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BOARD BOX ITEM #1

MARCH 22, 2010

TO: BOARD OF DIRECTORS
FROM: KRISTINE HELIN, SENIOR ADMINISTRATIVE ASSISTANT

RE: OUT OF STATE TRAVEL

The following is a list of out-of state paratransit meetings for March 2010.

March 14 - 16, 2010
Washington, D.C.

Washington D.C., APTA Legislative Conference

The below mentioned Access Services staff traveled to Washington, DC to attend the
American Public Transportation Association (APTA) Legislative Conference.

Andre Colaiace, Director of Government Services
Steve Chang, Director of Contracted Services

March 22 - 26, 2010
New York City, NY

APTA Peer Review

The below mentioned Access Services staff traveled to New York City to meet with
representatives from the American Public Transportation Association (APTA) and other
transit agencies to review the paratransit services of New York City Transit.

Shelly Verrinder, Executive Director



BOARD BOX ITEM #2

MARCH 22, 2010

TO: BOARD OF DIRECTORS
FROM: ALFREDO TORALES, OPERATIONS ANALYST

RE: KEY PREFORMANCE INDICATORS

The following graphs represent key system indicators for the fiscal year as of January
2010. The goal of this communication is to keep everyone informed of the current
service performance level in the field.

The operations team uses this and other performance information to monitor our
service providers’ performance. Information is also used to determine the level of
service that our customers are experiencing when using Access Paratransit.
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BOARD BOX ITEM #3

MARCH 22, 2010

TO: BOARD OF DIRECTORS
FROM: KANDY KUO, MANAGER OF FINANCE

RE: FINANCIAL REPORT FOR JANUARY 2010

Attached for your review are the financial reports for January 2010.
Revised and Approved FY 2009/10 Budget to Actual Fiscal Year-to-Date Comparison:

Passengers: 0.4% under budget

Contract Revenue Miles: 2.7% under budget

Trips: 3.0% under budget

Completed Eligibility Interviews: 14.9% under budget

Average Trip Distance: 0.4% over budget at 9.5 miles

Total cost per Passenger (before depreciation): 2.2% under budget
Administration Function is 11.0% under budget

Eligibility Determination Function is 6.9% under budget

Paratransit Operations Function is 1.8% under budget

L IR JER JNE JEE R JNE JNE JNR 2

Attached are the following reports for your review:

Statistical Comparison: January 2009 to January 2010
Expenses by Functional Area

Budget to Actual Comparison of Statistics

YTD Budget Results

Graph: YTD PAX Cost Comparison

Detailed Financial Reports



Paratransit Operations
Eligibility Determination
CTSA/Ride Information
Administrative

Total Exp before
Depreciation

Expenses by Functional Area
For the YTD Period Ending January 2010

% of
Cost

89.7%
5.1%
0.5%

4.7%

% Over
<Under

YTD YTD >
Actual Budget Variance Budget
$46,932,210 $47,792,159 $ (859,949) -1.8%
2,650,803 2,845,934 (195,131) -6.9%
250,726 258,797 (8,071) -3.1%
2,493,738 2,802,944 (309,206) -11.0%
$ 52327476 $ 53,699,834 (1,372,358) -2.6%%

% Over
<Under>

Previous
Yr

2.0%

6.5%
-3.6%
-1.7%

2.0%



Statistics - - For the YTD Period Ended January 2010

Number of Completed Cert
Interviews

Number of PAX
Number of Contract Revenue Miles

Number of Trips

Average Trip Distance

Purchased Transportation Cost
Cost per Trip

Cost per PAX

Cost per Contract Rev Mile
Total Cost per Pax before
depreciation

YTD
Actual

19,097
1,587,303

11,500,674

1,210,405
9.50

$ 34.62

$ 26.40
$ 3.64

$ 32.97

YTD
Budget

22,449
1,593,491

11,816,572

1,248,189
9.47

$ 3413

$ 26.74
$ 361

$ 33.70

Variance

(3,352)
(6,188)
(315,898)
(37,784)
0.03

0.49

(0.33)
0.03

(0.73)
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% Over % Over

<Under> <Under>
Budget Previous Yr
-14.9% 7.6%
-0.4% -2.4%
-2.7% -4.6%
-3.0% -4.9%
0.4% 0.3%
1.4% 1.5%
-1.3% -1.1%
1.1% 1.2%
-2.2% 4.5%



