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BB OO AA RRDD   BB OO XX   II TT EE MM   ## 11   
 
DECEMBER 28, 2009 
 
 

TO: BOARD OF DIRECTORS 
 
FROM: ANDRE COLAIACE, DIRECTOR OF GOVERNMENTAL SERVICES   
 
RE: RECAP OF RECENT LEGISLATIVE ACTIVITIES 
 

 
State Legislative Activities: 
two field hearings conducted by the Assembly Transpo rtation Committee on "The 
Future of Transit in California" drew nearly 150 attendees last Friday in Los Angeles. A 
robust public comment period followed presentations by Josh Shaw (CTA), Art Leahy 
(L.A. Metro), Will Kempton (Orange County Transportation Au thority),  Richard Katz 
(Metrolink), Marnie Primmer (Mobility 21), Bimla Rhinehart (California Transportation 
Commission) and John Edney (Southern California Association of Governments).   
These hearings provide an opportunity for the Association and transit  providers to 
discuss with members of the Legislature the challenges facing transit in the wake of 

 
 
And speaking of the CTA, congratulations to Access Board member and Foothill 
Transit Executive Director Doran Barnes w ho was elected as Chair of the CTA!  
 
Federal Legislative Activities:  Shelly Verrinder and I traveled back to Washington, 
D.C. last week to meet with our federal advocate Len Simon, Congressional staff and 
attend the APTA Legislative Committee. In D.C. it i s all about appropriations, the next 
transportation reauthorization bill and potentially a second stimulus that will focus on 

been talking about the possibility of includin g specialized transportation funding in 
any future transit stimulus bill or, at the very least, including language that encourages 
agencies to consider using some additional stimulus funding for paratransit.  
 
Local Legislative Activities: We continue to m eet with the offices of elected officials 
and other transit leaders in Los Angeles County.  This month, Shelly Verrinder and I 
have met with Andrew Westall, Senior Deputy for Los Angeles City Councilmember 
Herb Wesson and Paul Backstrom, Planning Deputy fo r Los Angeles City 
Councilmember Bill Rosendahl.   David Gershwin, from Cerrell and Associates, also 
attended the meetings.    We had a wide ranging discussion about Access Services and 
other transportation issues facing people with disabilities, particularl y the future of 
CityRide and other transportation programs offered by the City of Los Angeles.  
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Management and Budget, to talk about Access funding issues as we try to lock down  
our funding for the next fiscal year.     
 
If you have any concerns or questions, please feel free to contact me at 213/270 -6007. 
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BB OO AA RRDD   BB OO XX   II TT EE MM   ## 22   
 
DECEMBER 28, 2009 
 
 

TO: BOARD OF DIRECTORS 
 
FROM: LINDA ROSS, MANAGER OF HUMAN RESOURCES   
 
RE: NEW EMPLOYEE UPDATE 
 

 
New Employees  
 
Carol Garcia has joined Access as the Administrative Assistant supporting the 
Governmental Services department.  Prior to joining Access, Carol was a Mental 
Services Intake Worker for a psychotherapist.  She has also worked as a  Loan Analyst 
for Broadway Federal Bank and as a Sales Associate/Personal Coach for Franklin 
Covey, as well as Operations Manager for Washington Mutual Bank.  She attended 
Santa Monica College and Cal State Northridge, she is bi -lingual in English and 
Spanish, as well as a Notary Public. 
 
Charmaine Lindsey has joined us as the newest Customer Service Representative at 
Access; she is working swing shift in the OMC.  Charmaine has a strong customer 
service background; her most recent position was with HSM Sec urity.  She worked in 
their call center in Santa Ana, setting and testing alarms, dispatching police, fire and 

worked as a cashier at Albertsons, and as a CSR for GE Financial Assurance.  She 
graduated from Continental Academy.  
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BB OO AA RRDD   BB OO XX   II TT EE MM   ## 33   
 
DECEMBER 28, 2009 
 
 

TO: BOARD OF DIRECTORS 
 
FROM: STEVE CHANG, DIRECTOR OF CONTRACT ADMINISTRATION  
 
RE: STANDING ORDER REQUEST UPDATE  
 

 
At the October 2009 Access Services Boa rd of Directors meeting, Director Varga 
requested staff to further update the Board as to how many Standing Order requests 
(Subscription Service) are pending in each region. Below is the requested information 
as of December 5, 2009.  
 

Overview  
ADA regulati on on subscription service states  that subscription service may not 
absorb more than fifty percent of the number of trips available at a given time of day.  
It also states that an entity may establish waiting lists or other capacity constraints and 
trip pur pose restrictions or priorities for participation in subscription service only. 
Subscription service is not required by the ADA regulation and it is considered a 
premium service.  
 

 General Statistic 
 
Á Standing  rides account for 15 % to 19% of total rides pro vided by Access.  
 
Á Average 34,000 standing rides are performed each month.  
 
Á Average 408,000 standing rides are performed each year.  
 
Provider Update  
 
Northern Region  MV Transportation  
Currently, MV has no customers on their standing ride request wait list .  
 
Southern Region  Global Paratransit  
Currently, Global Paratransit has no customers on their standing ride request wait list.  
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Santa Clarita Region  Santa Clarita Transit 
Currently, Santa Clarita Transit has no customers on their standing ride reque st wait 
list. 
 
Antelope Valley Region  Southland Transit  
Currently, Southland Transit has  no customers on their standing ride request wait list.  
 
Eastern Region  San Gabriel Transit 
Currently, San Gabriel Transit has 89 standing ride requests being proce ssed, which is 
a decrease of 34 requests from the October Board update .  
 
West Central Region  California Transit  
Currently, California  Transit (CTI) has 40 requests pending on their standing ride 
request wait list , which is a decrease of one request from  the October Board update.  
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BB OO AA RRDD   BB OO XX   II TT EE MM   ## 44   
 
DECEMBER 28, 2009 
 
 
TO: BOARD OF DIRECTORS 
 
FROM: ALFREDO TORALES, OPERATIONS ANALYST    
 
RE: KEY PREFORMANCE INDICATORS 
 

 
The following graphs represent key system indicators for the fiscal year as of Octo ber  
2009. The goal of this communication is to keep everyone informed of the current 
service performance level in the field.  
 
The operations team uses this and other performance information to monitor our 

o used to determine the level of 
service that our customers are experiencing when using Access Paratransit.  
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BB OO AA RRDD   BB OO XX   II TT EE MM   ## 55   
 
DECEMBER 28, 2009 
 
 
TO: BOARD OF DIRECTORS 
 
FROM: KANDY KUO, MANAGER OF FINANCE   
 
RE: FINANCIAL REPORT FOR OCTOBER 2009  
 

 
Attached for your review are the financial reports for October 2009.  

