access Access Services
i POBox71684

! Los Angeles, CA 90071-0684
i 213.270.6000
i asila.org

AGENDA
COMMUNITY ADVISORY COMMITTEE (CAC) MEETING

Tuesday July 14, 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 represent 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 work with the Board and ASI to enhance riders’ awareness of
their options for transportation independence, including superior ADA
paratransit.”
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(CAC) CODE OF CIVILITY

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

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 Officers and/or additional
members appointed by the Chair.

(CAC) PUBLIC COMMENT PROCEDURE

Public comment forms are available for anyone that wishes to make a
public comment. Each speaker will have 3 minutes to 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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ltem Iltem 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 June 9, 2009 CAC Action 5.10
Meeting Minutes
12:35 p.m. General Public Comment (3 minutes |nformation
per speaker)
12:45 p.m. Reports Information 11-15
e Chair
e Board Meeting Update
o Staff
e OMC -May 2009
e Complaints - May 2009
1:00 p.m. 2. Subcommittee Updates Information 16-21
e Service Animal
e Incentives and Penalties
e Metro OIG Audit
1:40 p.m. 3. CAC Nomination Subcommittee Action 29
1:50 p.m. 4. Customer Perception Project Discussion
2:00 p.m. > CAC Goals and Objectives Possible 23.24
Action
2:10 p.m. Break
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2:20 p.m. Member Communication Information

2:25 p.m. New Business Raised Subsequent to |nformation
posting of the agenda

3:00 p.m. Adjournment

Access Services does not discriminate on the basis of disability. Accordingly, Access Services seeks to ensure that individuals
with disabilities will have an equal opportunity to participate 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 consideration 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. Gov. 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 http://asila.org. Documents, including Power Point handouts distributed to Board Members by staff or Board
members at the meeting will simultaneously be made available to 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 regarding 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 to the Secretary to 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 unable to 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 discretion of the Chair.

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 matters
unless they are listed on the agenda, or unless certain emergency or special circumstances exist. However, the board may direct
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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DRAFT MINUTES
Community Advisory Committee (CAC) Meeting
Tuesday, June 9, 2009
12:30 p.m. - 3:00 p.m.

CALL TO ORDER

Chairperson Shawn Solomon convened the meeting at 12:35 p.m. on
Tuesday, June 9, 2009, at the administrative offices of Access Services in
downtown Los Angeles.

Luis Pacheco read the public comment procedures and announced that Nahila
Hussen was in attendance to take down any additional information.

ROLL CALL

CAC Members Present: Isa-Kae Meksin, Tommy Johnson Sr., Michael
Anthony Arrigo, Gay Parrish, Gary Jansen, Ray Louis McKeever, Ken
Schwartz, Tina FoaFoa, Terri Lantz, James Hogan, James Harris, Frances Kitrell,
Kurt Baldwin, Jesse Padilla, Veronica Martinez, Gloria Broderick, Sandy Varga,
Michael Williams and Shawn Solomon

CAC Members Absent: Adinah Solomon, Michael Conrad and Hellen
Johnson.

Board Members: Theresa DeVera and Michael Greenwood

Access Services Staff: Arun Prem, Evie Palicz, Matthew Avancena, Luis Garcia,
Charace Thompson, Luis Pacheco, Nahila Hussen, Giovanna Gogreeve, Shelly
Verrinder, Nicole Leiva, F Scott Jewell, Steve Chang, Alfredo Torales and David
Foster.

Guests: Luis Preciado, Scott Manchan, Daniel Garcia and David Lee

APPROVAL OF MINUTES OF MAY 12, 2009, MEETING

Motion: Gary Jansen moved the approval of the minutes of the May 12, 2009
CAC meeting.

Vote: 19 Yes

GENERAL PUBLIC COMMENT
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No public comments were submitted.

1. REPORTS

CHAIRS

Since the launch of our new software approximately two months ago, | would
like to point out several problems in our system, which are troublesome after
this long period of time. The problems we are having today were specifically
targeted two years ago when the specification for the software was created.