Budget Results for FY 2009/2010
For the YTD Period Ending January 2010

Variance Over % Over % Over
YTD YTD <Under> <Under> <Under>
Actual Budget Budget Budget Previous Yr
Total Exp before Capital
@ January 2010 $52,327,476 $53,699,834 $ (1,372,358) -2.6% 2.0%
Revenue
Passenger Fares 2,897,538 2,727,340 (170,198)
Other Revenue 218,014 269,785 51,771
Total Revenue 3,115,552 2,997,125 (118,427) -4.0% 5.5%
Capital Expenditures
Vehicles 2,651,788 2,434,563 217,225
Other Capital
Expenditures 298,138 292,918 5,220
Total Capital
Expenditures $2,949,926 $ 2,727,481 222,445 8.2%
Under Budget @
January 2010 $ (1,268,340)
Adjustments:
Board Approved capital purchase (30 replacement vehicles) 1,271,917

Total Adjusted Over Budget YTD January 31, 2010 3,577

11



YTD COST PER PASSENGER BEFORE DEPRECIATION AND CAPITAL COST
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Access Services Incorporated
Balance Sheet
January 31, 2010

ASSETS

Current Assets:

Cash

Grant Receivable

Due from FTA

Due from MTA

CMAQ Grant Receivable

Accounts Receivable-Miscellaneous
Prepaid Expenses

Deposits

Total Current Assets

Long Term Assets:

Property and Equipment:
Vehicles & Vehicle Equipment
Office Furniture and equipment
Computer & Telephone Equipment
Central Reservation Software
Leasehold Improvements
Total Property and Equipment

Accumulated Amortization & Depreciation

Property and Equipment, Net
Total Long Term Assets

Total Assets

5,807,439
601,602
5,679,701
5,727,532
452,943
230,872
1,634,247
35,056

20,169,391

23,639,345
286,638
2,332,659
971,769
233,783

27,464,193
(16,615,128)

10, 849,065

10,849,065

31,018,456
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Access Services Incorporated

Balance Sheet
January 31, 2010

LIABILITIES AND NET ASSETS

Current Liabilitites:

Accounts Payable-Trade
Accounts Payable-Providers
Accrued Expenses

Total Current Liabilities

Other Liabilities:
Deferred Revenue

Total Liabilities

Net Assets:
Temporarily Restricted

TOTAL LIABILITIES AND NET ASSETS

412,755
5,418,689
1,603,567

7,435,012

16,992,820

24,427,832

6,590,624

31,018,456
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Access Services Incorporated
Statement of Cashflow
For Period Ending January 31, 2010

Cash - Beginning Balance 12/31/09

Cash Receipts:
Proposition C revenue from LACMTA
FTA funding received
Section 16 revenue
Passenger fare/coupons/ID revenue
Interest income
Providers’ contract penalties
Miscellaneous revenues
Total Cash Received

Cash Payments:
Vehicles/Vehicle equipment
Capital Equipment
Leasehold Improvement
Prepaid expenses/deposits
Payments to contract providers
Eligibility Determination expenses
Salaries and related benefits
Contract Labor
Other expenses

Total Cash Payments

Increase (Decrease) in Cash Reserves

Cash - Ending Balance 1/31/10

6,800,815

0
5,497,422
0

400,118
1,457

400
61,697

5,961,094

0

17,660

0

19,124
5,901,268
215,849
465,055

0

335,514

6,954,470

(993,376)

5,807,439

Note: The above statement of cash flow presents the more significant
financial categories and their changes for internal use only. This statement
is not prepared in accordance with generally accepted accounting

reporting standards.
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ACCESS SERVICES INCORPORATED

STATEMENT OF REVENUE, EXPENSES AND CHANGES IN FUND BALANCE
For Period Ending January 31, 2010

