
AGENDA

COMMUNITY ADVISORY COMMITTEE (CAC) MEETING

Tuesday July 13, 2010
12:30 p.m. – 3:00 p.m.
Macy Plaza Building, 25th Floor
c/o 711 South Hope Street
Los Angeles, Ca 90017
www.asila.org
Access Services Business Offices: 1-213-270-6000

Reservations: 1-800-883-1295

TDD: 1-800-827-1359
Address for Scheduling Access Paratransit Trips:

711 South Hope Street
(Note: Attendees will need to ambulate from Hope Street around the corner to the 7th Street entrance of Macy’s Plaza and go to the building reception desk to the right side of Macy’s Plaza. Drops and pick ups in front of Macy’s Plaza are impossible)

CAC Mission Statement
“The mission of the Access Services 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 Access Services 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 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.

- Reminder –

All individuals wishing to speak during the General Public Comment portion of this CAC meeting, or following an Agenda Item, must complete the Golden Rod Forms and return them to the Chairman.  
	Time/Allotted Time:
	Item #:
	Item Description:
	Disposition:
	Page :

	12:30 p.m.
	-
	Call To Order
	
	

	12:35 p.m.
	-
	Roll Call/Audience Intro. 
	
	

	12:40 p.m.
	-
	Public Comment Procedure


	INFORMATION
	

	12:45 p.m.
	-
	Approval of June 8, 2010 CAC Meeting Minutes
	ACTION
	5-19

	12:50 p.m.


	-
	General Public Comment 

(Limit 3 minutes per speaker)
	INFORMATION
	

	1:00 p.m.

15 Mins
	1.
	Metrolink Briefing

	INFORMATION
	

	1:15 p.m
30 Mins
	2.
	Increasing Fees for Replacement Cards

	INFORMATION/DISCUSSION
	29

	1:45 p.m

15 Mins
	3.
	Passenger Conduct Workshop
Walt Diangson
	DISCUSSION/ POSSIBLE ACTION
	

	2:00 p.m
10 Mins
	
	BREAK
	
	

	2:10 p.m
45 Mins
	4.
	Transportation Survey Presentation
Judith Norman
	INFORMATION/DISCUSSION
	

	2:55 p.m

	5.
	Reports

· Chair’s Report

· ASI Board Meeting Update

· Staff Report

· OMC – May 2010 
· Complaints – May 2010
· Metro OIG Audit

	INFORMATION


	20-28

	
	6.
	Subcommittee Updates
· CAC Goals Subcommittee 

· Shared Ride Time
· Service Animal


	INFORMATION


	

	
	7.
	New Business

 Subsequent to posting of agenda
	INFORMATION
	

	3:00 p.m
	8.
	ADJOURNMENT
	
	


-Please note driving and public transit direction at the end of packet-
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.

MINUTES
Community Advisory Committee (CAC) Meeting

Tuesday, June 8, 2010

12:30 p.m. – 3:00 p.m.
Call to Order

Chairperson Michael Williams convened the meeting at 12:30 p.m.

Sean Frye read the CAC Code of Civility and Public Comment Procedure and announced that Nahila Hussen was in attendance to take additional information.

Roll Call

CAC Members Present: Michael Williams, Tina Foafoa , Kurt Baldwin, Terri Lantz,  Michael Anthony Arrigo, Veronica Martinez, Ken Schwartz, Jesse  Padilla, Tommy Johnson Sr., Gloria Broderick, Frances Kitrell, Hugh Hallenberg, Angela Nwokike, Tonni Hemphill,  Ray Louis McKeever, and Gary Jansen. 

CAC Members Absent: James Hogan, Gay Parrish, Michael Conrad, and Shawn Solomon.
Board Members:  Sandy Varga.

Access Services Staff: Sean Frye, Susana Cadenas, Nahila Hussen, Janine Lechuga,  Marcia Velis , Galen Hale, , Geetu Banerjee, Louis Burns, Steve Wrenn and David  Foster.

Guests: Lee Habibi, Stacey Murphy, Angela Nwokike, Valdez Benoit, Ken Metz, Vanessa Guzman, Julian Melvin, Ken Metz, Pamela Metz, Darren Harris (SGT), Ilu Johnson, Vanessa Guzman and David Jones (C.A.R.E).
Approval of minutes of May 11, 2010 meeting

Motion:  Michael Williams moved the approval of the minutes of the May 11, 2010 CAC meeting.