 

Revised and Approved FY 2009/10 Budget to Actual Fiscal Year-to-Date Comparison: 

 

 Passengers:  0.8% over budget 

 Contract Revenue Miles:  0.8% under budget 

 Trips:  1.3% under budget 

 Completed Eligibility Interviews:  10.6% under budget 

 Average Trip Distance: 0.5% over budget at 9.52 miles 

 Total cost per Passenger (before depreciation):  1.9% under budget 

 Administration Function is 12.5% under budget 

 Eligibility Determination Function is 4.9% under budget 

 Paratransit Operations Function is 0.2% under budget 

 

Attached are the following reports for your review: 

  

 Statistical Comparison: October 2008 to October 2009 

 Expenses by Functional Area  

 Budget to Actual Comparison of Statistics 

 YTD Budget Results   

 Graph: YTD PAX Cost Comparison 

 Detailed Financial Reports 
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Expenses by Functional Area  
For the YTD Period Ending October  2009  

   
 

 

% of 
Cost 

YTD 
Actual  

YTD 
Budget  Variance 

% Over 
<Under

> 
Budget  

% Over 
<Und er>  
Previous 

Yr 
       

Paratransit Operations  89.8% $ 27,303,491 $ 27,362,196  $   (58,705) -0.2% 
 

3.6% 

Eligibility Determination  5.1% 1,546,406 1,626,000 (79,594) -4.9% 

 
3.7% 

CTSA/Ride Information  0.5% 163,088 167,099 (4,011) -2.4% 

 
-18.0% 

Administrat ive  4.6%        1,407,065        1,607,785      (200,720)     -12.5% 

 
     -12.3% 

Total Exp before 
Depreciation   $   30,420,050 $   30,763,080      (343,030)       -1.1%% 

 
        2.8% 
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Statistics - - For the YTD Period Ended October  2009 
 

 
YTD 

Actual 
YTD 

Budget  Variance 

% Over 
<Under>  
Budget  

% Over 
<Under>  

Previous Yr 

      
Number of Completed Cert 
Interviews 11,469 12,828 (1,359) -10.6% 14.6% 

Number of PAX  926,636 919,164 7,472 0.8% -2.3% 

Number of Contract Revenue Miles  6,762,759  6,816,079  (53,320) -0.8% -4.8% 

Number of Trips  710,595 719,986 (9,391) -1.3% -4.2% 

Average Trip Distance  9.53 9.47 0.06 0.6% 0.6% 

      

Purchased Transportation Cost       

    Cost per Trip  $    34.18 $    33.87 $       0.31 0.9% 2.3% 

    Cost per PAX $    26.21 $    26.53 $    (0.32) -1.2% -0.3% 

    Cost per Contract Rev Mile  $      3.59 $      3.58 $       0.01 0.4% 2.3% 
Total Cost per Pax before  
depreciation  $    32.83 $    33.47 $    (0.64) -1.9% 5.8% 
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Budget Results for FY 2009/20 10 

For the YTD Period Endin g October 2009  
 

 

 
YTD 

Actual  
YTD 

Budget  

Variance Over 
<Under>  
Budget  

% Over 
<Under> 
Budget  

% Over 
<Under>  

Previous Yr 
Total Exp before Capital 
@ October  2009 $30,420,050 $ 30,763,080 

 
$  (343,030) 

 
-1.1% 

 
2.8% 

Revenue      

     Passenger Fares 1,690,547 1,573,195 (117,352)   

     Other Revenue         115,125           145,605          30,480   

     Total Revenue 1,805,672 1,718,800 (86,872) -5.1% 0.6% 

      

Capital Expenditures       

     Vehicles 2,154,714 2,155,187 (473)   
     Other Capital 
Expendi tures        270,520 

          
265,298           5,222  

 

     Total Capital 
Expenditures  $ 1,622,552  $   1,617,628            4,750       0.2% 

 

     

 

Under  Budget @ 
October  2009      $   (425,152)  
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YTD COST PER PASSENGER BEFORE DEPRECIATION AND CAPITAL COST 
 

Jul-08 Aug-08 Sep-08 Oct-08

30.98$ 31.31$ 31.16$ 31.03$ 

Jul-09 Aug-09 Sep-09 Oct-09

32.44$ 32.76$ 32.83$ 32.83$ 

 

$30.00 $30.50 $31.00 $31.50 $32.00 $32.50 $33.00 $33.50 $34.00 $34.50 $35.00 

Jul

Aug

Sep

Oct

Nov

Dec

Jan

Feb

Mar

Apr

May

Jun

YTD Amounts for Period Ended October 2009
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Access Services Incorporated  
Balance Sheet      
October 31, 2009      
 
 
ASSETS 
 
Current Assets:  
 
Cash                         5,562,686 
Grant Receivable                  601,602   
Due from FTA          5,814,281    
Due from MTA          2,882,199 
CMAQ Grant Receivable                452,943  
Accounts Receivable -Miscellaneous                   76,872 
Prepaid Expenses         2,549,223 
Deposits                       39,486   
 
Total Current Assets                       17,979,292 
 
 
Long Term Assets: 
 
Property and Equipment:  
 Vehicles & Vehicle Equipment       24,014,616 
 Office Furniture and equipment            286,638 
 Computer & Telephone Equipment         2,312,541 
 Central Reservation Software           971,769  
    Leasehold Improvements            226,283  
  Total Property and Equipment                                               27,811,847 
  Accumulated Amortization & Depreciation                      (16,150,948) 
 
Property and Equipment, Net      11, 660,900 
 

   Total Long Term Assets             11,660,900 
 
Total Assets               29,640,192
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Access Services Incorporated  
Balance Sheet         
October  31, 2009 
 
 
 
LIABILITIES AND NET ASSETS 
 
Current Liabilitites:  
 
Accounts Payable-Trade     1,282,192     
Accounts Payable-Providers    6,085,485 
Accrued Expenses      1,300,520 
 
Total Current Liabili ties                8,668,196 
 
Other Liabilities:  
  Deferred Revenue                 14,381,371 
 
Total Liabilities                23,049,567 
 
Net Assets: 
  Temporarily Restricted                    6,590,624 
 
 
TOTAL LIABILITIES AND NET ASSETS            29,640,192  
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Access Services Incorporated  
Statement of Cashflow       
For Period Ending October 31 , 2009 
        
 
 
 
Cash  Beginning Balance 9/3 0/09     5,118,043 
 
Cash Receipts: 
 Propositio n C revenue from LACMTA          2,848,250 
 FTA funding received                                                                            5,462,907 
 Section 16 revenue                0 
 Passenger fare/coupons/ID revenue    440,706 
 Interest income        1,157 
 Provid                0    
 Miscellaneous revenues                                                                              34,519  
                Total Cash Received                                                      8,787,536 
 