CURRENT CURRENT CURRENT YTD REVISED % of 09/10
MONTH MONTH VARIANCE YTD YTD VARIANCE 20N48-10n BUDGET
ACTLUIAI RUNGFT OVER(UNDER) ACTLUIAI RUNGFT OVER(UNDER) RUNGFT REACHED
REVENUE SOURCES:
Funding Sources for Operating Expenses :
FY 09/ 10 Prop C & Section 5310 $82,886,180
Section 5309 Grant for New Mobility Resource Center $200,000
JARC Grant $0
FY 08/ 09 Carryforward - Unallocated (Estimated) 39517
Subtotal - Funding Sources & Carryforward Funds 6,852,518 7,249,079 (396,561) 49,211,924 50,702,709 (1,490,785) 83,125,697 R 2N%
Funding Sources for Capital Expenses :
FY 09/ 10 Prop C & Section 5310 225,258 7,500 217,758 256,044 34,390 221,654 5,692,820
FY 07/08 & 08/ 09 Carryforward - Allocated Capital 0 0 0 2,693,882 2,693,091 791 6,163,822
FY 07/ 08 Canryforward - Allocated Carryforward Funds 0 0 0 0 0 0 251,563
FY 07/ 08 Carryforward - Allocated Carryforward Funds 76,071
FY 08/ 09 Canryforward - Allocated Carryforward Funds 0 0 0 0 0 0 134121
Section 16 Capital Funds - FY 07/ 08 (80% of $700,000) 0 0 0 0 0 0 531,180
Subtotal - Funding Sources & Carryforward Funds 225,258 7,500 217,758 2,949,926 2727481 222,445 12,849,577 77 QR %
Interest/ Miscellaneous Income 2,685 10,000 (7,315) 18,297 70,000 (51,703) 120,000 1R 7R%
Disposal of Vehicles 11,365 11,365 0 199,717 199,785 (68) 250,000 79 A4%
Passenger Fares 383,198 384,533 (1,335) 2,897,538 2,727,340 170,198 4,737,480 A1 1R%
TOTAL - REVENUE FUNDING SOURCES 7475024 7,662,477 (187,453) 55,277,402 56,427,315 (1,149,913) 101,082,754 R4 RA%
Less : Total Capital Expenditure During FY 09/ 10 (225,258) (225,258) (2,949,926) (2,949,926)
Revenue Recognition for FY 09/ 10 Depreciation 435518 435518 3,035913 3035913
TOTAL - REVENUE RECOGNITION 7,685,283 7,662,477 22,806 55,363,388 56,427,315 (1,063,926) 101,082,754
EXPENDITURES:
PARATRANSIT OPERATIONS - DIRECT COST
Purchased Transportation Services - Regular Trips 5,681,421 5,955,099 (273,678) 41,172,640 41,794,350 (621,710) 72,849,879 AR R2%
Communications - Telephone/ Data Transmission 79,620 111,263 (31,643) 591,103 778,838 (187,734) 1,335,150 44 27%
Phone & Computer System Maintenance/ License & Consulting 58,279 63,233 (4,954) 421,851 442,633 (20,783) 758,800 RR RA%
Salaries & Related Benefits - Customer Svc & Complaint Response 65,693 66,328 (635) 454677 458540 (3863) 788,260
Total Customer Service & Complaints 65,693 66,328 (635) 454,677 458540 (3863) 788,260 R7 RR%
Salaries & Related Benefits - Operations Monitoring Center 54,016 52,862 1,154 354,973 365,242 (10,270) 627,955 AR A3%
Vehicle Cost - Direct 18843 6,162 12,681 70559 62,987 7572 126,810 RR R4%
Office Rent 12,673 12,873 (200) 88,695 90,112 (1,417) 154,478 R7 47%
Insurance - Commercial 414,710 405,983 8,728 2,906,611 2,841,879 64,731 4,871,793 RA RR%
Travel & Conference 0 500 (500) 0 3,500 (3500 6,000 nnn
Office Supplies 329 487 (158) 2854 3412 (558) 5,850 4R 79%
Total - Paratransit Operations - Direct Cost 6,385,584 6,674,790 (289,206) 46,063,962 46,841,494 (777,532) 81,524,975 Rk AN%
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ACCESS SERVICES INCORPORATED
STATEMENT OF REVENUE, EXPENSES AND CHANGES IN FUND BALANCE

