AGENDA
COMMUNITY ADVISORY COMMITTEE (CAC) MEETING

Tuesday December 8, 2009
12:30 p.m. - 3:00 p.m.
AON CENTER
707 Wilshire Blvd.
6™ Floor Conference Room
Los Angeles, CA 90017
www.asila.org

Address for Scheduling Access Paratransit Trips:
706 W. 6" Street

(CAC) Mission Statement

“The mission of the CAC is to provide input, advice, and recommendations to
Access Services’ Board and staff on policies related to eligibility, customer
service, and operations.”

We represen t the diverse opinions and experiences of the Access riders.
We obtain rider input to identify barriers to good service and work
collaboratively toward solutions.

CAC members are educators, role models, and disseminators of information.
Our goal is to wor k with the Board and ASI to enhance riders’ awareness of
their options for transportation independence, including superior ADA
paratransit.”

(CAC) CODE OF CIVILITY

The members of the Access Services Community Advisory Committee
(CAC) ascribe to the follo wing Code of Civility to ensure that all business
and meetings of the CAC are conducted in a positive and respectful
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manner.

We welcome the views and opinions of all CAC members and
attendees and pledge to truly listen and to consider diverse points of
view.

As CAC representatives, we will conduct ourselves in a respectful and
civil manner regardless of differences of opinion. We will practice the
art of disagreeing without being disagreeable.

We will support CAC officers and members in reminding all
participants to conduct themselves in a courteous and professional
mannetr.

If someone feels they have an unresolved civility issue regarding the
CAC, they may take this concern to an ad hoc executive committee of the
CAC composed of the Chair, other CAC Offic ers and/or additional
members appointed by the Chair.

(CAC) PUBLIC COMMENT PROCEDURE

Public comment forms are avallable for anyone that wishes to make a
public comment. Each speaker will have 3 minutes fto make a
comment. If the comment pertains to a service related complaint, it will

be entered into the complaint process database.
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Item Description Disposition

Pages

12:30 p.m.

Call to Order

Procedure for Public Comment

12:35 p.m.

Roll Call

12:35 p.m.

Approval of the November 10, 2009 Action
CAC Meeting Minutes

5-14

12:35 p.m.

General Public Comment (3 minutes |nformation
per speaker)

12:45 p.m.

Reports Information

Chair

Board Meeting Update

Staff

OMC - October 2009
Complaints - October 2009
Metro OIG Audit

Compliant Process

OMC Monthly Report Data

15-29

1:00 p.m.

Subcommittee Updates Information

Service Animal
Shared Ride Time
CAC Goals Subcommittee

1:20 p.m.

Provider/OMC Communication about
No Shows and Special Pickups

Discussion/
Possible
Action

1:30 p.m.

Proposed Inclusion of CAC Bylaws Action
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1:40 p.m. S Break

2:00 p.m. 6. Discussion/
Quality Services Subcommittee Possible
Appointment Action

2:40 p.m. 7. Member Communication Information

2:50 p.m. 8. New Business Raised Subsequent t0 |nformation
posting of the agenda

3:00 p.m. 2 Adjournment

Access Services does not discriminate on the basis of disability. Accordingly, Access Services seeks to ensure that individu als
with disabilities will have an equal opportunity to pa rticipate in the range of Access Services events and programs by providing
appropriate auxiliary aids and services to facilitate communication. In determining the type of auxiliary aids and services for
communication that will be provided, primary conside ration is given to the request of the individual with disabilities. However,
the final decision belongs to Access Services. To help ensure availability of those auxiliary aids and services you require, please
make every effort to notify Access Services of your request at least three (3) business days (72 hours) prior to the meeting in
which you wish to utilize those aids or services. You may do so by contacting (213) 270 -6000.

Note: ASI board meetings are held pursuant to the Ralph M. Brown Act [Cal. G ov. Code §54950] and are open to the public.
The public may view and obtain all written information supporting this agenda provided to the board both initially and
supplementaly prior to the meeting at the agency'’s offices located at 707 Wilshire Blvd., 9th Floor, Los Angeles California and on
its website at htip.//asila.org . Documents, including Power Point handouts distributed to Board Members by staff or Board
members at the meeting will simultaneously be made available t o the public. Three opportunities are available for the public to
address the board during a board meeting: (1) before closed session regarding matters to be discussed in closed session, (2)
before a specific agendized item is debated and voted upon regar ding that item and (3) general public comment. The exercise
of the right to address the board is subject to restriction as to time and appropriate decorum. All persons wishing to make
public comment must fill out a yellow Public Comment Form and submit it fo the Secretary fo the Board. Public comment is
generally limited to three (3) minutes per speaker and the total time available for public comment may be limited at the
discretion of the Chairperson. Persons whose speech is impaired such that they are u nable fo address the board at a normal rate
of speed may request the accommodation of a limited amount of additional time from the Chair but only by checking the
appropriate box on the Public Comment Form. Granting such an accommodation is in the discretio  n of the Charr.

The Board of Directors will not and cannot respond during the meeting to matters raised under general public comment.
Pursuant to provisions of the Brown Act governing these proceedings, no discussion or action may be taken on these matte rs
unless they are listed on the agenda, or unless certain emergency or special circumstances exist. However, the board may dir  ect
staff to investigate and/or schedule certain matters for consideration at a future Board of Directors Meeting and the staff will
respond to all public comment in writing prior to the next board meeting.
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MINUTES
Community Advisory Committee (CAC) Meeting
Tuesday, November 10 , 2009
12:30 p.m. - 3:00 p.m.