 Vote:           13      Yes

GENERAL PUBLIC COMMENT

Ms. Silva opened public comments stating notification of community meetings need to be mailed out sooner to allow customers the opportunity to make arrangements to attend the meetings. She also stated share rides should be grouped with trips going in the same direction, so that customers going to doctor appointments can arrive on time.

Mr. Ilu Johnson stated he represent the city of Lynwood Senior Citizens Division and wanted to invite an Access staff and/or a CAC member to attend their Senior Citizen Board meeting. Mr. Johnson explained having Access representation at this meeting to answer questions regarding the service would be greatly appreciated.

Mr. Ken Metz stated he was pleased to get a response regarding a compliant he filed against a driver who refused to take him and his service animal because he didn’t like dogs. Mr. Metz received a letter from Access stating the Project Administrator addressed the issue, but has noticed a growing concern regarding drivers refusing service to customers with service animals. 

Mr. Metz continued to discuss a trip where the driver refused to pick up a rider from the vet, because she had a cat in a carry-on pack, stating Access’s policy on transporting pets. Mr. Metz stated Access took the customer to this location and should be responsible for returning her home.

Ms. Pamela Metz stated she experienced two very rude reservationists from San Gabriel Transit and will file a complaint against them and stated they are two of the rudest call takers she has ever experienced when calling reservations.

 1.      BUDGET REVIEW PRESENTATION
Mr. F Scott Jewell stated the budget is developed based on a five-year projection plan, in which the Access projected budget for fiscal year 2010-11 will be $105,425,475. Mr. Jewel continued to explain where the funding comes from:

· $55,711,000
(FTA STP Funds)

· $43,045,000
(Prop C Discretionary Funds)

· $5,344,295
(Passenger Fares)

· $531,180

(Section 5310 Capital Funds)

· $424,000

(Call for Projects Grants)

· $250,000

(Vehicle Disposal)

· $120,000

(Interest Income)

Mr. Jewell stated of the $105,425,475, $80.5 million will strictly be used for purchased transportation:

· 81% of operating expenditures

· $78.8 million contracted provider service

· 2,997,758 passengers (2,297,269 trips) 8.3% increase from FY2009/10

· Free Fare Program 

-$1.5 Million

-FY2009/10 $1.4 Million

· Fuel Reimbursement at $3.30/ gallon

· Penalties/incentives program not in effect.

Mr. Jewell explained expenditures in regards to salaries and related expenses:

· Reduction in staff positions (82 to 80)

· Reduction of health care costs (13%)

· No COLA or merit increases.

· Net 2.8% ($178,00) decrease from FY2009/10

Mr. Jewell continued to discuss expenditures in regards to insurance:

· $4.2 million account for 4.3% of operating expenditures.

· Reduction in Self-Insured Retention ($158,00)

· Reduction in Commercial Business Package ($700,00)

· Net 16.1% ($810,000) decrease from FY2009/10.

Mr. Jewell discussed expenditures in regards to Eligibility and Appeals:

· $2.3 Million account for 34,800 eligibility and 1,032 appeals which is a 10% decrease from FY2009/10.

· Tether Strap Program

· The net cost 1.78% ($40,000) is a decrease from FY2009/10.

He continued to report expenditures for other professional services:

· $1.3 Million account for Legal Services ($500,000)

· Governmental Affairs ($160,000)

· Software Development ($160,000)

· Safety and Training ($74,800)

· Management Consulting ($66,000)

· Increase of 9.1% ($120,000) from FY2009/10  

Mr. Jewell explained upcoming Capital Projects, in which $6.0 million has been allocated. These projects include replacing 108 vehicles ($5.2 million), implementing regional paratransit integration project ($530,000), leasehold improvements ($100,000) and computer systems ($100,000). 
2.      PROCESS REVIEW FOR SELECTION OF APPEAL PANELISTS
Mr. Rycharde Martindale stated the CAC is being asked to visit a long-standing practice which Access Services uses to select the non-staff panelists for the conduct and No show suspension appeals hearings it holds. The policy itself is not in question but only the practice which has been followed for at least the past 11 years.