For Period Ending January 31, 2010

CURRENT CURRENT CURRENT YTD REVISED % of 09/10
MONTH MONTH VARIANCE YTD YTD VARIANCE 2nna-1n BUDGET
ACTLIAI RUNGFT OVER(UNDER) ACTLIAI RLINGFT OVER(UNDER) RLINGFT REACHED
PARATRANSIT OPERATIONS - INDIRECT COST
Salaries & Related Benefits - Operations 91,175 93,546 (2,371) 650,439 648,903 1536 1,114,659 R 3R%
Communications - Telephone & Data Transmission 3445 4,300 (855) 23986 30,100 (6,114) 51,600 4R 4R%
Other Professional Expense 0 167 (167) 2,500 1,167 1,333 2,000 125 NN%
Vehicle Costs - Indirect 189% 2933 (1,039 14,589 20533 (5,945) 38,200 AR19%
Office Rent 7,285 7,406 (121) 50,962 51,841 (878) 88,870 R7 34%
Insurance - Commercial 1,108 1404 (296) 7,987 9,829 (1,842) 16,849 47 an%
Travel and Conference 0 833 (833) 1,460 5833 (4,374) 10,000 14RN%
Office Supplies 282 450 (168) 2,808 3,150 (342 5,400 A1 88%
Community Events and Materials 9,231 14,958 (5,727) 65934 104,708 (38,774) 179,500 R 73%
Publications/Printed Materials - Riders Communication 8240 8,583 (343) 32,196 60,543 (28,347) 123,000 7R 18%
Postage/ Mailing 1,868 1875 (@] 14,458 13125 1333 62,500 2313%
Professional Memberships 147 133 14 929 933 (4) 1,600 AR NR%
Total - Paratransit Operations - Indirect Cost 124,677 136,589 (11,912) 868,248 950,665 (82/418) 1,694,178 A1 2R%
Total - Paratransit Operations Cost 6,510,260 6,811,379 (301,118) 46,932,210 47,792,159 (859,949) 83,219,153 AR AN,
OTHER ACTIVITIES
ELIGIBILITY DETERMINATON

Salaries & Related Benefits - Certification & Appeals 33264 36,806 (3542 222,010 255,040 (33,030) 438,202 Al RR%
Eligibility and Appeal Contracts 175,208 195134 (19,926) 1,265,858 1,365,938 (100,080 2,341,610 R4 NR%
Purchased Transportation Services - Certification Trips 92,826 115,601 (22,775) 734,273 809,207 (74,934) 1,387,216 R? A3%
Travel Training 36,560 34,736 1824 249536 243,152 6,334 435,000 A7 3R%
Tether Pilot Program 18,125 0 18,125 18125 0 18125 0 nia
Other Professional Expense 120 167 1) 763 1167 (403) 2,000 AR 1R%
Communications - Telephone/ Data Transmission 3336 3,798 (462) 24,290 26,585 (2,295) 45575 R33N%
Vehicle Costs - Mobile Certification 0 21 (21) 0 146 (146) 600 nnns
Repairs & Maintenance 110 208 (99 873 1459 (586) 2,500 493%
Office Rent 3,704 3,773 (69) 25872 26,408 (535) 45,270 A7 1R%
Insurance - Commercial 5047 4,860 187 32,772 34,017 (1,245) 58314 Rk 2N%
Travel and Conference 0 250 (250) 0 1,750 (1,750) 3,000 nnne
Office Supplies 239 398 (158) 2,557 2,783 (225) 4,770 R3R1%
Publications/Printed Materials 4464 3,667 797 16,742 25,667 (8,924) 44,000 ARNE%
Postage/ Mailing/ Courier 7229 7,500 (271) 57,014 52,500 4514 90,000 A3 3R%
Professional Memberships 18 17 2 116 117 1) 200 AR NA%

Subtotal - Eligibility Determination 380,249 406,934 (26,685) 2,650,803 2845934 (195,131) 4,898,257 F417%
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ACCESS SERVICES INCORPORATED
STATEMENT OF REVENUE, EXPENSES AND CHANGES IN FUND BALANCE
For Period Ending January 31, 2010