CALL TO ORDER

Chairperson Michael Williams convened the meetin g at 12:30 p.m. Sean Frye
read the public comment procedur es and announced that Nahila Hussen was
in attendance to assist and take down additional information.

ROLL CALL

CAC Members Present: Michael Williams, Michael Conrad, Kurt Baldwin, Gay
Parrish, Terri Lantz, Hugh Hallenberg, Michael Anthony Arrigo, Veronica
Martinez, Shawn Solomon, Tommy Johnson Sr., Gloria Broderick, Ken
Schwartz, James Hogan, Gary Jansen, Tina Foafoa.

CAC Members Absent: Adinah Solomon, James Harris, Frances Kitrel | and Ray
Louis Mckeever.

Board Members: Sandy Varga.

Access Services Staff Sean Frye, Bvie Palicz, Susana Cadenas,Nahila Hussen,
Janine Lechuga, Marcia Velis, Shelly Verrinder, Galen Hale, Alfredo Torales,
Matthew Avancena, Louis Burns, Steve Wrenn.

Guests: Ken and Pamela Metz, Tonni Hemphill, Scott Manchan, Stacey Murphy,
Lee Habibi, D aniel Garcia, Linda Keeney, John Mavis and Nader Raydan.

APPROVAL OF MINUTESOF October 13 , 2009, MEETING

Motion: Michael Williams moved the approval of th e minutes of the October
13, 2009 CAC meeting.
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Vote: 16 Yes

GENERAL PUBLIC COMMENT

Mr. Ken Metz opened the public comments by discussing a trip he had whe re
the temperature was warm in the vehicle. Mrs. Pamela Metz who was also in
the vehicle asked the driver to please turn the AC on, but the driver refused, so
Mrs. Metz asked that the window be opened; the driver replied no again.
Needless to say, the driver was short and rude and showed no compassion.
Mr. Metz feels drivers with this type of attitude should not be driving for this
type of service; in fact they shouldn’t work with the public at all.

Mrs. Pamela Metz discussed a trip handled by Global where the driver drove in
opposite directions several times to pick up and drop off passeng ers. Mrs.
Metz explains how she had to stay in the vehicle while the driver followed a
route that didn't make sense and seemed to waste time. She explains that she
understands the “Shared Ride" policy, but feels Global can do a better job of
routing their trips.

Ms. Tonni Hemphill described a trip where the driver didn't give her a call-out
and was rude to her when she entered the vehicle. Once the trip started, the
driver appeared to be lost and didn’t know where he was going. Ms. Hemphill
asks the driver if he needed directions but the driver declined to accept any

help. Ms. Hemphill believed the driver didn't know how to use a Thomas Guide
and, as an ASI driver, should have known how to read a Thomas Guide. Ms.
Hemphill continues to discuss a second trip where the driver stops to pick up

an elderly couple that required assistance to board the vehicle, but the dr iver
didn't offer to help. Eventually Ms. Hemphill assisted the couple into the
vehicle.

Mr. Michael Arrigo wanted to pass along a question ort hought from a fellow
rider who didn’t want to give their name. This rider wanted to know why Access
Services couldn’t go further than Disneyland, because he or she had a drop off
location only blocks from Disneyland.

Mr. Kurt Baldwin reported a correction to October 13, 2009 meeting minutes
on item “Tap Card and Turnstiles” in which he stated California title 24 Access
Guidelines and ADA wouldn't allow for unattended restricted access.

Mr. Melvin currently living in Antelope Valley stated he's been having
problems with provider customer service. Reservation’s hours are from 8am to
Spm in Antelope Valley, but the phone queue doesn’t open till 8:08am or
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8:10am. This is an issue that has been ongoing for years, but still hasn't been
addressed. Mr. Melvin cont inues to state that he has notice the queue closing
on time, which is 5pm, but can't seem to open on time (8am).

Mr. Melvin explains another on -going issue which involves Global and his
return trip to the Union station. Mr. Melvin stated he needs to be at the Union
Station by 11:10am at the latest, and if he’s not there at that time he would
miss the scheduled train departure and would be forced to wait for the 3:45pm
departure. Mr. Melvin explains how difficult it is having a manual chair and how
tired he is at the end of a day. Having to wait an additional 4 -5 hours is very
stressful, not to mention the number of invalid No Shows that appear on his
profile.

Mr. Lee Habibi intervenes and states he will investigate Mr. Melvin's concern.
Dear CAC:

You indicate you are trying to satisfy riders. Well the service | have had in the
last two weeks is horrible. | ride three days a week (M -W-F). | have three rides
on a CTI ride, which lasted excessive time for the allowed trip time. All were
reported to custo mer Service. CTI does not care about the riders, and does
not train drivers with respect toward riders. One of the drivers | ast Wednesday
was outrights rude toward me and to another rider sitting in  a wheelchair, next
to him. The driver should be suspen ded for a minimum of 30 days without

pay, and then retrained. And the problem was poor routing, too many ride
shares, and an error in address. This added to ride time, and the trip took over
two hours fo r a trip that should have been one hour and twenty -two minutes
maximum *including walking time. | ask you to provide me a written response,
since | cannot attend due to two medical appointments Tuesday.

Thank you,

Michael R. Glaser (ADA #135679)

Chairman Michael Williams made a motion to approve the minutes.

Motion approved.
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1. REPORTS

CHAIRS

Chairman Michael William wanted to thank the members of the CAC who have
taken on tasks, special projects and accepted more responsibility on behalf of
the CAC. He encourages the sub -committee groups to continue to
communicate among each other and continue the hard work they have
demonstrated. Mr. William reminded the members that he still intends on
contacting everyone individually to speak with them.

