Also Access takes me to the doctors. The drivers and the dispatchers are very nice. I don’t know what I would do without access. They make a big difference in my life. I take my hat off to you and the whole company. They are so kind and in return I am kind to them. I have been with Access a long time. I recommend them very highly. Keep on doing a good job as always.”

— Roberta, Long Beach

— Rider since 2001
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