Mr. Martindale suggested that the CAC vote to refer this question to its Quality Service Subcommittee (QSS) for further discussion at its July meeting and then await its recommendation to the CAC. With the QSS’ recommendation before the CAC, you will be able to accept, reject, or modify what is proposed to you concerning the current practice of recruiting non-staff appeals panel members. The QSS is a unique body comprised of three distinct groups working as a whole, CAC members and customers, Access staff, and provider representatives.

For the past 10 years, some of the issues the QSS has deliberated on include: the recent customer and Eligibility survey Narratives ordered by the Metro Office of the Inspector-General, driver and reservationist training protocols, Call Outs, booking policies, Will-call Return trips, the Adept software implementation, the Access Services website, and updates to the Access Services Rider’s Guide. The QSS was also the Access Services body designated to annually ratify the progress of compliance aspects ordered by the Flores Settlement Agreement.

Mr. Baldwin Kurt stated the current process for selecting Appeal Panelist may be flawed and should be reviewed for clarification. Mr. Baldwin recommended creating a group to select panel members for future appeal hearings to help ensure each CAC member is given an opportunity to participate. 

Ms. Shelly Verrinder stated forming a sub-committee to select individuals from the CAC to participate will allow each member the opportunity to be a panelist for upcoming appeal hearings.

Motion:
Kurt Baldwin made a motion to create a nominating committee. 

Second:

Veronica Martinez seconded the motion.

Discussion:
CAC members Interested: Kurt Baldwin, Ray McKeever, 

Gary Jansen, Ken Schwartz, Michael Arrigo, Terri Lantz and Hugh Hallenberg.

Vote:


Via Voice Vote

In Favor:

Kurt Baldwin, Ray McKeever, Gary Jansen, Ken Schwartz

Michael Arrigo, Terri Lantz and Hugh Hallenberg.

Opposed:

Gloria Broderick and Michael Arrigo.

Abstention:
None

Pass/Fail:

The motion carried.

Per the recommendation of Access, refer the process of selecting appeal panelists to QSS for review.

Motion:
Gloria Broderick made the motion to follow the recommendation of Access to refer the process of selecting panelists to the QSS for review.

Second:
Michael Williams

Discussion:
QSS will review 10 year old Appeal Hearing policy.
Vote:
10 – 4 
In Favor:
Veronica Martinez, Gary Jansen, Tommy Johnson Jr., Ray Louis McKeever, and Ken Schwartz.
Opposed:
Hugh Hallenberg
Abstention:
None

Pass/Fail:
The motion carried.
3.
CAC MEETING LOCATION
Mr. Sean Frye presented two viable locations for July’s Community Advisory Meeting, which includes the Gateway Plaza room and Union Station room located at the Metro building in Downtown, Los Angeles. Mr. Frye recommended the CAC take a vote on the next meeting location, while keeping in mind these locations are not permanent.

Motion:
Terri Lantz makes a motion to have the next two meetings at the downtown Metro building. 

Second:

Ken Schwartz seconded the motion.

Discussion: 
Committee members stated the Downtown Metro building is more of a central location and should be given an opportunity to see if it’s a viable location for future meetings.
Vote:


11 - 2
In Favor:
Michael Arrigo, Kurt Baldwin, Terri Lantz, Gloria Broderick, Frances Kitrell, Veronica Martinez, Ray Louis McKeever, Jesse Padilla and Hugh Hallenberg.
Opposed:

Gary Jansen
Abstention:
None
Pass/Fail:

Motion carried.
4.
EMERGENCY PREPAREDNESS PLAN
Mr. Roy Glauthier explained Access Services’ emergency response priorities as followed:

· Protection of human life, such as staff, customers and the public.

· Protection of Access’ transportation resources.

· Ensuring the safety of Access Paratransit riders. Access riders on-board Access vehicles at time of event; Access riders at non-agency destinations or facilities; and Access riders at agency/program destinations.

· Provide emergency transportation as directed by the controlling authority and in accordance with Access Services’ mission and capabilities.

· Continue normal Access Paratransit services to the extent possible or resume such services at the earliest opportunity.