BOARD OF DIRECTORS

Ms. Sandy Varga gave a brief update of the Board Meeting where no decision
has been made regarding the relocation of Access Services. Ms. Varga also
reports on an on -going discussion regarding “Standing Order” requests. Ms.
Varga was able to review information that showed t he number of “Standing
Order” requests on the back-log for each provider and through discussions

with staff it was explained to her that ADA wouldn't allow for Access Services to
have more than 50% of its trips as “Standing Orders.” Ms. Varga believes the
addition of more “Standing Orders” would in return provide a more efficient
service to the riders.

Mr. Kurt Baldwin stated that previously there were no capacity constraints and
only if you had capacity constraints could you not exceed the 50% threshold
for standing orders. The providers were claiming that there was a loss of
capacity due to customers canceling late and therefore, requested the “Late
Cancellation” policy. Since the implementation of this policy, Mr. Baldwin
guestioned why has there not been an increase in Standing Orders?

Ms. Gay Parrish joins the discussion by stating it might be good practice for
Access to periodically ask the providers to review their Standing O rder list. Ms
Varga seconded Ms. Parrish’s idea and asked that it be added to the reports.
Ms. Terri Lantz asked that there be a future meeting to discuss this issue in
more detail, because riders have been asking ho w long they have to wait for a
Standing O rder request and, as of now, it seems Access Services really do esn’t
have an answer for that question.

Mr. Lee Habibi of Global explains that capacity is just part of the reason for
having a waiting list for Standing Orders. Mr. Habibi explains that when the
process begins they g o through the standing time waiting list. The system
looks for where we can put a trip into the Skelton route. When a rider makes a
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request he or she is offered a time slot window. | f they refuse to accept the
offered times, the Standing O rder is put on a waiting list instead of being put
to the side. If something becomes available, the provider will add them to the
route, but the contractors try to negotiate the requested times to help
accommodate a request of a customer. Ms. Varga asked if the Skelton route is
formed by the Standing Order rides.

Mr. Habibi replied yes, pretty much. B ut Mr. Habibi wanted to reiterate that
although negotiated times are given, it's up to the customer to accept it or
continue to wait.

STAFF

Arun Prem and Sean Frye attended the annual Los Angeles Commission on
Disabilities awards luncheon. Additionally, Mr. Frye attended the most recent
meeting of the City of West Hollywood Disability Advisory Board where CAC
member Mr. Michael Arrigo received an award.

Giovanna Gogreve will be moving to the Strategic Planning departm ent, taking
her place will be Alfredo Torales. Customer Support has added a new
representative named Januelle Johnson and a new Project Administrator has
joined Access Services. His name is Geoffrey Okamoto.

CAC members wanted to commend Ms. Giovanna Gog reve for all her hard
work while in Operations and hope her replacement (Alfredo Torales) is able
to maintain what she has started.

METRO OFFICE OF INSPECTOR GENERAL AUDIT RECOMMEDATIONS
UPDATE

No Report at this time

OPERATIONS MONITORING CENTER(OMC) REPORT- September 2009

Mr. Hugh Hallenberg reviewed the OMC r eport and stated that, according to
his math, 6,614 minus 2,733 totals 3,881 calls. What do these extra 3,881 calls
pertain to?

Ms. Marcia Velis replied the calls co uld have been misdirect ed customers
calling for reservations, customers trying to reach customer service, or other
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miscellaneous calls. It could be any call other than a late vehicle arrival call.

Mr. Kurt Baldwin stated he noticed almost a third more of calls than last month,
is there a reason for that?

Ms. Velis replied that it could be a direct result of School starting back;
September is normally the month schools and colleges starts back on track.

Mr. James Hogan stated he would like to know the percentage of taxi drivers
that operate outside of the contract and the percentage of complaints that are
filed against taxi drivers.

Mr. Sean Frye replied that some contracted trips are contracted out to
subcontractors directly by the provider. Others are “backup” trips for which
Access maintains an account with the taxi provider, but no contract. The
number of complaints received through the OMC against backup taxi drivers is
very little. Mr. Frye explains that when ASI does receive a complaint against a
backup taxi driver, we d o approach the provider and ask that they resolve or
correct the issue with the customer.

Ms. Terri Lantz asked if contracted taxi drivers go through Access Service
training.

Mr. Frye replied yes. However, whenever ASI sends out a n uncertified backup
taxi (where the driver is not trained on ASI policy ), they inform the customer
that the vehicle picking them up is not a certified ASI vehicle, giving the
customer t he opportunity to accept or refuse the trip for a certified vehicle .

Mr. Baldwin requested tha t ASI put together an annual OMC report to show
the data from a whole year for comparison.

COMPLAINTS REPORT- September 2009
Mr. Hugh Hallenberg asked if Late 4's were down compared to the month of
August.

Ms. Susanna Cadenas explained that the total number of complai nts compared
to last month actually shows an increase.

Ms. Terri Lantz stated that it may be helpful to show comparison of the major
categories from month to month.
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Ms. Shelly Verrinder stated the Board Box contains that type of information.

CAC members suggested making the Board Box available at the CAC meeting
and also mail hard copies to members who are interested.

2. SUBCOMMITTEE REPORTS

New Outreach

No report was provided.

Service Animal

Mr. Ken Metz reporte d on the new tethering device that has recently been
tested in Access Service vehicles. The material from the tethering device is the
same material used for seatbelts, so it's considered to be strong enough to
secure a service animal. A decision will be ma de on how to go forward with
purchasing and distribution of the new securement tethering device in the

near future.

Shared Ride Time

No report was provided.