The problems identified with the old system were a limited number of
attributes, which are the special facts associated with each ride. The
following is a brief list of some of those attributes:

Rider uses a standard size wheelchair

Passenger uses an over-size wheelchair

Approach blind passenger

Blind passenger uses a service animal

Passenger that can transfer out of wheelchair

Passenger that cannot transfer out of wheelchair

Passenger has personal care attendant, PCA

Passenger uses a cane or Walker

etc. on and on

One of the best ways to get a driver to talk to you is to ask if there are any
problems with the system. Sometimes | was sorry that | asked because they will
monopolize the conversation for an hour. After talking to several drivers,
| would estimate that there are about 3 rides in 10 that have the above-
mentioned problems. | personally have experienced rides with as many as 3
attribute omissions in one ride.

BOARD OF DIRECTORS

Board member Michael Greenwood gave the Board of Directors report and
said that the Board items discussed at the June 1, 2009 meeting were
included in the CAC agenda packet and asked if anyone had any questions.
No questions were raised by the committee.

STAFF
Arun Prem gave the staff report:

e Board member Hugh Hallenberg resigned from the Access Services
Board of Directors

e Announced an upcoming joint meeting between the service animal
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subcommittees of TPAC and CAC

e Access Services will be hosting two community meeting on June 13 at
the Harbor Regional Center in the City of Torrance and on June 17 at
the Culver City Veterans Memorial Complex.

e The next Board meeting is on June 22, 2009
¢ No Board meeting in the month of July

e The ramp construction on the Wilshire side of the Access Services
building is complete

Tomni Hemphill said that she is having issues when booking a trip
because she only gets the option of one pick-up time.

METRO OFFICE OF INSPECTOR GENERAL AUDIT RECOMMEDATIONS
UPDATE

No questions were raised from the committee.

OPERATIONS MONITORING CENTER (OMC) REPORT - April 2009

No questions were raised from the committee.

COMPLAINTS REPORT - April 2009

No questions were raised from the committee.
SUBCOMMITTEE REPORTS

New Qutreach

No report was provided

Service Animal

No report was provided

Penalties and Incentives

Michael Anthony Arrigo asked why the subcommittee was called penalties and
incentives. Mr. Solomon responded that it was another name for shared
ride/ride time subcommittee.

Kurt Baldwin talked about how late 4s have gone up and how they are
reported in the complaints report.

Terri Lantz shared a rider’s recent trip experience where the rider called the
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same day to reschedule the trip and the new scheduling software did not allow
it.

Sandy Varga said the new software’s parameters have made her late to physical
therapy appointments.

. ADEPT Software Implementation (this item was moved in front of
item #3)

F Scott Jewell gave a presentation on the ADEPT software implementation.

Kurt Baldwin said that riders are getting reservation takers to negotiate the pick-
up time and asked if this is a particular problem with the new software or an
ongoing problem. Mr. Jewell responded that before implementing the new
software, the providers were adjusting trips manually and now, the process is
being done automatically by the software.

James Harris stated that when he makes a 10 o’clock reservation he is given a 9:43
pick up time and asked why this happens. Mr. Jewell responded that the system
was designed to give a pick-up time by the minute.

Michael Williams suggested that there should be a back-up plan if one day the
new system crashes.

Veronica Martinez said that as a former scheduler, she understands the efforts that
go in when working with a customized software and not one off the shelf and
thanked staff for trying to get all the issues resolved.

Gary Jansen asked if the 800 number works outside California. Mr. Jewell said that
the 800 number works nationwide.

Gloria Broderick expressed her concern when trying to modify a same day
reservation because if she makes any changes to the pick-up, it has to be canceled
and she may not get the same requested time and asked why the provider cannot
modify the reservation without any changes to the pick-up time. Mr. Jewell
responded that it depends on the nature of the modification, going to a different
time, or destination, what may have been available for a previous vehicle,
may not be available anymore if the change is made.

Tomni Hemphill talked about a recent trip experience where the vehicle did not
go into the parking lot and she was marked down as a no show.

. Access Services Draft Budget

Shelly Verrinder gave a presentation on the Access Services Draft Budget.
Kurt Baldwin expressed his concern about the penalties and incentives
because Access Services is penalizing contractors, but incentives are designed

to make things work better for the rider, so, he is curious as to why it was
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suspended. Ms. Verrinder responded that the incentive amount was needed to
assist in balancing the budget.

Ken Schwartz asked if the OMC hours are going to change, will riders be able
to reach someone after hours. Ms. Verrinder said that most likely it will be run
out of San Gabriel Transit because they have taxis throughout the entire
service area that provide service around the clock.