Mr. Glauthier continued, stating when there is substantial risk for accidents, natural disasters, criminal activity and other common transit hazard and threats; the following readiness activities should be taken:

· Mobilize additional resources as required to protect assets and/or continue to fulfill mission.

· Place incident response team on stand-by.

· Activate service suspension thresholds as appropriate.

· Communicate threats/hazards to frontline staff with an operational need to know. Post security alert as appropriate.

· Reinforce employee awareness of their emergency situation roles and responsibilities. 

· Inform partner agencies with an operational need to know of the increased threat/hazard and operational precautions you are exercising.

· Check to ensure all emergency telephone, radio, intercom, and satellite communication devices are in place and operational.

· Ensure vehicle fleet is fully-fueled and operational.  

Mr. Glauthier explained “Safe Harbor Facility”, which is a pre-designated public or agency facility with adequate space, facilities and staffing to accept and safely accommodate a number of Access Paratransit riders on a temporary basis for no more than 6 hours.

He outlined what action should take place within a certain time period, for example:

· Event to 1 hour – Access riders shelter in-place with driver.

· Event between 1-4 hours – Access riders will be transported to pre-designated Safe Harbor locations.

· After Event plus 4 hours – Access riders will be relocated to public shelters, reunited with families or caregivers, or returned home if it is safe to do so.

Mr. Glauthier explained some of the important characteristics needed for a safe harbor facility, which are:

· Willingness on part of owning agency or organization.

· Availability on most days on minimum notice.

· Interior space and facilities to temporarily shelter a number of Access riders.

· On-site parking for Access vehicles.

He stated as a whole, we need to start indentifying possible Safe Harbor facilities; good candidates would regional center and senior citizens centers, since they’re already staffed.

Committee member Veronica Martinez stated, it’s very important to train the drivers on what to do in case of an event.

Committee member Terri Lantz suggested meeting with other agencies to compare and share information regarding emergency plans.

Mr. Glauthier stated it would be a great idea to gather additional that could potential be intergraded into Access emergency preparedness plan.

5.
DRIVER CERTIFICATIONS, CURRICULUM & SENSITIVITY TRAINING PRESENTATION
Mr. Tommy Johnson discussed the proper way to approach a person who is visually impaired and the importance of announcing yourself before approaching. Drivers should introduce their self before asking for the customer name and destination. 

Mr. Johnson continued as he demonstrates the proper way to offer assistance to visually impaired customers, by lending your arm and walking slightly side by side. He added drivers should avoid approaching a customer on the side they may have their cane or service animal.

Mr. Johnson explained the proper way to approach a customer who is both visual and hearing impaired. Drivers should gently tap the customer’s shoulder to get their attention; next the driver should gently grab the customer’s hand and open the palm to begin spelling out information letter by letter, tapping the palm after each completed word.

The driver should first spell out who he or she is, once the word has been spelled out, the driver should tap the customer’s hand letting them know that word is completed. Drivers are trained on different ways of communicating with customers depending on their disability.

Mr. Johnson discussed the history of ADA which began a long time ago in cities and towns throughout the United States when people with disabilities began to challenge societal barriers that excluded them from their communities, and when parents of children with disabilities began to fight against the exclusion and segregation of their children. It began with the establishment of local groups to advocate for the rights of people with disabilities.

The ADA, as we know it today, went t through numerous drafts, revisions, negotiations, and amendments since the first version was introduced in 1988. Spurred by a draft bill prepared by the National Council on Disability, an independent federal agency whose members were appointed by President Reagan, Senator Weicker and Representative Coelho introduced the first version of the ADA in April 1988 in the 100th Congress.

Mr. Johnson concluded his presentation stating the Americans with Disabilities Act (ADA) was signed into law by President Bush on July 26, 1990, and is undeniably the most comprehensive formulation of rights for people with disabilities in the history of the United States or of any other nation. 
REPORTS
CHAIRS

Chairperson Michael Williams announced the appointment of Tonni Yee-Hemphill to the Community Advisory Committee.
BOARD OF DIRECTORS

Ms. Sandy Varga stated the reports for both May and June Board meetings will be given at the next CAC meeting.
STAFF REPORT

Mr. Sean Frye reported Access Services has conducted the first in the series of community meetings; the West Central region community meeting was well attended. Also, in the month of May, nine delegates from the Community Transportation Association of America Conference took a tour of the Access Service Eligibility Center. Members were given a thorough briefing on the full function of the paratransit eligibility, as well as the Wheelchair Marking and Tethering installation program.