CAC Goals and Objectives

Ms. Veronica Martinez informed the CAC that Team #4 has set a sched ule for
trainings, which includes CAC educational and presentations. Ms. Martinez will
coordinate with Access staff regarding presentations for the coming months. This
process will involve some Metro representatives, driver trainers and potentially
C.A.R.Eevaluators to deliver sensitivity presentations. The presentations may be
spread out over a two -year period for fiscal years 2010 and 2011.

Ms. Gay Parrish informed the CAC that Team #8 is looking at meetings for the
riders. Ms. Parrish explains that team #8 is currently in the preliminary stages and
needs to confirm who will be on the committee, so that an email list can be

created. Ms. Parrish confirms members, James Hogan, Tina Foafoa, Ken Schwartz,
Gloria Broderick and Gary Jansen. Ms. Parrish stated she would like to invite a
provider representative to join and give their feedback.

Mr. Michael Williams informed the CAC that Team #6 goal is to establish some
sort of mechanism that all subcommittees talk to each other and have a better line
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of communicat ion with the Board of Directors. Mr. Williams explains that in the
near future, he will be meeting with the members of this team to discuss ways of
accomplishing these goals.

Mr. James Hogan informed the CAC that Team #7 will be responsible for creating
mandatory meetings between CAC members and appointing directors to discuss
strategies. Mr. Hogan stated that team #7 is ready to present to the CAC and will
do so with item “CAC bylaws Inclusion”.

Mr. Hugh Hallenberg informed the CAC that Team #5 will organi ze educational
field trips and will be taking the first field trip during the month of January 2010.
The trip will be a visit to Global Paratransit.

Mr. Michael Arrigo informed the CAC that Team #3 has no new updates.

Mr. Shawn Solomon informed the CAC th at Team #2 has circulated a proposal
process, but have yet to meet with team members via conference call provided by
Access Services.

Mr. Ken Schwartz informed the CAC that Team #1 will discuss orientations for new
members. Team #1 will be working on a wo rd document with answers of
guestions of Who, What, Where, When and Why regarding CAC. The document
should be completed by the end of November.

*******************S pe Cc | al An nounceme nt*********************

Ms. Shelly Verrinder wanted to reiterate what sh e said at the last Board meeting,
where Shawn Solomon was given an award for all the years he served as Chair of
the CAC (a total of three terms). Shawn has worked hard to improve the
relationship between the CAC and the Board and he was instrumental inth e
development of Vision and Mission Statements, not just for the agency but for the
CAC as well. Mr. Solomon also played a large part in the Ad Hoc process from
when Access Services examined service changes. Ms. Verrinder thanked Mr.
Solomon again in front of the CAC.

3. RESCUE RIDE POLICY

Ms. Evie Palicz discussed Access Services No Strand Policy,where punitive
measures could possibly be assessed against riders for repeatedly refusing to
schedule return trips and using the Operations Monitoring C  enter’s back up
vehicles to get home (ASI policy is to pick them up and take them home). Access
Services has this policy in place to ensure that no rider is left stranded.
Unfortunately some riders have learned how to manipulate the system and misuse
the “No Strand Policy.” In an effort to stop repeat offenders, Access Services is
proposing a “rescue ride policy” with two different options to be voted on to
determine which is best for corrective action. The following option will be
considered by both CAC an d TPAC:
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Option (A) - A rider who does not book a return trip and calls the OMC for a
rescue ride will,

¢ On the first offense be given a free ride home and written warning
letter advising the rider of the policy to book return trips.

¢ On the second offense b e charged a fare equal to seven (7) times the
current rate for a regular Access Services trip. In addition the rider
will receive another written warning letter.

e On the third offense be given a six (6) month suspension of ridership
privileges
Option (B) - A rider who does not book a return trip and calls the OMC for a
rescue ride will,

e On the first offense be given a free ride home and a written warning
letter advising the rider of the policy to book return trips.

¢ On the second offense be given a 10 day of ridership privileges. In
addition the rider will receive another written warning letter.

e On the third offense be given a 30 day suspension of ridership
privileges. In addition the rider will receive another warning letter.

¢ On the fourth offense be given a six (6) month suspension of
ridership privileges.

Both proposed policies will occur on arolling 12 -month basis. A discussion
ensued over whether the cost of implementing this policy would outweigh the
benefits.

This item has been tabled for further discu ssion.

4. PROPOSED INCLUSION OF CAC BYLAWS

This item will be carried over to the next meeting.

5. GRACE PERIOD FOR LATE CANCELLATION

Mr. Rycharde Martindale reported that after further consideration and reviewing

of information, Access Services has decided to implement a grace period
concerning the late cancellation policy. Access Services by policy asked that if you
can, cancel your next day trip two hours prior to the scheduled pick -up time.
Access Services was able to conduct a survey of a week’s worth of information of
late cancellations in October. Out of 137 trips, 64% or 87 riders missed the two
hour deadline by 5 - 10 minutes. After careful consideration, ASI has decided as of
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October 13 " to implement this procedure, so if a customer cancels and has done
so within that 5 -10 minute time frame, ASI will automatically invalidate the No
Show, giving the customer the benefit of the doubt as it were.

Mr. Martindale discusses his annual pitch to recruit Q.S.S members and is
currently accepting appli cations. A list of candidates will be presented to the CAC
at December’s meeting for an up and down vote. There are various positions and
a number of open spots. The goal is to have an ample amount of people. E -mail
alerts and web postings are some of the tools used to get the word out to anyone
interested.

6. TRANSPORTATION AND FUNDING FOR REGIONAL CENTERS

This item will be carried over to the next meeting.

MEMBER COMMUNICATION

This item was not addressed due to time constraints.

