
AGENDA

COMMUNITY ADVISORY COMMITTEE (CAC) MEETING

Tuesday June 8, 2010
12:30 p.m. – 3:30 p.m.
El Monte Metro Building
3449 Santa Anita Ave
3rd Floor Conference Room

El Monte, CA 91734
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:

3449 Santa Anita Avenue
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.  Audience participants are reminded that your comments will not be recognized during any other portion of today’s CAC meeting.
	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 May 11, 2010 CAC Meeting Minutes
	ACTION
	5-16

	12:50 p.m.


	-
	General Public Comment 

(Limit 3 minutes per speaker)
	INFORMATION
	

	1:00 p.m.

15 Mins
	1.
	Budget Review Presentation
F Scott Jewell
	DISCUSSION/ ACTION
	

	1:15 p.m
15 Mins
	2.
	Process Review for Selection of Appeal Panelists


	DISCUSSION/ ACTION
	

	1:30 p.m

20 Mins
	3.
	Emergency Preparedness Plan
Roy Glauthier
	INFORMATION/ DISCUSSION
	

	1:50 p.m
10 Mins
	
	BREAK
	INFORMATION/ DISCUSSION
	

	2:00 p.m
50 Mins
	
	Driver Certifications, Curriculum & Sensitivity Training Presentation

Part 2
	
	

	2:50 p.m
15 Mins
	
	CAC MEETING LOCATION
	DISCUSSION/ ACTION
	

	3:05 p.m

	4.
	Reports

· Chair’s Report

· ASI Board Meeting Update

· Staff Report

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

	INFORMATION


	17-25

	3:15 p.m.
	5.
	Subcommittee Updates
· CAC Goals Subcommittee 

· Shared Ride Time
· Service Animal


	INFORMATION


	

	3:25 p.m.
	6.
	New Business

 Subsequent to posting of agenda
	INFORMATION
	

	3:30 p.m
	7.
	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, May 11, 2010

12:30 p.m. – 3:00 p.m.
Call to Order

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

Mr. 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 , Gay Parrish, Terri Lantz,  Michael Anthony Arrigo, Shawn Solomon, Ken Schwartz, Jesse  Padilla, Tommy Johnson Sr., Gloria Broderick, Michael Conrad, Frances Kitrell,  Ray Louis Mckeever, and Gary Jansen. 

CAC Members Absent: Kurt Baldwin, James Hogan and Veronica Martinez.
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: Tonni Hemphill, Lee Habibi, Stacey Murphy, Angela Nwokike, Valdez Benoit, Ken Metz, Vanessa Guzman, Julian Melvin, Ken Metz, Pamela Metz, Vanessa Guzman and Nader Raydan.

Approval of minutes of April 13, 2010 meeting

Motion:  Michael Williams moved the approval of the minutes of the April 13, 2010 CAC meeting.

Vote:           13      Yes

GENERAL PUBLIC COMMENT

Ms. Tina Foafoa opened public comment by stating that she has no complaints about the new location of Access Services administrative offices. Ms. Foafoa discussed a trip she took to Las Vegas and her experience using the Las Vegas paratransit system. She stated once she arrived to Las Vegas airport she waited almost 3 hours for the vehicle to arrive.  Ms. Foafoa also had difficulty locating the designated pick-up area, which contributed to the confusion of locating the driver. The service problems continued the following day, when the driver didn’t arrive at the hotel to pick up Ms. Foafoa for her son’s wedding. She stated Access Service provides a far better system to Las Vegas’ paratransit and feels customers are lucky to have Access Services in Los Angeles.

Mr. Ken Metz stated that he really likes the new building and complimented Access staff for being available outside the building to help guide everyone in the right direction. Mr. Metz discussed a situation that involved the new hybrid vehicles and a service animal user. The new hybrid vehicles, which are sometimes used by Global Paratransit, can be very quiet.  Since they make minimal noise while in operation, a service animal jumped out of a vehicle while in motion. The customer was lead to believe he had arrived at his destination and opened the door which prompted the service animal to exit the vehicle. The vehicle was only going 3-4 miles an hour, so no one including the service animal was hurt, but better communication could have prevented the whole situation. Mr. Metz continued to discuss a trip he took where the driver attempted to drop him off at the wrong address and had to remain in the vehicle an additional 40 minutes while the correction was made. 