Mr. Kurt Baldwin asked if the new administration at the Metro is more aware of
the ADA requirements than the last administration was. Ms. Verrinder
responded yes.

Mr. Shawn Solomon asked why Access Services suspended the penalties and
incentives for the providers. Ms. Verrinder responded that there are many
reasons why the penalties and incentives were put on hold but not removed
and that Access Services plans to revisit it in the near future.

Member Communication

Tommy Johnson Sr. asked for a copy of the financial report; shared his recent
experience at an Access Services Board of Directors meeting and encouraged
everyone to attend a future Board meeting.

Gloria Broderick shared her thoughts with regards to the new scheduling software
and her concerns with the change in routing time.

Ray Louis McKeever wished everyone a belated happy Mother's Day and happy
Father's Day to all the fathers.

Ken Schwartz asked what happened to the deficit that Access Services was faced
with.

Gary Jansen thanked Access Services for four on time trips he recently took.

Michael Williams commented on the new scheduling software and that the
biggest mistake was not to have a back-up plan implemented and hopes that this
may be corrected.

James Harris said that he has had trouble when making a reservation and that call
takers need more sensitivity training.

Sandy Varga reminded everyone about the upcoming town hall meeting being
held at the New Horizons in the city of North Hills.

Jesse Padilla complimented San Gabriel Transit and would like to visit a provider
to see how the routing is done.

Kurt Baldwin said that with the recent resignation of Hugh Hallenberg from the
Access Services Board of Directors, the position is now open for anyone interested
that meets the definition of the disability under the ADA not just a user of Access
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Services and to go to their local independent living center to apply or to call him
for further assistance.

Frances Kitrell complimented the driver that got her to the meeting.

Gay Parrish asked if staff can stop including the OIG report on the CAC agenda
packet. Mr. Prem responded that staff would report only on open items if it was
ok with the committee.

Terri Lantz talked about an event sponsored by the UCP Wheeling for  Humanity
that had to be canceled and shared her thoughts with regards to Hugh

Hallenberg's resignation and hopes that she gets an opportunity to stay on
CAC.

Veronica Martinez would like to see the CAC Goals subcommittee return to revisit
the items voted in and would like it to be included in the next CAC agenda packet.

Michel Anthony Arrigo said that Hugh Hallenberg will be missed and would prefer
not to have breaks in the meeting in order to get member communication in.

Giovanna Gogreeve gave a presentation on the new Access Services information
line.

Arun Prem discussed the CAC member terms and said that the CAC terms expire
the same time the Board member’s term and that Luis Pacheco will be contacting
the CAC members whose terms are expiring soon to ask if they are interested in
continuing to serve.

New Business Raised Subsequent to Posting of the agenda

No new business was raised.

Mr. Solomon adjourned the meeting at 3:03 p.m.
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REPORTS

BOARD MEETING UPDATE

Ratification of Renewal of Employee Health And Benefit Insurance
Contracts

Authorize Extension and Increase Funds - DDS Maintenance Contract
ASI-1431 REVISED

Authorization of ASI-1939 - Raycom/Mobile Relay Associates Contract
Extension

Authorize Extension of Contract and Increase Funds - Appeal Evaluation
Services ASI-2239 (PETRIE)

Consent to Technical Assignment of Consulting Services Contract ASI-
1444 to HDR, Inc.

Authorization For Purchase of Computer Equipment/Software ASI-2750
REVISED

Approval of Board of Director's Committee Appointments REVISED

Approval of Re-assignment of Third Party Administrator Contract
ADDED

Approval of Proposed Budget for Fiscal Year 2009/2010 REVISED

STAFF REPORT

CAC member Hellen Johnson passed away
No Board meeting for July 2009
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Date: July 14, 2009

To: Community Advisory Committee (CAC)

From: | Sean Frye, Director of Customer Support Services

Re: Operations Monitoring Center (OMC) Report - May 2009
May 2009

A total of 7,922 calls were logged by OMC for the month of May. Exactly
2,964 of these calls pertained to Late Trips. Of the total Late Trip calls, 2,510
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 514 Backup Response vehicles in May. Exactly 274 of these trips were
performed by Overflow Service and 240 were performed by Non-Certified
Providers. May's average Length of Time (LOT) between initial call to OMC
and their pickup by a Backup Response vehicle was approximately 45
minutes; May's longest single LOT was approximately 3 hours and 18
minutes.*