NEW BUSINESS RAISED @ POSTING OF AGENDA
This item was not addressed due to time constraints.

ADJOUNMENT

Motion for adjournment.

Motion approved.
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REPORTS

CHAIR REPORT

Chair will give a verbal report

BOARD MEETING UPDATE

No December Board Meeting Update

STAFF REPORT

Access staff liaison will give verbal report
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Date: November 30, 2009

To: Community Advisory Committee (CAC)
From: Marcia Velis, Call Center Analyst
Re: Operations Monitoring Center (OMC) Report i October

October 2009

A total of 6,128 calls were logged by OMC for the month of October. Exactly

2,207 of these calls pertained to Late Trips. Of the total Late Trip calls, 1,933

were reconciled on the First ETA call to OMC, which could mean: a) an ETA

was given, b) a Next Available trip was booked, c) Backup Response was

dispatched, or d) the call was otherwise terminated. The OMC dispatched a

total of 426 Backup Response vehicles in October. Exactly 268 of these trips

were performed by Overflow Service and 158 were performed by Non-Certified

Providers. October6 s average Length of Time (LOT) bet w:
and their pickup by a Backup Response vehicle was approximately 48 minutes;

Octoberds | ongest singl e L OZlhouwsarsd 5anpnutesc*x i mat el y

*This customer contacted the OMC at 4:24 p.m. regarding their 3:00 p.m. pickup. The
OMC agent contacted the Provider and was told that the driver reported not being able
to locate the customer and was authorized to leave the location at 3:23 p.m. The
Provider offered a next available rebook for 6:30 p.m. The OMC agent offered the next
available to the customer and it was accepted. The customer called into the OMC again
at 6:59 p.m. inquiring about the rebooked trip. The OMC agent contacted the Provider
and was told the customer had been no showed again. The OMC agent confirmed with
the Provider the pickup address was correct on the rebooked trip. Provider informed the
OMC agent the driver was on site for 15 minutes and no one ever came outside. Rather
than delay the customer further, the OMC offered the customer a non-certified, non-
Access vehicle, which they accepted. The customer was ultimately picked up at 7:19
p.m. and dropped off at 8:02 p.m.
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September 2009

October 2009

Total OMC Calls 6,614 6,128
Total Late Trip Calls 2,733 2,207
Late Trips Reconciled on 1% 2,324 1,933
ETA
Total Backup Trips Dispatched 459 426
Subtotal Overflow Backup* 266 268
Subtotal Uncertified Provider 193 158
Backup*
Average LOT (call to pickup) 48.0 minutes 48.0 minutes
Longest LOT (call to pickup) 3 hours, 30 2 hours, 55 minutes
minutes

*Data Not in ASI Operations Report
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Date: December 1, 2009
To:
From:

Re:

Community Advisory Committee (CAC)

Complaint Report i October 2009

Susanna Cadenas, Customer Care Coordinator

Total Complaints for September 2009 1143
Complaints Under Investigation for
September: 152
Total: 836 Complaint Response
Total Complaints that still require a Preference
Written response 94 Sept . FY
Complaints Over 2 Weeks and Post Card 848 3410
investigation open or reopened 583 Phone 38 124
Complaints over 2 weeks where rider _
has not been given a status call 6 Written 116 404
TRIPS SERVICE RELATED COMPLAINTS
%
Change MV Southland
Complaint Type * Total ASI CARE GPI Valley SGT Transit SCT | STI-WC
ADA +50.0% 2 0 0 0 0 0
Animal + 50.0% 0 0 0 0 0
ASI | e 0 0 0 0 0
Booking -12.2% 115 1 0 50 10 28 7 0 19
Cancel -66.6% 2 0 0 0 0 2 0 0
Conduct + 38.0% 71 2 0 25 11 24 0 0
Denied | =mmmm-ee-- 0 0 0 0 0 0 0 0
Discourt -29.7% 92 4 0 32 12 31 0 0 13
Fare + 55.5% 9 1 0 1 1 0
Latel -40.3% 31 0 0 18 0 0 2
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Late2 +19.4% 77 0 0 40 12 16 2 0

Late3 + 41.5% 65 0 0 46 4 7 1 1

Late4 -12.8% 230 0 0 106 11 66 6 0 41
Routing +11.3% 62 0 0 35 4 19 2 0 2
Service -22.4% 207 2 1 94 18 46 5 2 39
TravelTime -14.5% 41 0 0 25 5 8 2 0

Urgent + 25.3% 62 0 0 22 18 12 0 1

Vehicle + 62.5% 16 0 0 8 2 3 0 0

Total -9.1% 1084 10 1 503 118 270 26 4 152

%
Change MV Southland

Complaint Type * Total ASI CARE GPI Valley SGT Transit SCT | STI-WC

Cert - 66.6% 1 0 0 1 0 0 0 0 0
Incident -20.0% 4 0 0 2 1 1 0 0 0
Lost/Found - 100% 0 0 0 0 0 0 0 0 0
Phone + 66.6 9 0 0 4 1 1 3 0 0
Policy -31.4% 24 0 0 11 3 7 0 0 3
Suggestion -19.0% 21 12 0 5 0 1 0 0 3
Total -11.9% 59 12 0 23 5 10 3 0 6
No Shows + 7.5% 1759 0 0 634 296 440 74 6 309
LSOX -13.2% 131 0 0 34 62 22 0 0 13
Commendations | + 27.9% 233 12 0 35 107 51 7 0 21

* % change from previous month
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DECEMBER 7 2009

TO: BOARD OF DIRECTORS
FROM: STEVE CHANG,DIRECTOROF CONTRACT ADMINISTRATION
RE: STATUS UPDATE OFFICE OF THE INSPECTOR GENERAL'S AUDIT

RECOMMENDATIONS

ISSUE:

The audit of Access Services Incorporated conducted on behalf of the Metro Office of
Inspector General (OIG) in FY 07 - 08 confirmed Access Services system design and
operational compliance with the ADA and funding requirements and the general
satisfaction of Access Services riders with that service. The audit contained no
negative findings, but the auditors did make sixteen recommendations and the audit
report contains Access Services affirmative responses to these recommendations.