Ms. Angela Nwokike described issues that she has been having with Global Paratransit.  Ms. Nwokike stated that her issues have been addressed to her satisfaction and she wanted to acknowledge Access staff for providing additional information to her and assistance in getting to the CAC meeting.

Ms. Karen Taylor stated that she enjoys using Access and had a trip last week where Access took her and family to the Biltmore Hotel on Mother’s Day.  She wanted to thank Access staff.

Ms. Tonni Hemphill stated her trip to the CAC meeting was smooth, even though it was a ride share. Secondly, Ms. Hemphill stated that the ride shares in the Global Paratransit region are really confusing and seem to be a waste of gas (with all the extra driving around that the drivers seem to be doing). She added that long share rides can be very difficult for customers who have extreme disabilities. She continued to discuss the amount of time drivers are given to load a wheelchair into a vehicle, which she feels should be extended. Some wheelchairs required more time to load and secure than others.  Ms. Hemphill suggested that Access staff may need to look into this.

Mr. Hugh Hallenberg stated that the location of the CAC meeting should be more central to make it easier for riders to attend. He recommended a location near the Metro building in Downtown Los Angeles.

Mr. Kurt Baldwin stated that the process for selecting appeal panel members needs to be reviewed. He stated that the selection process should involve CAC members selecting participants from the Committee pursuant to established guidelines.  Access currently approaches individual members for participation and provides one staff member who is not associated with Operations.  Baldwin expressed concerns over the decision-making of the panel.  Mr. Baldwin suggested that since the selection process can give the appearance of bias, so may be the decisions of the panel members.  He added that the rules for selecting the appeal panel were put in place for a reason; therefore Access should abide by them.

1.      HELPING HAND
Ms. Cynthia Perkins-Stevenson (Access Dispatch Coordinator) acknowledged Linda Peitzman as the May (and Quarterly) Helping Hand recipient. Ms. Linda Peitzman has been a customer of Access for 15 years and has never received a “No Show” or “Late Cancellation.”  Ms. Peitzman’s efforts have helped Access provide a better service for all customers.  As a token of appreciation, Access Dispatch Coordinators presented Ms. Peitzman with 2 books of coupons along with a Helping Hand pin and certificate.
2.      QSS VOTE, MICAHEL ARRIGO APPOINTMENT
Announcement of Michael Arrigo appointment to the Quality Service Subcommittee was made by Chair person Michal Williams. 

3.
REVIEW OF RIDER’S GUIDE AND QUICK START GUIDE
Mr. Luis Garcia (Access Project Administrator) stated that the lack of understanding about Access policies and procedures among the ridership is the “driving force” in revising the Rider’s Guide. The goal will be to enhance the Rider’s Guide; make it user-friendly as well as more informational. The Rider’s Guide will help educate customers on policies and procedures while empowering them to have a better understanding of the service.

Mr. Garcia stated that, alongside the Rider’s Guide, the Access Services focus group developed a “Quick Start Guide” to serve as a quick reference on how to book a ride and other additional information. Copies of the Rider’s Guide and Quick Start Guide were e-mailed to the Committee for feedback.  Mr. Garcia expressed the urgency to finalize these documents and to begin distribution to Access customers.

Committee members expressed concerns in regards to communicating with the Antelope Valley and Santa Clarita regions to ensure that their policies and procedures are well documented.

Committee members stated that using bullet points to help explain information in the Rider’s Guide may make it easier to read for some customers.

Committee members stated that the Rider’s Guide should include additional information in regards to transferring from to county to county, such as transfer time schedules.

4.
CAC MEETING LOCATION

Mr. Gary Jansen stated that he is happy with the new location and wants to continue to have the meetings at the El Monte building.

Mr. Kurt Baldwin stated the El Monte location poses some difficulties traveling from the northern county; Access needs to consider a more central location.

Ms. Terri Lantz stated she noticed more signage around the building to help guide people attending the meeting in the right direction, although additional signage would help considering the construction work in progress around the building. She recommended other locations for consideration that offer more of a central location, easier accessibility, as well as convenient places to eat.