Additionally, Global Paratransit continues to conduct Community Outreach, visiting two centers for the month of May, and also provided Metro assistance with the Blue Line elevator closure at the Delamo station. Finally, Lynn Encyclopediael was announced as the new Vice-President of Southland Transit.
OPERATIONS MONITORING CENTER (OMC) REPORT - APRIL 2010
No Discussion on this item

COMPLAINTS REPORT - APRIL 2010
No discussion on this item.

METRO OFFICE OF INSPECTOR GENERAL AUDIT RECOMMEDATIONS UPDATE

No discussion on this item.

SUBCOMMITTEE REPORTS
New Outreach

No report provided.

Service Animal

No Report provided

Shared Ride Time

No report provided.
CAC Goals and Objectives

Goal & Objective # 1- Initiate mandatory orientation for all new members.
No Update
Goal & Objective #2- Establish clear guidelines for input and output requests from the Board/Access staff to the CAC.
No update.

Goal & Objectives #3- Create avenues for CAC members to have expedient clarification and resolution on issues regarding their constituents.
 No update.
Goal & Objectives #4- Conduct ongoing presentations and trainings for CAC members which should include customer/driver sensitivity training, Access policies and procedures, transportation vendor contract negotiation, open meeting laws, ADA, etc.
 No Update
Goal & Objectives #5- As part of the on-going education process during 

Scheduled CAC meetings, Access shall transport and accompany members on site visits to transportation vendors, call centers, dispatch centers, vehicle yards, etc.
No Update
Goal & Objectives #6- This includes annual team-building exercises, 

Intermingling TPAC, Access staff, Board members, CAC, transportation vendors and customers.
No Update.
Goal & Objectives #7- This entails meetings (quarterly or bi-annually) between the CAC members and their appointing Board member to discuss issues and strategies.
No Update
Goal & Objectives #8- Regional Rider/Provider Forum.
No Update

MEMBER COMMUNICATION

This item was not addressed due to time constraints.

NEW BUSINESS RAISED TO POSTING OF AGENDA

This item was not addressed due to time constraints.

 ADJOURNMENT
 Motion for adjournment.

 Motion approved.

REPORTS

CHAIR REPORT

Chair will give a verbal report
BOARD MEETING UPDATE

Board Director will give verbal update
STAFF REPORT

Access staff liaison will give verbal report
	Date:
	July 1, 2010

	To:
	Community Advisory Committee (CAC)

	From:
	Marcia Velis, Call Center Analyst

	Re:
	Operations Monitoring Center (OMC) Report – May


May 2010
A total of 5,432 calls were logged by OMC for the month of May.  Exactly 1,493 of these calls pertained to Late Trips.  Of the total Late Trip calls, 1,285 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 390 Backup Response vehicles in May.  Exactly 229 of these trips were performed by Overflow Service and 161 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 57 minutes; May’s longest single LOT was approximately 3 hours and 20 minutes.*
*This customer contacted the OMC at 10:38 a.m. checking on her 10:16 a.m. pick up from home. The customer informed the OMC agent they were not waiting outside at the due time. The customer further stated when they did look out their door they saw vehicle was pulling away. The OMC agent contacted the Provider and confirmed the driver was authorized to leave at 10:36 a.m. No next available was offered by the Provider. This information was relayed to the customer, who in turn thanked the OMC agent and terminated the call. At 10:58 a.m. the customer again contacted the OMC requesting a vehicle be sent to her. At that time the next available backup vehicle would be in two hours, which the customer accepted. At 1:17 p.m. the customer contacted the OMC to confirm her space number was given to the driver. At that time the customer was given a 30 minute eta and asked to be outside. The backup vehicle picked up the customer at 1:58 p.m. and dropped them off at 3:00 p.m.
	