 
Cash Payments: 
 Vehicles/Vehicle equipment     957,651  
 Capital Equipment       43,734 
 Leasehold Improvement                0 
 Prepaid expenses/deposits                                                                         29,478 
 Payments to contract provide rs                                                           5,942,657 
 Eligibility Determination expenses                                                         282,782
 Salaries and related benefits                                                                   671,233
 Contract Labor                                                                                                       0   
 Other expenses                                                                                          415,361 
 Total Cash Payments                                         8,342,893 
 
  Increase (Decrease) in Cash Reserves                  44,643  
 
Cash  Ending Balance 10/3 1/09                                                         5,562,686 
 
 
 
Note: The above sta tement of cash flow presents the more significant 
financial categories and their changes for internal use only.  This statement 
is not prepared in accordance with generally accepted accounting 
reporting standards.   
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ACCESS SERVICES INCORPORATED

STATEMENT OF REVENUE, EXPENSES AND CHANGES IN FUND BALANCE  
For Period Ending  October 31, 2009
 

CURRENT CURRENT CURRENT YTD REVISED % of 09/10

MONTH MONTH VARIANCE YTD YTD VARIANCE 2009-10 BUDGET

ACT UAL BUDGET OVER(UNDER) ACT UAL BUDGET OVER(UNDER) BUDGET REACHED

REVENUE SOURCES:

Funding Sources for Operating Expenses :
     FY 09/10 Prop C & Section 5310 $82,886,180
     Section 5309 Grant for New Mobility Resource Center $200,000
     JARC Grant $0

     FY 08/09 Carryforward - Unallocated (Estimated) 39,517
   Subtotal - Funding Sources & Carryforward Funds 7,404,367             7,498,995             (94,628) 28,614,378                29,044,280               (429,902) 83,125,697 34.42%

Funding Sources for Capital Expenses :
     FY 09/10 Prop C & Section 5310 4,641 4,640 1 10,668 6,770 3,898 5,692,820
     FY 07/08 & 08/09 Carryforward - Allocated Capital 798,042 798,217 (175) 2,414,567 2,413,715 852 6,163,822
     FY 07/08 Carryforward - Allocated Carryforward Funds 0 0 0 0 0 0 251,563
     FY 07/08 Carryforward - Allocated Carryforward Funds 76,071
     FY 08/09 Carryforward - Allocated Carryforward Funds 0 0 0 0 0 0 134,121
     Section 16 Capital Funds - FY 07/08 (80% of $700,000) 0 0 0 0 0 0 531,180
   Subtotal - Funding Sources & Carryforward Funds 802,683 802,857 (174) 2,425,235 2,420,485 4,750 12,849,577 18.87%

Interest/Miscellaneous Income 2,470                     10,000                   (7,530) 9,585                          40,000                       (30,415) 120,000 7.99%

Disposal of Vehicles 29,895 29,895 0 105,540 105,605 (65) 250,000 42.22%

Passenger Fares 435,264 411,972                23,292 1,690,547 1,573,195                 117,352 4,737,480 35.68%

TOTAL - REVENUE FUNDING SOURCES 8,674,680             8,753,719             (79,039) 32,845,285                33,183,565               (338,280) 101,082,754           32.49%

     Less : Total Capital Expenditure During FY 09/10 (802,683) (802,683) (2,425,235) (2,425,235)
     Revenue Recognition for FY 09/10 Depreciation 437,828                437,828 1,704,134 1,704,134

TOTAL - REVENUE RECOGNITION 8,309,825             8,753,719             (443,895) 32,124,184 33,183,565               (1,059,381) 101,082,754

EXPENDITURES:
PARATRANSIT OPERATIONS - DIRECT COST

Purchased Transportation Services - Regular Trips 6,155,590             6,209,873 (54,283) 23,836,864 23,922,938               (86,074) 72,849,879              32.72%

Communications - Telephone/Data Transmission 94,421                   111,263 (16,841) 350,741 445,050                     (94,309) 1,335,150                26.27%

Phone & Computer System Maintenance/License & Consulting 57,045                   63,233 (6,188) 242,761 252,933                     (10,173) 758,800                   31.99%

Salaries & Related Benefits - Customer Svc & Complaint Response 61,089                   65,369 (4,280) 260,375 261,475                     (1,100) 788,260                   
   Total Customer Service & Complaints 61,089 65,369 (4,280) 260,375 261,475                     (1,100) 788,260                   33.03%

Salaries & Related Benefits - Operations Monitoring Center 47,541 52,063 (4,523) 197,955 208,254 (10,299) 627,955                   31.52%

Vehicle Cost - Direct 7,367 8,732 (1,365) 43,385 49,302                       (5,916) 126,810                   34.21%

Office Rent 12,618 12,873 (255) 50,800 51,493                       (692) 154,478                   32.89%

Insurance - Commercial 460,300 405,983 54,318 1,820,696 1,623,931                 196,765 4,871,793                37.37%

Travel & Conference 0 500 (500) 0 2,000 (2,000) 6,000 0.00%

Office Supplies 506 487 18 1,652 1,950                         (298) 5,850                        28.24%

Total - Paratransit Operations - Direct Cost 6,896,476             6,930,376             (33,900) 26,805,230                26,819,325 (14,095) 81,524,975 32.88%
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ACCESS SERVICES INCORPORATED
STATEMENT OF REVENUE, EXPENSES AND CHANGES IN FUND BALANCE  
For Period Ending  October 31, 2009
 

CURRENT CURRENT CURRENT YTD REVISED % of 09/10

MONTH MONTH VARIANCE YTD YTD VARIANCE 2009-10 BUDGET

ACT UAL BUDGET OVER(UNDER) ACT UAL BUDGET OVER(UNDER) BUDGET REACHED

PARATRANSIT OPERATIONS - INDIRECT COST
Salaries & Related Benefits - Operations 88,784 92,560 (3,776) 371,006 370,238 768 1,114,659                33.28%

Communications - Telephone & Data Transmission 3,424 4,300 (876) 13,669 17,200 (3,531) 51,600                      26.49%

Other Professional Expense 2,500 167 2,333 2,500 667 1,833 2,000                        125.00%

Vehicle Costs - Indirect 2,911 2,933 (22) 9,301 11,733 (2,432) 38,200                      24.35%

Office Rent 7,258 7,406 (148) 29,185 29,623 (438) 88,870                      32.84%

Insurance - Commercial 2,317 1,404 913 9,269 5,616 3,652 16,849                      55.01%

Travel and Conference 1,460 833 626 1,460 3,333 (1,874) 10,000                      14.60%

Office Supplies 529 450 79 1,620 1,800 (180) 5,400                        29.99%

Community Events and Materials 10,431 14,958 (4,527) 37,896 59,833 (21,938) 179,500                   21.11%

Publications/Printed Materials - Riders Communication 2,743 9,003 (6,260) 13,552 34,793 (21,242) 123,000                   11.02%