Mr. Sean Frye (staff liaison) reassured the Committee there is extensive research underway among several staff members to consider all options deemed viable and unviable. The criteria for this research will include capacity, ADA compliance, room cost among other important requirements. Furthermore, any other suggestions of possible meeting locations can be forward to Mr. Sean Frye or Mr. Galen Hale.

Mr. Ray McKeever suggested the possibility of alternating meeting locations every three months so that the Committee would not have to travel to El Monte for every meeting.

Mr. Hugh Hallenberg stated that the El Monte building isn’t accessible for the ridership considering it’s a non-central location.

Mr. Ken Schwartz stated that he experienced some confusion with the different types of Metro buses going in the direction of El Monte.  Since he is vision impaired, it’s difficult to see bus signs. He added he has always used public transportation to get to CAC meetings, but will probably have to consider using Access for future meetings.

Ms. Angela Nwokike stated that she is pleased with the new location, with the exception of no cafeteria. She complimented the room and looks forward to having many meetings at the El Monte building.  

Mr. James Hogan stated that the trip to the CAC meeting will be longer and at times uncomfortable for riders with more serious disabilities.  He encouraged Access staff to continue to take steps to make this whole process as painless as possible.

Chairperson Michael Williams acknowledged Access staff’s efforts at posting signage and arranging parking and shuttle services for the CAC meeting.  He stated Access has had many discussions regarding resolving some of the difficulties and issues surrounding the El Monte building. He encouraged the Committee to be patient while Access continues to resolve concerns and entertain other possible locations for the CAC meeting.

5.
DRIVER CERTIFICATIONS, CURRICULUM & SENSITIVITY TRAINING PRESENTATION
Mr. Tommy Johnson stated he wanted to inform the CAC and the public of the quality training that goes into each driver, whether new or veteran. Access drivers receive at least 80 hours of classroom training and an average of 27 hours of behind-the-wheel training with a certified behind-the-wheel trainer/supervisor. An important part of the training is “sensitivity,” which can be displayed in many ways. Mr. Johnson explained key points when training drivers on sensitivity:

· be susceptible to the attitudes and feelings of others,

· be responsive to external conditions or simulations,

· be caring regarding concerns,

· be forgiving,

· be giving,

· be compassionate,

· offer assistance. 

He encourages drivers to be mindful of these things while practicing:

· use appropriate words,

· treat passengers as customers and not like children,

· offer assistance, but don’t insist upon assisting,

· ask appropriate questions in an appropriate manner,

· know what type of assistance is needed for customers with disabilities. 

Mr. Johnson continued to explain the different types of disabilities a driver could potentially encounter, such as:

· mobility impairment,

· mental disabilities,

· vision impairment, 

· hearing impairment,

· neuromuscular conditions,

· medical conditions,

· hidden disabilities,

· conditions related to aging.
Mr. Johnson stated that it is important to train drivers not to be afraid to make a mistake when meeting and communicating with someone with a disability. The driver should address the customers by first names only when extending the same familiarity to others.  Also, whenever possible, address the person with a disability directly rather than speaking through another person.
Mr. Johnson discussed what he calls “Terminology Tips” wherein he encourages drivers to use appropriate terminology for a person’s disability. Here are a few acceptable and unacceptable terms:

Unacceptable


Acceptable 
Blind




Person who is visually impaired
Deaf Person


Person who is hearing impaired

A Hunchback


Person who has a curvature of the spine

The Disabled


Person who has a disability

Dumb



A person who has a speech impairment

Crazy




Mentally ill

Fit 




Seizure

Patient
Use only when a person is being seen by medical personnel.
It is always important to put the person in front of the disability and not the disability in front of the person. Drivers should always ask how they can assist a customer and allow the customers to help you help them.

Mr. Johnson discussed wheelchair securement wherein drivers are trained to secure a wheelchair using the “4-point securement” technique. When training drivers on securement of a wheelchair, safety is priority.  Drivers are encouraged to be proactive in creating a safe environment.

Access transports a large number of customers with different disabilities, such as spinal cord injuries, strokes, psychiatric disorders, autism, neuromuscular conditions, seizure disorders, and speech impairments among many others. Drivers are trained on the different types of disabilities and the special assistance a customer may need due to their disability.