	April 2010
	May 2010

	Total OMC Calls
	5,302
	5,432

	Total Late Trip Calls
	1,440
	1,493

	Late Trips Reconciled on 1st ETA
	1,266
	1,285

	Total Backup Trips Dispatched
	368
	390

	  Subtotal Overflow Backup*
	247
	229

	  Subtotal Uncertified Provider Backup*
	121
	161

	Average LOT (call to pickup)
	56.0 minutes
	57.0 minutes

	Longest LOT (call to pickup)
	3 hours, 48 minutes
	3 hours, 20 minutes


*Data Not in ASI Operations Report

	Date:
	July 6, 2010


	To:
	Community Advisory Committee (CAC)

	From:
	Susanna Cadenas, Customer Care Coordinator

	Re:
	Complaint Report – May 2010


	Total Complaints for May 2010
	885

	Complaints Under Investigation for 

May:

Total:
	                            190
918

	Total Complaints that still require a Written response (includes email)
	153

	Complaints Over 2 Weeks and investigation open or reopened
	752

	Complaints over 2 weeks where rider has not been given a status call
	16

	Complaint Response Preference

	
	May ‘10
	FY

	Post Card
	625
	8146

	Phone
	29
	308

	Written
	124
	1123

	Email
	28
	393


TRIP SERVICE RELATED COMPLAINTS
	Complaint Type
	% Change*
	Total
	ASI
	CARE
	GPI 
	MV Valley
	SGT
	Southland Transit
	SCT
	CTI

	ADA
	-50.0%
	1
	0
	0
	1
	0
	0
	0
	0
	0

	Animal
	-100%
	0
	0
	0
	0
	0
	0
	0
	0
	0

	ASI
	--------
	0
	0
	0
	0
	0
	0
	0
	0
	0

	Booking
	-30.3 %
	71
	0
	0
	23
	8
	25
	1
	0
	14

	Cancel
	+33.3
	6
	0
	0
	2
	1
	1
	0
	0
	2

	Conduct
	+3.33
	90
	6
	0
	33
	9
	25
	2
	1
	14

	Denied
	+66.6
	3
	0
	0
	1
	1
	0
	0
	0
	1

	Discourt
	+13.7 %
	109
	7
	0
	23
	8
	25
	1
	0
	45

	Fare
	+33.3 %
	6
	1
	0
	1
	1
	2
	0
	0
	1

	Late1
	-9.3 %
	29
	0
	0
	12
	2
	12
	1
	1
	1

	Late2
	+32.5%
	40
	0
	0
	18
	4
	10
	1
	1
	6

	Late3
	-6.2 %
	15
	0
	0
	5
	3
	5
	0
	0
	2

	Late4
	-12.5 %
	153
	0
	0
	55
	18
	40
	3
	1
	36

	Routing
	+27.5 %
	40
	0
	0
	19
	5
	9
	0
	0
	7

	Service
	-25.3 %
	118
	7
	0
	49
	9
	23
	3
	2
	25

	Securement
	-66.6 %
	2
	0
	0
	2
	0
	0
	0
	0
	0

	TravelTime
	+ 23.6 %
	55
	0
	0
	27
	1
	15
	1
	2
	9

	Urgent
	-11.3 %
	70
	0
	0
	27
	12
	17
	1
	1
	12

	Vehicle
	+ 50.0 %
	8
	0
	0
	5
	1
	1
	1
	0
	0

	Total
	-5.5 %
	816
	21
	0
	303
	83
	210
	15
	9
	175

	
	 
	 
	 
	 
	 
	 

	Complaint Type
	% Change*
	Total
	ASI
	CARE
	GPI 
	MV Valley
	SGT
	Southland Transit
	SCT
	CTI

	Cert
	---------
	3
	0
	0
	2
	0
	1
	0
	0
	0

	Incident
	-20.0 %
	4
	1
	0
	1
	2
	0
	0
	0
	0

	Lost/Found
	+50.0 %
	2
	0
	0
	0
	0
	2
	0
	0
	0

	Phone
	-12.5 %
	8
	1
	0
	0
	1
	3
	0
	0
	3

	Policy
	+7.31 %
	41
	1
	0
	18
	8
	6
	0
	1
	7

	Suggestion
	-15.3 %
	11
	7
	0
	1
	1
	1
	0
	0
	1

	Total
	+2.89
	69
	10
	0
	22
	12
	13
	0
	1
	11

	 
	 