Postage/Mailing 2,603 1,875 728 8,284 7,500 784 62,500                      13.25%

Professional Memberships 130 133 (3) 521 533 (12) 1,600                        32.57%

Total - Paratransit Operations - Indirect Cost 125,091                136,023                (10,932) 498,261 542,871                     (44,610) 1,694,178 29.41%

Total - Paratransit Operations Cost 7,021,567 7,066,399 (44,832) 27,303,491 27,362,196 (58,705) 83,219,153 32.81%

OTHER ACTIVITIES
ELIGIBILITY DETERMINATON

Salaries & Related Benefits  - Certification & Appeals 44,143 36,372 7,771 114,943 145,489 (30,547) 438,202 26.23%

Eligibility and Appeal Contracts 183,438 195,134 (11,696) 732,869 780,536 (47,667) 2,341,610 31.30%

Purchased Transportation Services - Certification Trips 109,297 115,601 (6,304) 448,993 462,404 (13,411) 1,387,216 32.37%

Travel Training 39,296 34,736 4,560 151,712 138,944 12,768 435,000 34.88%

Other Professional Expense 249 167 83 339 667 (327) 2,000 16.97%

Communications - Telephone/Data Transmission 3,704 3,798 (94) 14,345 15,192 (847) 45,575 31.48%

Vehicle Costs - Mobile Certification 0 21 (21) 0 83 (83) 600 0.00%

Repairs & Maintenance 136 208 (72) 545 834 (289) 2,500 21.79%

Office Rent 3,696 3,773 (76) 14,811 15,090 (279) 45,270 32.72%

Insurance - Commercial 6,799 4,860 1,939 27,194 19,438 7,756 58,314 46.63%

Travel and Conference 0 250 (250) 0 1,000 (1,000) 3,000 0.00%

Office Supplies 495 398 98 1,473 1,590 (117) 4,770 30.88%

Publications/Printed Materials 1,684 3,667 (1,982) 4,905 14,667 (9,762) 44,000 11.15%

Postage/Mailing/Courier 9,219 7,500 1,719 34,212 30,000 4,212 90,000 38.01%

Professional Memberships 16 17 (0) 65 67 (2) 200 32.56%

   Subtotal - Eligibility Determination 402,174                406,500                (4,326) 1,546,406                  1,626,000                 (79,594) 4,898,257 31.57%
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ACCESS SERVICES INCORPORATED

STATEMENT OF REVENUE, EXPENSES AND CHANGES IN FUND BALANCE  
For Period Ending  October 31, 2009
 

CURRENT CURRENT CURRENT YTD REVISED % of 09/10

MONTH MONTH VARIANCE YTD YTD VARIANCE 2009-10 BUDGET
ACT UAL BUDGET OVER(UNDER) ACT UAL BUDGET OVER(UNDER) BUDGET REACHED

CTSA FUNCTION
EDUCATION AND TRAINING
Salaries & Related Benefits - CTSA 10,164 10,185 (21) 37,859 40,740 (2,880) 122,628 30.87%

Scholarships Programs, Education & Training Seminars 35,441 35,000 441 35,441 35,000 441 35,000 101.26%

Other Professional Expense 3,390 3,390 0 10,214 10,290 (76) 40,000 25.53%

Communications - Telephone 194 250 (56) 770 1,000 (230) 3,000 25.67%

Office Rent 518 529 (11) 2,085 2,116 (31) 6,348 32.84%

Insurance - Commercial 25 28 (3) 99 112 (13) 337 29.42%

Travel and Conference 0 167 (167) 0 667 (667) 2,000 0.00%

Office Supplies 165 133 33 491 530 (39) 1,590 30.88%

Community Events and Materials 561 417 145 1,967 1,667 300 5,000 39.33%

Publications/Printed Materials 0 208 (208) 0 833 (833) 2,500 0.00%

Postage/Mailing 521 375 146 1,657 1,500 157 4,500 36.82%

Professional Memberships 16 17 (0) 65 67 (2) 200 32.56%

   Subtotal - Education and Training 50,995                   50,698                   297 90,648 94,522 (3,874) 223,103 40.63%

ACCESS RIDE-INFORMATION
Salaries & Related Benefits - Ride-Information 16,201 15,833 368 63,656 63,331 325 190,743 33.37%

Communications - Telephone 579 590 (11) 2,219 2,358 (139) 7,075 31.37%

Phone & Computer System Maintenance/License & Consulting 150 167 (17) 600 667 (67) 2,000 30.00%

Travel and Conference 0 0 0 0 0 0 0 0.00%

Office Rent 1,313 1,340 (27) 5,266 5,359 (93) 16,078 32.75%

Office Supplies 101 83 19 303 330 (27) 990 30.60%

Publications/Printed Materials 0 42 (42) 0 167 (167) 500 0.00%

Network Support 0 0 0 0 0 0 0 0.00%

Postage/Mailing 104 75 29 331 300 31 900 36.82%

Professional Memberships 16 17 (0) 65 66 (1) 200 32.56%

   Subtotal - Ride-Information 18,464 18,144                   320 72,441 72,578 (137) 218,486 33.16%

   Subtotal - CTSA Function 69,460 68,842 617 163,088 167,099 (4,011) 441,589 36.93%

Total - Other Activities 471,634                475,342                (3,708) 1,709,495                  1,793,100                 (83,605)                 5,339,847                32.01%
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ACCESS SERVICES INCORPORATED

STATEMENT OF REVENUE, EXPENSES AND CHANGES IN FUND BALANCE  
For Period Ending  October 31, 2009
 

CURRENT CURRENT CURRENT YTD REVISED % of 09/10

MONTH MONTH VARIANCE YTD YTD VARIANCE 2009-10 BUDGET

ACT UAL BUDGET OVER(UNDER) ACT UAL BUDGET OVER(UNDER) BUDGET REACHED

ADMINISTRATIVE

Salaries & Related Benefits 238,766 248,382 (9,616) 927,670 993,530                     (65,860) 3,038,830 30.53%

Communications - Telephone & Data Transmission 2,713 3,450 (737) 10,809 13,800 (2,991) 41,400 26.11%

Office Rent 16,942 17,050 (108) 67,110 68,198 (1,088) 204,595 32.80%

Insurance - Commercial 7,880 7,331 549 31,522 29,325 2,198 87,974 35.83%

Office Supplies 1,893 2,575                     (682) 7,625 10,300                       (2,675) 30,900 24.67%

Other Professional Services 79,864                   99,665                   (19,801) 252,123 363,685 (111,562) 1,180,500 21.36%

Public Notice Advertising Expenses 42 833 (791) 2,654 3,333 (679) 10,000 26.54%

Equipment/Other Rental 244 233 10 1,055 933 122 2,800 37.68%

Repairs & Maintenance 3,758 4,000 (242) 16,323 16,000 323 48,000 34.01%

Postage/Mailing/Messenger 5,189                     3,950 1,239 17,820 15,800 2,020 47,400 37.59%