Mr. Johnson concluded the presentation by stating he always tells the drivers: he expects every driver to treat each passenger with respect, because these individuals are loved by someone just as you are.

Part 2 of the “Driver Certification, Curriculum and Sensitivity Training” presentation will continue at the next CAC meeting, Tuesday, June 8th.

Committee members suggested using the term “Developmental Disabilities” instead of “Mental Retardation.”

Committee members suggested inviting customers to future training sessions in order to help give the drivers a “real feel” for what they may experience out on the road.

REPORTS
CHAIRS

Chairperson Michael Williams announced the appointment of Angela Nwokike to the Community Advisory Committee.
BOARD OF DIRECTORS

Ms. Sandy Varga stated that there were two appreciation awards presented at the last two previous Board meetings, which were the Jerry Walker Commitment to Quality Service Award and the Spirit of Accessibility Award. The main piece of business was Access undergoing a name change: dropping the “Inc.” from Access Services, Incorporated, which in turn will help Access be recognized as a public entity.
STAFF REPORT

Mr. Sean Frye stated that the current pilot project to mark and install tether straps on mobility devices continues at the Access Eligibility Center. C.A.R.E was selected as the contractor for this project, therefore Access will be presenting to the Board for approval. 
OPERATIONS MONITORING CENTER (OMC) REPORT - MARCH 2010
No Discussion on this item

COMPLAINTS REPORT - MARCH 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:
	June 1, 2010

	To:
	Community Advisory Committee (CAC)

	From:
	Marcia Velis, Call Center Analyst

	Re:
	Operations Monitoring Center (OMC) Report – April


April 2010
A total of 5,302 calls were logged by OMC for the month of April. Exactly 1,440 of these calls pertained to Late Trips.  Of the total Late Trip calls, 1,266 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 368 Backup Response vehicles in April. Exactly 247 of these trips were performed by Overflow Service and 121 were performed by Non-Certified Providers.  April’s average Length of Time (LOT) between initial call to OMC and their pickup by a Backup Response vehicle was approximately 56 minutes; April’s longest single LOT was approximately 3 hours and 48 minutes.*
*This customer contacted the OMC at 9:52 a.m. regarding her 9:30 a.m. pickup from home. The OMC agent contacted the Provider and discovered the driver reported to dispatch he was not able to locate the customer. The driver was authorized to leave at 9:44.  No next available was offered by the Provider since the customer was at home.  In order to accommodate the customer’s mobility device, an accessible van was required. At the time the customer called the OMC, the agent was not able to secure an accessible vehicle with an uncertified Backup Provider and the OMC overflow drivers were servicing other trips. The OMC offered their next available overflow driver and the customer accepted the trip. The OMC overflow driver was dispatched at 1:00 p.m., picked up this customer at 1:40 p.m. and delivered them to their destination at 2:20 p.m.
	
	March 2010
	April 2010

	Total OMC Calls
	5,898
	5,302

	Total Late Trip Calls
	1,891
	1,440

	Late Trips Reconciled on 1st ETA
	1,626
	1,266

	Total Backup Trips Dispatched
	479
	368

	  Subtotal Overflow Backup*
	281
	247

	  Subtotal Uncertified Provider Backup*
	198
	121

	Average LOT (call to pickup)
	50.0 minutes
	56.0 minutes

	Longest LOT (call to pickup)
	3 hours, 26 minute


	3 hours, 48 minutes


*Data Not in ASI Operations Report
	Date:
	June 2, 2010


	To:
	Community Advisory Committee (CAC)

	From:
	Susanna Cadenas, Customer Care Coordinator

	Re:
	Complaint Report – March 2010


	Total Complaints for April 2010
	937

	Complaints Under Investigation for 

April:

Total:
	                            109
931

	Total Complaints that still require a Written response (includes email)
	160

	Complaints Over 2 Weeks and investigation open or reopened
	648

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


	Complaint Response Preference

	
	Apr ‘10
	FY

	Post Card
	697
	7521

	Phone
	20
	279

	Written
	102
	998

	Email
	40
	365


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

	ADA
	+50.0%
	2
	0
	0
	0
	0
	0
	0
	0
	2

	Animal
	+50.0%
	2
	0
	0
	0
	0
	0
	0
	0
	2

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

	Booking
	-17.7%
	102
	0
	0
	32
	21
	29
	2
	0
	18

	Cancel
	---------
	4
	0
	1
	1
	0
	0
	1
	0
	1

	Conduct
	-4.3%
	87
	4
	0
	23
	12
	34
	2
	1
	11

	Denied
	+100%
	1
	0
	0
	0
	1
	0
	0
	0
	0

	Discourt
	+10.6%
	94
	5
	1
	30
	9
	25
	4
	1
	19

	Fare
	-20.0%
	4
	0
	0
	1
	0
	2
	0
	0
	1

	Late1
	-5.8%
	32
	0
	0
	9
	6
	7
	4
	0
	6

	Late2
	-47.0%
	27
	0
	0
	9
	9
	6
	2
	0
	1

	Late3
	-20.0%
	16
	0
	0
	7
	5
	4
	0
	0
	0

	Late4
	-18.9%
	175
	0
	0
	56
	25
	46
	9
	2
	37

	Routing
	-6.4%
	29
	0
	0
	13
	3
	8
	0
	0
	5

	Service
	-3.6%
	158
	2
	0
	56
	11
	45
	5
	3
	36

	Securement
	-25.0%
	6
	0
	0
	2
	1
	1
	0
	0
	2

	TravelTime
	-26.3%
	42
	0
	0
	21
	5
	11
	0
	0
	5

	Urgent
	-20.0%
	79
	1
	0
	32
	13
	16
	1
	0
	16

	Vehicle
	-33.3%
	4
	0
	0
	1
	0
	2
	1
	0
	0

	Total
	-13.2%
	864
	12
	2
	293
	121
	236
	31
	7
	162

	
	 
	 
	 
	 
	 
	 

	Complaint Type
	% Change*
	Total
	ASI
	CARE
	GPI 
	MV Valley
	SGT
	Southland Transit
	SCT
	STI-WC

	Cert
	-40.0%
	3
	1
	0
	1
	1
	0
	0
	0
	0

	Incident
	+40.0%
	5
	0
	0
	2
	1
	2
	0
	0
	0

	Lost/Found
	-66.6%
	1
	0
	1
	0
	0
	0
	0
	0
	0

	Phone
	-30.0%
	7
	1
	0
	0
	4
	0
	1
	0
	1

	Policy
	-11.6%
	38
	0
	0
	10
	7
	9
	3
	1
	8

	Suggestion
	+38.4%
	13
	6
	0
	1
	2
	1
	2
	0
	1

	Total
	-6.9%
	67
	8
	1
	14
	15
	12
	6
	1
	10

	 
	 
	 
	 
	 
	 
	 
	 

	No Shows
	-12.9%
	1104
	0
	0
	378
	183
	279
	22
	11
	231

	LSOX
	+1.9%
	156
	0
	0
	55
	45
	20
	6
	0
	30


	Commendations
	+52.9%
	555
	56
	0
	243
	122
	95
	1
	5
	33


* % change from previous month
DATE:
May 31, 2010

TO:

BOARD OF DIRECTORS

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 May 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.




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.
P – PRESENT - R – RESIGNED - A – ABSENT
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Directions – Public Transit

In order to obtain your estimated departure times, please call:                               (1-800) Commute – (800) 266-6883.  
From Torrance:
Metro Rapid 720 (SANTA MONICA) heading west From: 5TH ST/MAIN ST(NE corner) Lv:  To: 5TH ST/GRAND AV(NW corner)  
Ride Metro Silver Line( SILVER LINE - EL MONTE STATION) heading north From: OLIVE ST/5TH ST(NE corner) To: EL MONTE STATION  

From Montclair:

There are two choices you can use for taking public transportation to the new Access Services Headquarters. From the Montclair Plaza (site of the Los Angeles Access Services transfer point, walk to the Montclair Transit Center located at: 5091 Richton Street
Montclair, California, The Transit Center is located between Central and Monte Vista Avenues on Richton Street just north of the Montclair Plaza shopping center. This is intermodal Transit Center meaning that you can either take a bus or Metrolink to complete your trip. 
 

By bus, take the Foothill Transit Silver Streak to the El Monte Bus Station. 
 