This item comprises the monthly update fo r October 2009. Of the sixteen
recommendations, fourteen items have been completed.

RECOMMENDATION:

Receive and file the attached status report on the implementation of the audit
recommendations from the “Report on the Evaluation of the Paratransit Eligibility
Process; Administration, Performance, and Management of Paratransit Operations;

and Compliance with Memorandum of Understanding.”

BACKGROUND:

At the recommendation of the Board of Directors the Status Report only contains
updates on the two open audit recommendations. A complete status report on all
sixteen recommendations can be found on the Access Services website at
www.asila.org .
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STATUS REPORT ON THE IMPLEMENTATION OF
THE AUDIT RECOMMENDATIONS

Recommendation 6

ASI should evaluate whether the service providers are using the most efficient

methodology for scheduling vehicles and drivers and whether there are opportunities to

shift resources from low demand to peak demand periods.

Apr - 08

Prior to the audit in January 2006, ASI retained the services of the IBI Group to
perform a Needs Analysis on ASl's Access Paratransit service. The
recommendations from the analysis were presented to the Access Services Board
of Directors in March 2007. One of the pri ncipal recommendations was the
design and implementation of a centralized reservation/scheduling software to be
used by all of ASI providers. The Board approved the award for that
reservation/scheduling software in November 2007. The first phase of the
imp lementation of this recommendation is scheduled to begin in August 2008.
The implementation of the first service region, with phase --in to other regions as
contracts renew, is scheduled for fall of 2008.

May - 08

The centralized reservation/scheduling so ftware will be implemented within the
first service region in September 2008 and will be phased in by region as
contracts are renewed. Staff is anticipating system wide implementation will be
completed in 2010.

Jun - 08

A notice to proceed was issued to the software contractor on June 9, 2008 and a
kick off meeting was held with Global Paratransit.

July - 08

The project team has begun the implementation period for the software
installation in the Southern Region. As the system is implemented relevant ri de
statistics such as travel times, will be reported monthly in the Operations Report
contained in the Board Box.

Aug - 08

No status update to report.
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Feb - 09

Due to beta testing and related infrastructure issues the implementation of the
new software has taken longer than expected. The first phase of implementation
will begin in the Southern Region in Spring 2009.

May - 09

Implementation began in the Southern Region. The contractor is working to fine
tune all of the scheduling parameters within the software and things are moving
accordingly.

Aug - 09

A modification of the software that's related to the scheduling of stand-by trips
and pick -up times being changed has been completed and installed. The next
region scheduled for implementation is MV  Transit in the San Fernando Valley in
early 2010.

Sep-09

Access IT staff has been working closely with StrataGen and GPI to review and
resolve open issues with the software before moving forward into the last phase
of the software implementation, which includes the dispatching module.

Nov-09

All stakeholders have agreed to move forward with the last phase of the software
implementation, which is to include the dispatching module making it a

"Dynamic” system.

Recommendation 8

ASI should evaluate the scheduling system to minimize or eliminate circuitous routing of

share rides and to ensure that the routing/dispatching methodology minimizes wait

times and trip times.

See Recommendation 6 above.
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Date: November 24, 2009

To: Community Adviso ry Committee (CAC)

From: Susanna Cadenas, Customer Care Coordinator

Re: Complaints Process Overview

ISSUE:

Certain members of the Community Advisory Committee (CAC) have requested
additional information about Complaints at Access, such as how complaints are filed,
what the categories are, and how results are handled. The modified Complaint
Process was originally brought to the CAC for review on Tuesday, November 13,
2008. Access hopes that the following will address the Committee’s renewed interest
in the Complaints Process.

INTRODUCTION:

The Customer Care Center is comprised of four Customer Care Specialists (CCS) and
one Customer Care Coordinator. Complaints are recorded via telephone, written
format or electronic mail (e -mail). All complaints are documented, assigned a “ticket
number, and then forwarded to a Specialist according to their alpha (alphabetic
category). Access does not offer a written response unless specifically requested by
the customer or unless the complaint is received via mail or e-mail. However, it bears
mentioning that Customer Care investigates every complaint thoroughly, regardless
of whether or not a response was requested.

1"

If a written response is requested, it will be sent within 14 calendar days. If the
investigation is still ongoing by the 14th day, a “status call” is made to the customer
with update d information on their complaint. If a response was not requested
initially, the customer will receive a confirmation post card that includes the complaint
number and the date the complaint was submitted (all correspondences are available
in alternate formats).
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There are several methods used to investigate each complaint. They include, but are
not limited to, the following: reviewing the customer’s trip history, listening to phone
recordings, viewing pictures of the vehicle’s route on Google Earth, reviewing the
employee’s performance history, and interviewing relevant staff, etc. Complaint
issues are monitored with the assistance of Operations Monitoring and the  Service
Providers.