Publications/Printed Materials/Copying 500 1,250 (750) 2,663 5,000 (2,337) 15,000 17.75%

Network Support/Supplies 6,672 5,310 1,362 26,016 27,518 (1,501) 70,000 37.17%

Subscription/References 101 250 (149) 845 1,000 (155) 3,000 28.15%

Professional Memberships 577 317 260 1,545 1,267 279 3,800 40.66%

Board and Advisory Committee Compensation 5,908 2,458 3,449 10,815 9,833 982 29,500 36.66%

Annual Meeting 0 0 0 0 0 0 16,000 0.00%

Business Meetings & Meals 857 1,000 (143) 3,210 4,000 (790) 12,000 26.75%

Travel and Conference 3,581 4,167 (586) 7,445 16,667 (9,222) 50,000 14.89%

Mileage and Parking 2,614 2,473 141 9,736 9,893 (157) 29,680 32.80%

Moving/Relocation 0 0 0 0 0 0 90,000 0.00%

Bank Interest 0 4,167 (4,167) 7,500 16,667 (9,167) 50,000 15.00%

Other Expenses - bank charges, tax filing fees, etc. 694 259 435 2,579 1,036 1,543 3,108 82.99%

Total - Administrative Expense 378,795                409,121                (30,326) 1,407,065 1,607,785 (200,720) 5,064,487 27.78%

TOTAL EXPENSES BEFORE AMORT. & DEPRECIATION 7,871,997 7,950,862 (78,865) 30,420,050 30,763,080               (343,030) 93,623,487 32.49%

Amortization and Depreciation Expense 437,828 0 437,828 1,704,134 0 1,704,134 0

TOTAL EXPENSES AFTER AMORT. & DEPRECIATION 8,309,825             7,950,862             358,963 32,124,184 30,763,080 1,361,104 93,623,487

CAPITAL EXPENDITURES

Property & Equipment 802,683 802,857 (174) 2,425,235 2,420,485 4,750 7,285,629 33.29%

   Total - Capital Expenditures 802,683 802,857 (174) 2,425,235 2,420,485 4,750 7,285,629 33.29%

Less:  Amortization and Depreciation Expense (437,828) 0 (437,828) (1,704,134) 0 (1,704,134) 0

TOTAL EXPENSES AND CAPITAL EXPENDITURES 8,674,680             $8,753,719 ($79,039) $32,845,285 $33,183,565 ($338,280) $100,909,116 32.55%

Uncommitted Carryforward from FY 08/09 (Estimated) 0 39,517
Sales of Veh. Proceeds over $5,000  Rollover from FY 08/09 0 134,121

TOTAL 8,674,680             $8,753,719 ($79,039) $32,845,285 $33,183,565 (338,280)               $101,082,754 32.49%
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ACCESS SERVICES INCORPORATED

STATEMENT OF REVENUE, EXPENSES AND CHANGES IN FUND BALANCE  
For Period Ending  October 31, 2009
 

CURRENT CURRENT CURRENT YTD REVISED % of 09/10

MONTH MONTH VARIANCE YTD YTD VARIANCE 2009-10 BUDGET

ACT UAL BUDGET OVER(UNDER) ACT UAL BUDGET OVER(UNDER) BUDGET REACHED

PROPERTY AND EQUIPMENT

104 VEHICLES - Minivan  (Fleet Replacement) ($48,000 each) $0 $0 $0 $0 $0 $0 $0 #DIV/ 0!

  13 VEHICLES - Minivan SECTION 16 (Fleet Replacement) ($48,000 each) 0 0 0 0 0 0 624,000                   0.00%

SUBTOTAL -  VEHICLES - FY 09/10 0 0 0 0 0 0 $624,000

48 VEHICLES - Minivan  (Fleet Replacement) ($39,910.87 each) $638,434 $638,574 (140) $1,795,595 $1,795,989 ($394) $1,915,722 93.73%

  13 VEHICLES - Minivan SECTION 16 (Fleet Replacement) ($39,910.87 each) $159,608 $159,643 (35) $359,119 $359,198 ($79) $518,841 69.22%

SUBTOTAL -  OTHER CAPITAL EXPENDITURES - FY 08/09 798,042 798,217 (175) 2,154,714 2,155,187 (473) 2,434,563

LEASEHOLD IMPROVEMENTS 0 0 0 0 0 0 250,000 0.00%

NEW MOBILITY MANAGEMENT RESOURCE CENTER 0 0 0 0 0 0 250,000 0.00%

OFFICE EQUIPMENT 0 0 0 3,955 0 3,955 0 0.00%

COMPUTER SYSTEM HARDWARE/SOFTWARE REPLACEMENT & UPGRADE 4,641 4,640 1 6,713 6,770 (57) 100,000 6.71%

SUBTOTAL -  OTHER CAPITAL EXPENDITURES - FY 09/10 4,641 4,640 1 10,668 6,770 3,898 600,000

UNIVERSAL FARE SYSTEM/TECH ENHANCEMENTS 0 0 0 0 0 0 1,430,376 0.00%

CENTRALIZATION SOFTWARE/IVR 0 0 0 220,721 220,790 (69) 2,098,952 10.52%

INTEGRATED DATA SYSTEM 0 0 0 0 0 0 60,000 0.00%

COMPUTER SYSTEM HARDWARE/SOFTWARE REPLACEMENT & UPGRADE 0 0 0 39,131 37,738 1,393 37,738 103.69%

SUBTOTAL -  OTHER CAPITAL EXPENDITURES - FY 08/09 0 0 0 259,852 258,528 1,324 3,627,066

TOTAL CAPITAL EXPENDITURES $802,683 $802,857 ($174) $2,425,235 $2,420,485 $4,750 $7,285,629 33.29%
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BB OO AA RRDD   BB OO XX   II TT EE MM   ## 66   
 
DECEMBER 28, 2009 
 
 
TO:  BOARD OF DIRECTORS 
 
FROM:  ACCESS SERVICES MANAGEMENT STAFF   
 
RE:  EXECUTIVE SUMMARY UPDATE FOR OCTOBER 2009 
 

 
STEVE CHANG  DIRECTOR OF CONTRACT ADMINISTRATION 
Operations update:  
 
System service level stabilized after the 1st week of October as daily ridership dropped 
slightly when compared to September. Providers worked diligently to maintain service 
levels and the efforts did payoff and showed a slight improvement in performance from 
the previous month. Access staff m et with GPI and StrataGen management to discuss 
outstanding issues relating to Adept software implementation and identify the plan to 
implement the final phase of the software implementation. Access also opened the 
nominations process for the 2009 Jerry Wa lker Commitment to Quality Services Award.  
During the month of October, Access staff conducted several regional community 
meetings to meet with our customers and their families. The Access regional teams 
continued to conduct weekly joint safety meetings i n an effort to improve overall safety.    
 