	 
	 
	 
	 
	 
	 

	No Shows
	+0.18 %
	1106
	0
	0
	362
	198
	257
	28
	13
	248

	LSOX
	+13.3 %
	180
	0
	0
	44
	37
	42
	18
	3
	36


	Commendations
	+10.1 %
	618
	57
	0
	310
	146
	53
	5
	6
	41


* % change from previous month
DATE:
June 30, 2010, 2010

TO:

COMMUNITY ADVISORY COMMITTEE
FROM:
STEVE CHANG, DIRECTOR 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 2010.  Of the sixteen recommendations, fourteen 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 Director’s the Status Report only contains updates on the final four audit recommendations.  A complete status report on all sixteen recommendations can be found on the Access Services website at www.asila.org.  

 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 ASI’s Access Paratransit service. The recommendations from the analysis were presented to the Access Services Board of Directors in March 2007. One of the principal 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 implementation 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 software 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 ride 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.



	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
	The service quality in the Southern Region has stabilized.  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. 



	Jan-10
	Full implementation of the software including dynamic mode scheduling is scheduled to be implemented on January 18, 2010.



	Feb-10
	New feature requests have been made to further enhance the software, so that it can provide improved control and flexibility of the software to users.


	April-10
	The software is being utilized for reservations only in the Southern region. Staff from Access and Global Paratransit is working with StrateGen to modify the dispatching software for use in Access.



	May -10
	Access, Global and Strategen staff have developed a plan of action to improve the understanding of the scheduling engine.  In the June Board Box staff will include a detailed status report on the software project.



	June – 10
	Access and Global staff just returned from a week in New York city where they observed the software “in action.”  StrataGen staff will be in Los Angeles during the week of June 21st to finalize a list of software enhancements.  A consultant is being retrained to assist in determining “Success” of the software.




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. 

SUBCOMMITTEE REPORTS
Shared Ride Time
No report was provided.

Service Animal

No report was provided.
CAC Goals Subcommittee

No report was provided.
DATE:
JULY 13, 2010

TO:

COMMUNITY ADVISORY COMMITTEE

FROM:
SEAN FRYE, DIRECTOR OF CUSTOMER SUPPORT

RE:
RECOMMENDATINOS FOR IDENTIFICATION REPLACMENT FEE INCREASES 

ISSUE:

Due to the increasing number of replacement identification cards being requested, we find it necessary to impose fee increases and other measures as a deterrent.  Some of the returned Identification Cards were received from METRO, where the card was pulled from a non Access and non LACTOA CARD Customer.  Individuals have been known to use these Card until they were confiscated by the Coach Driver.  Replacements are not determined by any one individual’s impairment, this would apply across the board.  The below recommendations are being proposed as a means to address this issue. 

RECOMMENDATION:

Option one:

· Increase the replacement cost from $3.00 to $10.00, no limit on replacements.
Option two:

· Increase the replacement cost from $3.00 to $5.00
· Limit replacements to three cards per three year duration period, two replacements for a one year period.

Option three:

· Continue with the current $3.00 replacement fee.  For each additional replacement the cost goes up by double the initial cost.  $3.00 to $6.00, $6.00 to $12.00 and upward.  No limit to the replacements.
In cases where a Police Report is submitted, and the Identification Card is listed, the fee will be waived.  Cards that are faded, cracked or damaged by no fault of the owner will be replaced at no cost.  Access will provide each Customer with a lanyard and cardholder for carrying their Identification Cards around their neck; this is optional and must be requested by the Customer.  

BACKGROUND:

We currently have no procedure that prevents a replacement from being issued, officially there can be unlimited replacements issued.  After a third replacement is requested within a 12 month floating period, the Customer is sent a written warning notice that speaks to the concern Access has for the numerous replacement activity.  They are also required to submit a Police Report.  Customers are still provided service during the time it takes to replace their identification card.  The current replacement fee is $3.00

P – PRESENT - R – RESIGNED - A – ABSENT



	CAC ATTENDANCE


	April 09
	May 09
	June 09
	July 09
	August  09
	September
	October 09
	November 09
	December 09
	January 10
	February 10
	March 10
	April 10
	May 10
	June 10