BACKGROUND:

The complaint process in effect today at Access involved several months of
painstaking review and revision by the Complaints Process Modification

Subcommittee (CPMS) of the Community Advisory Committee (CAC). In those

meetings Access examined all aspects of the complaints process. Be low, I've
included some of the changes and topics that were covered in those meetings:

1) Reviewed Complaint Categories:
a) Eliminated complaint categories never used
i) Media
i) Free
i) Comment
b) Instituted the use of Cancel to distinguish between Booking errors and
wrongfully Canceled trips,
2) Eliminated offering of written responses:
a) All'no response’ complaints would be issued a confirmation post card,
b) Only those who requested a phone/written response  would be provided one,
c) The customer would still have the ability to call back at a later time for a
response.
3) Created a confirmation post card:
a) Includes complaint number(s),
b) Includes submit date.
4) Addressed/Closed out backlog:
a) Sent template letter to clo sed out backlog of customers requiring written
responses,
b) All complaints were still investigated.

Within a few months of instituting the changes referenced above, Access conducted
three focus groups with randomly selected customers. In these groups, Cus tomer
Care received overwhelmingly positive feedback on proposed procedural changes to
the complaints process.
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RECOMMENDATION:

Staff recommends that Access leave the current Complaints Process in tact. The
changes made through the CPMS meetings enabled Customer Care to streamline
and improve their work. The time that was freed up by not offering responses to
every customer has allowed Customer Care more time to investigate complaints,
cross train other staff, discuss service anomalies directly with Ope rations staff, and
actively participate in internal meetings.
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DATE: December 1, 2009

TO: Community Advisory Committee (CAC)
FROM: Marcia Velis, Call Center Analyst

RE: OMC Monthly Report Data

ISSUE:

The following report represents data requested by cu rrent and former Community
Advisory Committee m embers. Additional reporting information is available upon
request. Other reporting options that Access can provide are the total number of
calls “offered” into the OMC phone queue, which differs from those calls “handled”
(meaning answered). Access can also provide the average number of minutes a call
has been holding in the OMC phone queue (this is the period of time just prior to
being answered ). Talk time, which indicates the amount of time the R epresentative
took to handle the call, is another variable that can be reported . Access usesall of
this information as a means to identify where improvements are needed internally.

BACKGROUND:

The information currently being provided details the following:

Total OMC Calls: This reads to the total calls per month handled by Customer Support
Representatives.

Total Late Trip Calls: By this number we can identify how many trips were confirmed
as being late to their pickup location (outside of the 20-minute window).

Late Trips Reconciled on 1st ETA: This means that no further communication
regarding this trip was received by the Customer; the trip was handled successfully or
without further delay.

Total Backup Trips Dispatched: Access utilizes Overflow Service and other back up
resources in order to satisfy Customer needs.

Average LOT to Pickup: This is the average Length of Time (LOT) from the

Customer 6s first call to the OMC upOverflow i |
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Service or a non-certified, non-Access back up vehicle.
Length
first call to the OMC up until the time of their being picked up by Overflow Service or a
non-certified, non-Access back up vehicle.

Longest LOT to Pickup: Thisisthelonge st

Operations Monitorin

Center 2008 Statistics

of

Ti me

(LOT)

Jan | Feb [ Mar | Apr | May |Jun |July | Aug | Sep | Oct | Nov | Dec
e

TotaloMc | 723 | 766 | 769 | 776 | 800 |739 |743 | 707 | 757 | 806 | 723 | 780
Calls 9 3 6 4 0 6 3 4 2 8 5 3
Total Late | 239 | 268 | 246 | 232 | 274 | 250 | 234 | 219 |251 | 289 |242 | 268
Trip Calls 9 5 5 3 3 4 6 9 3 3 5 0
Late Trips | 198 | 226 | 207 | 198 | 230 | 206 |194 | 184 |212 |244 |203 |223
Reconciled | O 3 4 6 3 8 9 2 7 2 4 2
on 1st ETA
Total 460 | 508 (384 |429 |488 |466 | 372 | 422 |463 | 521 | 428 | 448
Backup
Trips
Dispatched
Average 43 |41 |40 |40 (42 |41 59 |47 |52 |46 |48 |53
LOT to
Pickup(min
s)
Longest 240 | 155 | 115 | 110 | 240 | 200 | 232 | 258 |193 |219 | 325 |218
LOT to
Pickup(min
s)
Operations Monitoring Center 2009 Statistics

Jan |Feb |Mar | Apr |May |Jun |July |Aug |Sep | Oct | No | De

e v C

Totalomc | 725 | 671 | 778 | 730 | 792 | 600 |622 |591 |661 |612
Calls 2 8 4 7 2 9 4 8 4 8
Total Late | 207 | 205 | 246 (232 |296 |181 |188 |192 | 273 |220
Trip Calls 0 3 1 1 4 1 1 0 3 7
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Late Trips | 175 | 173 | 204 | 197 | 251 | 156 |162 |163 |232 | 193
Reconciled | 7 3 9 2 0 6 6 0 4 3
on 1st ETA

Total 338 | 349 | 399 |357 |514 | 373 | 392 | 373 | 459 | 426
Backup

Trips

Dispatched

Average 55 55 50 52 45 52 50 54 48 48
LOT to

Pickup(min

s)

Longest 225 | 355 | 298 |171 | 198 | 335 |275 219 | 210 |175
LOT to

Pickup(min

s)
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SUBCOMMITTEE REPORTS

Penalties and Incentives
No report was provided.

Service Animal
No report was provided.

CAC Goals Subcommittee
No report was provided.
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ITEM 4

October 29, 2009

To: Community Advisory Committee (CAC)

From: | James Hogan

Re: CAC Bylaws Proposed Inclusion

As Printed in CAC Bylaws
ARTICLE 3- REPRESENTATION

Section I-  Each director of the Access Services Board of Directors shall appoint
three (3) persons with disabilities or, where needed, persons with
knowledge of specific disabilities to the CAC following receipt of an
application for membership and personal interview by the appointing
director. Representatives shall be appointed to ensure that the
committee reflects the diversity of individuals with disabilities and
geographic area being served by Access Paratransit.