David Foster  Project Administrator, West Central and Eastern Regions   On Tuesday, 
October 20 th, Access Services conducted a Community Meeting for the West Central 
Region at Plummer Park in West Hollywood and on Thursday, October 22 nd a Community 
Meeting was conducted at Jack Crippen  Senior Center in El Monte. The meeting agenda 
focused on Safety and Customer Perception.   Overall, customer perception of the service 
in the West Central Region was extremely positive . Issues discussed at the community 
meetings include rider education on the no show process and how to appeal an no show, 
guidance on how much travel time to allow for to ensure that the customer can be certain 
to arrive at work on time, and questions rega rding the use of the new Base and Plus 
Coupons.   
  
Evie Palicz  Project Administrator, Southern Region and Eligibility  The Access 
Eligibility Team consists of members from C.A.R.E. Evaluators and the Access Eligibility 
Coordinators had a joint meeting w ith United Cerebral Palsy (UCP) clients for an open 
communications meeting. Eleven clients and staff members from UCP discussed openly 
regarding eligibility concerns and their recent eligibility experiences.  
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Since most Access customers only return to  the Eligibility Center once every three years, 
some of the clients attending the meeting did not remember what they have to do to 
renew their Access eligibility. Access staff took the opportunity and explained the renewal 
process to the attendees, Access Eligibility provider C.A.R.E. Evaluators also walked 
through the certification process so customers will know what to expect when they come 
back for their renewal evaluation. Some customers were very happy to hear that they may 
not have to go through a ree valuation and can use the paper renewal process, which was 
newly implemented in July 2008. According to Terri Lantz, UCP Client Rights Advocate 
and host of the event, she and her staff received great feedback from everyone who 
attended the meeting.  
  
Luis Garcia  Project Administrator, Northern, Santa Clarita and Antelope Valley 
Regions - Santa Clarita Transit - Community meeting for the Antelope Valley Region was 
held on October 29 th at the Lancaster Library.  Some twenty plus customers were in 
attendanc e. The interactions between staff and our customers were positive. Operational 
and procedural issues were discussed at the community meeting and it was an excellent 
opportunity to meet with our customers and educate them about our service.  
 
In the Norther n region, MV Transportation ended the month of October with an on -time 
performance of 91.2%. MV Transportation held an employee appreciation Bar -B-Que on 
October 29 th and it was very well received by their staff.  Drivers, call center staff, 
mechanics, and administration staff were in attendance at this much appreciated staff 
BBQ. 
 
Geoffrey Okamoto  Project Administrator, Southern and Santa Clarita Regions - In 
coordination with Access IT and software vender StrataGen, Global Paratransit made two 
attempts to implement the dispatch module of the software. Although the attempts were 
unsuccessful, all parties were able to lean from the experience so they can make the 
necessary changes and try again. Meanwhile, on -time performance for October was 
stagnant for m ost part of the month; however, towards the end of the month we began to 
see the performance turning around in a positive direction. Access staff met with members 
from the community to improve their knowledge of Access and what our service is about.  
For the most part, the comments received were very positive.  Another community 
outreach meeting was held at CALIF regarding stand signs at El Camino College.   
 
Access staff conducted a community meeting in the Santa Clarita area, the meeting was  
held at the Santa Clarita Senior Center. Overall , it was a productive visit where customers 
were better informed about our service and how they can take better advantage of the 
services Access provides. 
  
SEAN FRYE, DIRECTOR OF CUSTOMER SUPPORT SERVICES   
Customer Service, Customer Care and Operations Monitoring Update:  
 
Customer Service  handled 16,074 calls in October 2009, representing a decrease of 
2.5% from the previous month of September.  The average initial hold time for callers was 
3.1 minutes in October, as c ompared to 3.3 minutes in September 2009.   It is also worth 
noting that Customer Service receives no further calls about pickup times being changed 
by the computer.  In October, many of the complaints received pertained to customers  
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who were not able to  obtain their desired pickup time upon first call to reservations.  Due 
to multiple employee illnesses, Customer Service lost some of its forward momentum with 
cross training the call center agents in Customer Care  (Complaints) duties, however we 
are shar
couple of internal trainings with question and answer periods to follow.  Topics addressed 

Se     
 
Customer Care (Complaints)  experienced a moderate drop in complaint numbers.   
Total complaints in October 2009 numbered 1,143, representing a 10.6% decrease from 
September 2009 and a 2.6% increase over October of the previous y ear.  Our complaint 
calendar year -to-date (YTD) totals were 11,302 in October, exceeding calendar YTD 
complaint totals from last year, which numbered 10,489 complaints.  This demonstrates a 
7.2% increase in current YTD complaint totals.   As is typically th
top three complaint types accounted for more than half (51.3%) of all complaints and 
consisted of the following categories: Late 4, Service, and Booking in that order.  As noted 
in previous summaries, each of the Access Customer Ca re Specialist maintains a journal of 
complaint trends, which they have compiled from their investigations of Access customer 

elements about the service.  Of particula r interest are any reasons, which might have 
contributed to poor service or service disruption.  According to the manual trend 
reporting, Access determined that the following disruptions were the cause of the majority 
of complaint for October: 1) Relativel y low average customer On Time Performance (OTP), 
which generates more complaints, and 2) quite a number of drivers reported an inability 

all safety-related conce rns in order to keep both the Safety Awareness and Risk 
Management groups apprised of potential hazards.    
 
Operations Monitoring  saw a decrease in call volume for the month of October 2009 
with a total of 6,128 received calls. October was the second lo west month for call volume 
so far in 2009.  This represents a 7.3% decrease from the previous month.  October was 

time from first call to the OMC until pickup by a vehicle ) was at 48 minutes. This represents 
a decrease from previous months (positive trend) where the average LOT for pickup was 
50-55 minutes.  The month of October also saw OMC agents receiving one of their highest 
number of compliments ever - a total of eight !   
 
ARUN PREM, DIRECTOR OF STRATEGIC PLANNING    
Safety Program Update:  
 
In November 2009 a number of Safety Program initiatives moved towards implementation. 
Access staff and providers worked through the monthly Safety Steering Committee and at 
other mee tings to provide input and direction on the initiatives.   The Safety Steering 
Committee held its third meeting in early December.  
  
 
 
 



 30  
 

 

  

 

 

Recent Accident and Incident Trends:  
 
The Safety Program regularly looks at recent accidents/incidents in order to ide ntify 
possible trends. The most recent numbers for October 2009 showed a decline in 
accidents/incidents with a total of 40 events reported compared to 75 for July 2009.  