	MICHAEL ANTHONY ARRIGO
	P
	P
	P
	P
	P
	P
	P
	P
	P
	P
	P
	P
	P
	P
	P

	 
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	KURT BALDWIN
	P
	A
	P
	A
	P
	P
	p
	P
	P
	A
	P
	P
	A
	P
	P

	 
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	GLORIA BRODERICK 
	P
	P
	P
	P
	P
	P
	p
	P
	P
	P
	P
	P
	P
	P
	P

	 
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	MICHAEL CONRAD
	A
	A
	A
	A
	A
	A
	p
	P
	P
	A
	P
	P
	P
	P
	A

	 
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	TINA FOAFOA
	P
	P
	P
	A
	P
	P
	p
	P
	A
	P
	P
	P
	P
	P
	P

	 
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	JAMES HOGAN
	P
	P
	P
	P
	P
	P
	p
	P
	P
	P
	P
	P
	A
	P
	A

	 
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	GARY JANSEN
	P
	P
	P
	P
	P
	P
	p
	P
	P
	P
	P
	P
	P
	P
	P

	 
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	TOMMY JOHNSON, SR. 
	P
	P
	P
	P
	P
	P
	p
	P
	P
	P
	P
	P
	P
	P
	P

	 
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	FRANCES KITRELL
	P
	A
	P
	A
	A
	P
	p
	A
	A
	A
	P
	P
	P
	A
	P

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	TERRI LANTZ
	P
	P
	P
	P
	P
	P
	p
	P
	P
	P
	P
	P
	P
	P
	P

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	VERONICA MARTINEZ
	P
	A
	P
	A
	P
	P
	p
	P
	P
	P
	P
	A
	A
	A
	P

	 
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	RAY LOUIS MCKEEVER
	P
	P
	P
	P
	P
	p
	p
	A
	P
	P
	P
	P
	P
	P
	P

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	GAY PARRISH
	P
	P
	P
	P
	P
	p
	p
	P
	P
	P
	P
	P
	P
	A
	A

	 
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	KEN SCHWARTZ
	P
	P
	P
	P
	P
	p
	p
	P
	P
	P
	A
	P
	P
	P
	P

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	 JESSE PADILLA
	P
	A
	P
	P
	P
	p
	p
	P
	P
	P
	A
	P
	P
	A
	P

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	MICHAEL WILLIAMS
	A
	P
	P
	P
	P
	p
	p
	P
	P
	P
	P
	P
	P
	P
	P

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	ANGELA NWOKIKE
	-
	-
	-
	-
	-
	-
	-
	-
	-
	-
	-
	-
	-
	P
	P

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	HUGH HALLENBERG
	-
	-
	-
	-
	-
	-
	-
	-
	-
	-
	-
	-
	-
	P
	P

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	TONNI YEE-HEMPHILL
	-
	-
	-
	-
	-
	-
	-
	-
	-
	-
	-
	-
	-
	-
	P


PARKING

Some suggested parking options are available at reasonable prices on the corner of 8th Street and Hope Street. Please remember that Access will not reimburse for parking fees.  

ACCESS PICK UP/DROP OFF LOCATION:

All Access pickups and drop offs will occur on Hope Street directly in front of the Sheraton Hotel loading zone. 

Note: The Sheraton loading zone turnout is not available for Access loading.

DIRECTIONS FROM 110 SOUTH

* Take the 6TH ST/4TH ST towards 110 S/Wilshire Blvd/Downtown  * Take the ramp towards Wilshire Blvd  * Take the 6TH Street ramp  * Turn SLIGHT LEFT onto W 6TH St  * Turn RIGHT onto S Flower St  * Turn LEFT onto W 7th ST  * Turn Right on S Hope ST  * 711 S Hope ST is on your Right

DIRECTIONS FROM 110 NORTH

* Take the 4TH ST/3RD ST exit, Exit 22B   * Take the 6TH ST exit, Exit 23A   * Turn SLIGHT LEFT onto W 6TH ST   * Turn RIGHT onto S Flower ST  * Turn LEFT onto W 7th ST  * Turn Right on S Hope ST  * 711 S Hope ST is on your Right

Please Note: Entrance is around the corner on the 7th Street entrance.  
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