Final Proposed Inclusions:
Option A

ARTICLE 3

Sectionl. Each Director shall appoint two persons with knowledge of specific disabilities
applicants be submitted to ASI Staff, ASI Staff shall review same and interview
applicants, qualified applications shall then be forwarded to the CAC members who
shall either endorse or decline the application. Application endorsements ratified by the
CAC shall then be forwarded to the ASI Board of Directors for review and final approval.
ASI Representatives shall be appointed to ensure that the committee reflects diversity
of individuals with disabilities and of the geographic areas being served by Access
Paratransit.

Section 2. . 1. Mandatory monthly communications between CAC members and their

30|Page




Appointing Director to discuss pertinent issues and suggested strategies.

Option B.
ARTICLE 3

Section 1. A maximum of eighteen (18) persons with disabilities or, where needed,
persons with knowledge of specific disabilities shall comprise the CAC. Applications to
fill open positions shall be received by ASI Staff, ASI Staff shall review same and
interview applicants, qualified applications shall then be forwarded to the CAC members
who shall either endorse or decline the application. Application endorsements ratified by
the CAC shall then be forwarded to the ASI Board of Directors for review and final
approval. ASI Representatives shall be appointed to ensure that the committee reflects
diversity of individuals with disabilities and of the geographic areas being served by
Access Paratransit.
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ITEM 6

DATE: December 8, 2009

TO: Community Advisory Committee (CAC)

FROM: Rycharde P. Martindale -Essington, Customer Service Analyst
RE: Quality Services Subcommittee Appointments

ISSUE:

The Community Advisory Commit tee (CAC) is responsible for the annual
appointment of members to the Quality Services Subcommittee (QSS). In  December
of 2008, the CAC made the last of several appointments to the QSS.

BACKGROUND:

The QSS is a standing subcommittee of the CAC, created in February of 2000. The
QSS is charged with advising the CAC and Access Services Board of Directors on
ways of insuring quality control for the Access Paratransitservice. The QSS can:

hear and review customer and service provider issues that are present ed to them,
prioritize those issues, formulate plans of action, and make recommendations to the
CAC and Board of Directors. The QSS term is for one year and begins January 20 10
and ends December 20 10.

A standing invitation for QSS membership exists on th e ASI website but in addition, in
October of 2009, a general public request was made for persons wishing to join. At
this time, the CAC is asked to approve the following list of thirteen (13) candidates
who have expressed a willingness to serve and who hav e either completed or will be
completing a QSS Membership application. Three basic types of QSS membership
can be approved by the CAC in any combination. Though six (6) vacant positions
exist and must be filled to have meaningful customer representation, a pplicants
wishing to apply for these remaining seats can be voted on by the CAC throughout
the year. Types of membership include:
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(1) One Access Paratransit customer from each existing service region

appointed by the CAC.

(2) One additional appointment from eac h existing service region appointed

at the discretion of the CAC.

(3) Atleast one member from the CAC appointed by the CAC.

CAC Appointed Customers by Service Region

Eastern:
* Gloria Broderick (CAC)
* Michael Williams (CAC)

Northern:
* Shawn Solomon (CAC)
Vacant

Southern:
* Myrna Cabanban (Customer)
*Tonni Yee-Hemphill (Customer)

West-Central:
* Patricia Hyland (Customer)
Vacant

North County/Antelope Valley:
Vacant
Vacant

North County/Santa Clarita Valley:
Vacant
Vacant
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At-Large Disability Community Representation

* Abby Vincent ( Customer) Visual Impairments, Service Animal.
* Gary Jansen (CAC) Developmental Disabilities.
* Terri Lantz (CAC/UCP LA) Cognitive/Developmental Disabilities.

* Ray Louis McKeever (CAC) Deaf and Hard-of-Hearing Impairments.

CAC Appointed Representatives

* Gay Parrish (CAC)
* Fetineiai Foafoa (CAC)
* Hugh Hallenberg (CAC)
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P - PRESENT- R- RESIGNED- A - ABSENT

REBRBREBRERBE
$I3/8 8|3w/5 |8 8
I/ </S|8|3[8/8/88
Q 8
S S| 0| 3| o
CAC ATTENDANCE ARG
2
PIPIP|[P|[P|[P[P|P]P
MICHAEL ANTHONY ARRIGO
PIP|A[P|A|P|P|p]|P
KURT BALDWIN
AlPplP|PlP|P|[P|p]|P
GLORIA BRODERICK
A|lA|A|AIA|A|A D P
MICHAEL CONRAD
PIPIP|[P|A[P[P|p]|P
TINA FOAFOA
JAMES HOGAN p/P|P|PIPIPIPIp P
PlP|P|[P|[P|[P|P|p]|P
GARY JANSEN
PlPIP|[P|[P|[P[P|p]|P
TOMMY JOHNSON, SR.
P P | A P|AI|A P p A
FRANCES KITRELL
PlP|P|[P|P|P|P|[p]|P
TERRI LANTZ
PIP|A[P|A|P|P|p]|P
VERONICA MARTINEZ
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RAY LOUIS MCKEEVER

GAY PARRISH

KEN SCHWARTZ

JESSE PADILLA

ADINAH SOLOMON

SHAWN SOLOMON

MICHAEL WILLIAMS

JAMES HARRIS

HUGH HALLENBERG

p | A
p|P
p|P
p|P
p | A
p|P
p|P
A|A
PP
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