 

Safety Decals: 
 
Safety decals were proposed for the rear of Access vehicles to warn ot her drivers that 
Access vehicles are stopped or prone to frequent stops. The committee viewed the final 
version of the decal and a new brake light placed in the top -center area of the rear 
window.  A pilot program with 25 vehicles is scheduled to begin Jan uary 2010.  

 

Employee Incentive Program:   
   
Access staff outlined an incentive program to measure and reward safety -related driver 
performance. The program will be structured so drivers have an opportunity to qualify for 
awards when they reach a certain number of miles without a preventable accident.  It is 
estimated that each full -time Access driver averages between 40K and 50K miles annually. 
For each year of service, the value of the award will increase in value. Some of the 
suggestions for incentives included - pin, shirt, jacket, special patch, engraved watch and 
Disneyland tickets.  A completed DRA FT of the proposal will be placed on the January 
Board Meeting Agenda.  
 
Safety Case: 
 

e driver in 
documenting and responding to incidents. The proposed case is a plastic box/ container 
containing a digital camera, tether straps, strap cutter, pens, accident forms, clipboard, 
and other safety related items. The list of items was finalized an d staff will begin procuring 
the items in January 2010.  
 
Tethers and Markings for Wheelchairs:  
 
Markings and tether straps are being used to improve the securement process for 
wheelchairs. Southland Transit Inc. has already started to identify best practi ces in the use 
of tethers and markings in order to make securement of wheelchairs more effective. 
Access staff and CARE are working on the logistics of the tether/marking process, to begin 
implementation in January 2010.  
 
Trainer Meetings:  
 
It was suggested that all provider trainers should have regular meetings in order to 
exchange ideas and updates that might enhance the effectiveness of the service. It was 
agreed at the Safety Steering Committee meeting that in the near future, trainers would be 
included  in the regularly scheduled Access Road Supervisor meetings.  
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NOVEMBER 28, 2009  
 
 
TO:  BOARD OF DIRECTORS 
 
FROM:  ALFREDO TORALES, OPERATIONS ANALYST   
 
RE:  OPERATIONS REPORT FOR OCTOBER 2009 
 

 

Below is a summary of the key operatin g statistics for October  2009, as well 
as, operation data for the previous month ( September ) and Year to Date 
(YTD): 
 

MONTHLY OPERATIONS REPORT SUMMARY 
 Current  Last Month % change YTD 
 
Total Trips 185,050 178,256 3.8% 710,595 
         
Passengers per Vehicle 
Trip 1.3 1.3 0.0% 1.3 
         
Average Trip Distance  9.5 9.6 0.0 9.5 
         
Total Calls to Providers     336,702     304,876  10.4%  1,244,561  
         
Average Initial Hold Time 
(seconds) 49 47 4.3% 49 
         
% of Calls on Hold More 
Than 5 minutes 2.2% 2.0% 10.6% 2.5% 

         
On-Time Performance  89.1% 88.3% 0.9% 90.1% 
         
Late 4 Trips 0.11% 0.20% -45.00% 0.14% 
         
Total number Registered 
Riders      84,049       83,026  1.2%        84,049  
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MONTHLY PROVIDER SUMMARY: ALL TRIPS 
(including OMC Dispatched Backup Trips)  

 
 Passengers Trips Passengers 

per Trip  
Eligible 

Passengers 
per Trip  

System Wide 
Sep-09 232,024  178,256  1.30 1.00 
Oct -09 239,879  185,050  1.30 1.01 

% Change 3.39% 3.81% 0.00% 1.00% 

SGT  Eastern Region 
Sep-09 72,842 54,683 1.33 0.96 
Oct -09 75,386  57,177  1.32 0.96 

% Change 3.49% 4.56% -0.75% 0.00% 

GPI  Southern Region  
Sep-09 69,619 52,025 1.34 1.03 
Oct -09 71,206  53,516  1.33 1.03 

% Change 2.28% 2.87% -0.75% 0.00% 

CTI  WC  West Central Region  
Sep-09 36,708 28,048 1.31 1.03 
Oct -09 37,561  28,880  1.30 1.03 

% Change 2.32% 2.97% -0.76% 0.00% 

MV  - San Fernando Valley Region 
Sep-09 44,686 35,977 1.24 1.02 
Oct -09 47,217  37,576  1.26 1.02 

% Change 5.66% 4.44% 1.61% 0.00% 

STI  AV  Antelope Valley  Region 
Sep-09 4,606 4,565 1.01 1.00 
Oct -09 4,986 4,918 1.01 1.01 

% Change 8.25% 7.73% 0.00% 1.00% 

SCT  Santa Clarita Region 
Sep-09 3,155 2,606 1.21 1.02 
Oct -09 3,115 2,625 1.19 1.18 

% Change -1.27% 0.73% -1.65% 15.69% 
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PROVIDER SERVICE SUMMARY 
PROVIDER MONITORING 

 
  Previous YTD- 
Maintenance Inspections*  Current  Month  Average  
TOTAL 86 48 56.5 
SGT  Eastern Region 27 19 18.0 
GPI  Southern Region  18 9 14.3 
CTI  West  Central Region  7 10 8.3 
MV Transit  San Fernando Valley Region 33 8 14.5 
STI  Antelope Valley Region  1 1 1.0 
SCT  Santa Clarita Region 0 1 0.5 
 

* The data above represents the number of vehicles evaluated at the  
contractor locations  
 

  Previous YTD- 
Road Supervision*  Current  Month  Average  
TOTAL 0 58 63.5 
SGT  Eastern Region 0 16 23.0 
GPI  Southern Region  0 3 19.0 
CTI  West  Central Region  0 15 10.5 
MV Transit  San Fernando Valley Region 0 20 8.8 
STI  Antelope Valley Region  0 1 1.0 
SCT  Santa Clarita Region 0 3 1.3 

 

* The data above represents the number of drivers evaluated by the Road 
Supervisors at various locations throughout the County.  

 

  Previous YTD- 
Dispatch Coordination*  Current  Month  Average  
TOTAL 208 162 179.8 
SGT  Eastern Region 52 52 45.8 
GPI  Southern Region  34 25 28.0 
CTI  West  Central Region  61 52 47.3 
MV Transit  San Fernando Valley Region 24 18 24.8 
STI  Antelope Valley Region  20 9 18.5 
SCT  Santa Clarita Region 17 6 15.5 

 

* The data above represents the number of Order Takers and Dispatchers 
evaluated by the Operations M onitor 2s.  
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Comparability of Access Paratransit to Fixed 
Route Travel Times* 

Current  
Quarter  

Previous 
Quarter  

Equal to or Shorter than Comparable Fixed 
Route Trip 94.9% 95.7% 
1-20 Minutes Longer than Fixed Route Trip  4.3% 3.3% 
21-40 Minutes Longer th an Fixed Route Trip 0.4% 0.6% 
41-60 Minutes Longer than Fixed Route Trip  0.2% 0.6% 
60 Minutes Longer than Fixed Route Trip  0.1% 0.2% 

 

* The data above (based on a sample of all trips) highlights the degree to 
which Access Paratransit trips are comparabl e in terms of travel time to trips of 
a similar distance, origin and destination taken on local fixed route transit.  