*This Rider called the Operations Monitoring Center (OMC) at 15:01 to inquire about
her 14:09 pickup. The OMC agent was told by the Provider that this trip was in fact
booked for 14:30 and that the Driver was not able to locate the Rider. The Provider
offered a two-hour next available (17:00), which the Rider accepted. At 17:20 the
Rider called the OMC to inquire about her 17:00 rebooked trip, but the call was
abruptly disconnected by the Rider. At 17:27 the Rider called the OMC again,
whereupon the OMC agent was given a ten-minute eta by the Provider. At 17:44 the
Rider called the OMC yet again to inquire about her 17:00 re-booked trip. At that
time the OMC agent was given a fifteen to twenty-minute eta. The OMC agent
offered the Rider a non-certified, non- Access vehicle, which the Rider accepted. The

Rider was ultimately picked up at 18:19 and dropped off at 18:43.
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April 2009 May 2009
Total OMC Calls 7,307 7,922
Total Late Trip Calls 2,321 2,964
Late Trips Reconciled on 1 1,972 2,510
ETA
Total Backup Trips Dispatched 357 514
Subtotal Overflow Backup* 241 274
Subtotal  Uncertified  Provider 116 240
Backup*
Average LOT (call to pickup) 52.0 minutes 45.0 minutes
Longest LOT {(call to pickup) 2 hours, 51 3 hours, 18 minutes
minutes

*Data Not in ASI Operations Report
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Date: July 14, 2009

To: Community Advisory Committee (CAC)

From: Susanna Cadenas, Customer Care Coordinator
Re: Complaints Report - May 2009

Total Complaints for May 2009 1189 Complaint Response

Complaints Under Investigation for Preference

May: 106 Ma y FY

Total: 525

Post Card 938 8713

Total Complaints that still require a

Written response 67 Phone 42 333

Complaints Over 2 Weeks and Written 130 1365

investigation open or reopened 338

Complaints over 2 weeks where rider

has not been given a status call 6

TRIP SERVICE RELATED COMPLAINTS

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

ADA 4 0 0 0 0 0
Animal 0 0 0 0 0
ASI 0 0 0 0 0
Booking 148 0 0 68 13 44 2 1 20
Cancel 4 0 0 2 0 0
Conduct 37 1 0 11 5 0
Denied 0 0 0 0 0 0 0 0
Discourt 142 5 1 55 13 52 3 1 12
Fare 6 0 0 4 0 2 0 0 0
Latel 55 0 0 31 12 8 2 0 2
Late2 78 0 0 58 8 2 0 5
Late3 53 0 0 44 2 0 0 5
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Late4 194 0 0 110 13 38 2 1 30
Routing 44 1 0 27 6 3 0 0 7
Service 269 3 0 148 24 48 6 1 39
TravelTime 66 0 0 40 15 1 0 6
Urgent 27 0 0 9 11 0 0
Vehicle 10 0 0 3 5 0 0
Total 1137 10 1 610 99 250 23 4 140
Southland STI-
Complaint Type Total ASI CARE GPI MV Valley SGT Transit SCT | WC
Cert 3 0 0 0 1 2 0 0 0
Incident 1 0 0 0 0 1 0 0 0
Lost/Found 2 0 0 0 0 1 0 0 1
Phone 4 0 0 3 0 1 0 0 0
Policy 28 1 0 15 5 2 0 0 5
Suggestion 14 11 0 1 0 2 0 0 0
Total 52 12 0 19 6 9 0 0 6
No Shows 1142 6 0 115 231 410 55 7 318
LSOX 143 1 0 35 48 26 0 8 25
Commendations 126 9 0 14 53 29 0 1 20
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SUBCOMMITTEE REPORTS

Penalties and Incentives
No report was provided.

Service Animal
No report was provided.
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Date: July 14, 2009

To:

Community Advisory Committee (CAC)

From: | Steve Chang, Acting Manager Of Contract Services

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 for June 2009. Of the sixteen recommendations,

twelve have been completed and four are remaining as shown in the attached update.

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:

One of the early recommendations from the OIG was for Access to develop a procedure to
periodically update the Board of Directors on the status of recommendations contained
within audit reports performed on Access Services. Reporting on the status of audit
recommendations through the Board Agenda should provide the Board and the general
public assurance that recommendations/findings contained in audit reports were being

addressed.
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The majority of the recommendations were implemented by July 1, 2008 and the remaining
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