By train, take the Metrolink San Bernardino Line to the El Monte Metrolink Station. . From this point, you can take bus 76 (El Monte Station) from Tyler and Valley, and arrive @ Ramona and Lexington then walk to 3449 Santa Anita Ave.       
 

Go to: www.metrolinktrains.com to get more info about the Metrolink stations. 
From Metro Gateway Plaza: (Union Station)

Ride METRO SILVER LINE (SILVER LINE - EL MONTE STATION) heading east From: EL MONTE BUSWAY/ALAMEDA ST(SE corner) To: EL MONTE STATION 

From Pasadena:

Ride METRO LOCAL LINE 267 (EL MONTE STATION) heading south From: LOS ROBLES AV/COLORADO BLVD(SW corner) To: EL MONTE STATION/LOWER LEVEL BUS BAY C 
From Huntington Park:

Ride Metro Rapid 751 (AVENUE 26-FIGUEROA) heading north From: PACIFIC BLVD/FLORENCE AV&SATURN AV To: SOTO ST/CESAR E CHAVEZ AV(NE corner) 
Ride Metro Rapid 770( EL MONTE STATION) heading east From: CESAR E CHAVEZ AV/SOTO ST(SW corner) To: EL MONTE STATION/UPPER LEVEL  
From Long Beach convention Center Area:

Ride METRO EXPRESS LINE 577 (EL MONTE STATION) heading west From: 1ST ST/LONG BEACH BLVD(NW corner) To: EL MONTE STATION/LOWER LEVEL BUS BAY D 

From Wilshire VA:

Ride Metro Local Line 20 (DOWNTOWN LA - 7TH-MAPLE) heading east From: WILSHIRE BLVD/VETERAN AV(SW corner) To: WILSHIRE BLVD/FLOWER ST(SW corner) Ar:  

Ride Metro Silver Line( SILVER LINE - EL MONTE STATION) heading north From: FIGUEROA ST/7TH ST(NE corner) To: EL MONTE STATION  
From San Fernando Valley:

Ride Metro Rail Red Line (UNION STATION GATEWAY TRANSIT CENTER) heading east From: NORTH HOLLYWOOD STATION To: 7TH STREET/METRO CENTER STATION Ar:  

Ride Metro Silver Line( SILVER LINE - EL MONTE STATION) heading north From: FIGUEROA ST/7TH ST(NE corner) To: EL MONTE STATION  

From Santa Clarita / Antelope Valley:

Ride Metrolink Antelope Valley Line (UNION STATION) heading west From: SANTA CLARITA STATION/22122 SOLEDAD CANYON RD To: UNION STATION/800 N ALAMEDA ST Ar:  

Ride Metro Rapid 770( EL MONTE STATION) heading east From: CESAR E CHAVEZ AV/VIGNES ST(SW corner) To: EL MONTE STATION/UPPER LEVEL  
Parking

Free Parking and Shuttle service will be provided for Access Community Advisory Committee meeting on Tuesday, June 8th, 2010.  Shuttle service will be available between the hours of 11:15 a.m. to 1:00 p.m. and again between 2:30 p.m. to 4:00 p.m.

Parking is located on the corner of Brockway and Santa Anita Avenue.  

East on Interstate 10 Freeway

Exit Santa Anita Avenue.  Turn left onto Santa Anita Avenue.  Parking will be located on Santa Anita Avenue immediately after crossing Brockway Avenue on your left hand side.  

West on Interstate 10 Freeway

Exit Santa Anita Avenue.  Turn right onto Santa Anita Avenue.  Parking will be located immediately on your left hand side.  

*Access staff will be available at all times during shuttle service hours.  

	
	
	SANTA ANITA AVENUE
	

	RAMONA BLVD
	
	RAMONA BLVD

	[image: image1.wmf]
ACCESS 

HEADQUARTERS
	
	
	[image: image2.wmf]

	AMADOR STREET (DO NOT ENTER)[image: image3.wmf]
	
	AMADOR STREET

	PARKING[image: image4.wmf]
	
	

	BROCKWAY

	

INTERSTATE 10 FREEWAY

                  INTERSTATE 10 FREEWAY

	Santa Anita Avenue Exit Ramp
	ASHER ST

	
	
	


17 | Page