 
  Previous YTD- 
Travel Training  Current  Month  Average  
Accepted Travel Training  19 22 21.5 
Waiting for Travel Training  13 16 13.3 
Started Travel Training  7 22 18.3 
Completed Travel Training  25 17 23.0 
Discontinued Services  0 0 0.3 
People Currently in Travel Training  7 0 5.8 
# Graduates Using Bus After 1 Month  18 9 15.0 
# Graduates Using Bus After 2 Months  13 7 13.5 

 
NORTH COUNTY TRANSFER TRIPS 

 
North County Trips Transferring at   Previous YTD- 
Olive View  Current  Month  Average  
Antelope Valley to Transfer Point  191 175 183.8 
Transfer Point to Antelope Valley  176 163 169.5 
Santa Clarita to Transfer Point 77 61 75.5 
Transfer Point to Santa Clarita 74 77 72.0 
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Systemwide Mobility Device   Previous YTD- 
Securement Incidents  Current  Month  Average  
Total Reported Incidents  0 2 0.8 
Total Reported Incidents with Bodily Injury  0 1 1.0 

SGT  Eastern Region 0 1 0.5 
GPI  Southern Region 0 0 0.0 
CTI  West/Central Region  0 1 0.8 
MV Transit  San Fernando Valley Region 0 0 0.0 
STI  Antelope Valley Region  0 0 0.0 
SCT  Santa Clarita Region 0 0 0.0 

 
COMMUNICATIONS  

  Previous YTD- 
Providers: Monthly Calls  Current  Month  Average  
All PROVIDER TOTAL  336,702    304,876    311,140  
SGT  Eastern Region     88,191      78,687       79,268  
GPI  Southern Region   118,919    108,225    112,094  
CTI  West  Central Region      66,836      59,235       61,377  
MV Transit  San Fernando Valley Region     51,339      48,398       48,048  
STI  Antelope Valley Region        9,301        8,494         8,383  
SCT  Santa Clarita Region       2,116        1,837         1,970  

 
  Previous YTD- 
Customer Service/OMC Calls  Current  Month  Average  
Customer Service Calls Answered      16,074      16,328       16,012  
Ops. Monitoring Center Calls Answered        6,361        6,607         6,257  
Ride Info Calls Offered        1,147        1,221         1,223  
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Average Initial Hold Times  Standard    
-Not to Exceed 120 Secs and % Calls on  Previous YTD- 
Hold > 5 mins Systemwide  Current  Month  Average  
Average Initial Hold Time  49 47 49 
% OF Calls On Hold More Than 5 minutes  2.2% 2.0% 2.5% 
    
SGT  Eastern Region    
Average Initial Hold Tim e 37 32 29 
% of Calls on Hold More Than 5 minutes  0.9% 0.7% 0.6% 
    
GPI  Southern Region     
Average Initial Hold Time  55 54 67 
% of Calls on Hold More Than 5 minutes  2.8% 3.1% 4.2% 
    
CTI  West  Central Region     
Average Initial Hold Time  30 25 22 
% of Calls on Hold More Than 5 minutes  1.0% 0.5% 0.5% 
    
MV Transit  San Fernando Valley 
Region 

   

Average Initial Hold Time  73 81 72 
% of Calls on Hold More Than 5 minutes  4.0% 3.2% 4.1% 
    
STI  Antelope Valley Region    
Average Initial H old Time  79 53 49 
% of Calls on Hold More Than 5 minutes  7.4% 3.3% 3.4% 
    
SCT  Santa Clarita Valley Region    
Average Initial Hold Time  48 46 49 
% of Calls on Hold More Than 5 minutes  2.9% 2.5% 2.4% 
    
Operations Monitoring Center     
Average In itial Hold Time  125 128 100 
% of Calls on Hold More Than 5 minutes  14.1% 13.8% 9.9% 
    
Customer Service     
Average Initial Hold Time  187 176 168 
% of Calls on Hold More Than 5 minutes  18.3% 19.1% 16.6% 
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Eligibility Determinations     
  Previous YTD- 
ADA Paratransit Evaluations Current  Month  Average  
Completed     

UNRESTRICTTED 1,997  1,910  1,952  
RESTRICTED  316  334  351  
TEMPORARY 228  217  241  

NOT ELIGIBLE 285  332  315  
TOTAL 2,826  2,793  2,859  
       
Recertifications (in Person) 535  588  570  
New Applicants  2,291  2,205  2,289  
       
Eligibility Renewals        
Recertification Letters Sent  1,983  2,175  2,223  
       
Process Time (avg. Days: Individ.)       
Evaluation to Mail Out (ADA <21 Days)  6  8  7  
Scheduling Phone Call to Evaluation  10  14  12  
Scheduling Phone Call to Mail Out  16  22  19  

 

 

  Previous YTD- 
ADA Paratransit Eligibility Appeals  Current  Month  Average  
Appeals Requested  81 69 74  
Closed  67 65 75  
Withdrawn/Closed Before Completion  14 10 22  
Pending 109 98 102  
Increased 12 26 20  
Decreased 1 3 1  
Modified  3 2 3  
Upheld  36 24 30  
Subtotal  52 55 53  
% Appeals not overturned  77% 53% 63% 
Net Denied Rate (Year-to-Date) 11% 9% 10% 
Process Time: Appeal Date to Mail Out  10 12 11  
ADA>30)  81 69 74  
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OPERATIONS MONITORING CENTER ACTIVITY 
 

  Previous YTD- 
Calls to OMC  Current  Month  Average  
TOTAL CALLS:        6,128         6,613           6,221  
Late calls        2,207       2,732           2,177  
Other (CSC/Reservations)        3,921         3,881          4,044  

 

  Previous YTD- 
Disposition of Late Calls  Current  Month  Average  
Back-Up Vehicle Sent  253   282              240  
ETA Given  1,206   1,446           1,145  
Help Calls  4   4                   4  
Miscellaneous   744   1,001               788  
TOTAL LATE CALLS  2,207   2,733          2,177  

 

NOTE REGARDING DEFINITION OF CALLS TO OMC: 
  

 
 

Late Trip Calls to OMC   Previous YTD- 
Resulting in Dispatch of B/U Vehicle 
(5.4.1.6) 

Current  Month  Average  

Avg. Time Between 1 st Call and Arrival of 
 

 
51 

 
53 

 
53 

 
Late Trip Calls to OMC Resulting   Previous YTD- 

7) Current  Month  Average  
Incidence of Vehicles Sent to Wait w/the 
Rider until Arrival of Accessible Vehicle  

 
0 

 
0 

 
0 

 
 
 

 

 