CURRENT CURRENT CURRENT YTD REVISED % of 09/10
MONTH MONTH VARIANCE YTD YTD VARIANCE 20N9-11 BUDGET
ACTLUIAI RUNDGFT OVER(UNDER) ACTLUAI RUNDGFT OVER(UNDER) RUDGFT REACHED
CTSA FUNCTION
EDUCATION AND TRAINING
Salaries & Related Benefits - CTSA 8,907 10,287 (1,380) 67,232 71,397 (4,165) 122,628 R4 3%
Scholarships Programs, Education & Training Seminars 0 0 0 35441 35,000 41 35,000 11 2R%
Other Professional Expense 0 0 0 9,089 10,340 (1,251) 40,000 27 77%
Communications - Telephone 197 250 (53) 1359 1,750 (391) 3,000 4R 3N%
Office Rent 520 529 9) 3640 3,703 (63) 6,348 A7 34%
Insurance - Commercial 22 28 (6) 166 197 (31) 337 49 1R%
Travel and Conference 0 167 (167) 0 1167 (1,167) 2,000 nnne
Office Supplies 80 133 (53) 852 928 (75) 1,590 RART%
Community Events and Materials 138 417 (278) 2,605 2917 (311) 5,000 R 1N%
Publications/Printed Materials 0 208 (208) 0 1458 (1,458) 2,500 nnn
Postage/ Mailing 374 375 1) 2392 2,625 267 4,500 R4 2R%
Professional Memberships 18 17 2 116 17 1) 200 AR NR%
Subtotal - Education and Training 10,257 12,410 (2,153) 123392 131,598 (8,206) 223,103 AR 31%
ACCESS RIDE-INFORMATION
Salaries & Related Benefits - Ride-Information 15,359 16,020 (661) 111,262 111,016 246 190,743 AR 33%
Communications - Telephone 508 590 (82) 3728 4127 (400) 7,075 R? A%
Phone & Computer System Maintenance/ License & Consulting 150 167 (17) 1,050 1,167 (117) 2,000 R? BN
Travel and Conference 0 0 0 0 0 0 0 nnne
Office Rent 1316 1,340 (24) 9,198 9,379 (180) 16,078 R7 1%
Office Supplies 50 83 (32) 526 578 (52) 990 Ri11%
Publications/Printed Materials 876 2 834 876 292 584 500 1768 1R%
Network Support 0 0 0 0 0 0 0 nnne
Postage/ Mailing 75 75 (0) 578 525 53 900 R4 2R%
Professional Memberships 18 17 2 116 116 0) 200 RR NR%
Subtotal - Ride-Information 18,353 18332 20 127334 127,199 135 218486 AR 7R%
Subtotal - CTSA Function 28,610 30,743 (2,133) 250,726 258,797 (8,071) 441,589 R 7R%
Total - Other Activities 408,858 437,676 (28,818) 2,901,529 3104,731 (203,202) 5,339,847 f434%
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ACCESS SERVICES INCORPORATED
STATEMENT OF REVENUE, EXPENSES AND CHANGES IN FUND BALANCE
For Period Ending January 31, 2010

CURRENT CURRENT CURRENT YTD REVISED % of 09/10
MONTH MONTH VARIANCE YTD YTD VARIANCE 20na-1n BUDGET
ACTLIAI RUNGFT OVER(UNDER) ACTLUIAI RUNGFT OVER(UNDER) RUNGFT REACHED
ADMINISTRATIVE
Salaries & Related Benefits 222587 250,799 (28,211) 1,627,015 1,742,294 (115,279) 3,038,830 R3R4%
Communications - Telephone & Data Transmission 2,744 3450 (706) 19,015 24,150 (5,135) 41,400 4R 43%
Office Rent 16,440 17,050 (610) 116422 119,347 (2,925) 204,595 Rk AN%
Insurance - Commercial 3,356 7,331 (3975) 54,384 51,318 3,066 87,974 R1 /2%
Office Supplies 1135 2575 (1,440) 12,393 18,025 (5,632) 30,900 an 11z
Other Professional Services 61,100 89,170 (28,070) 491,159 621,980 (130,821) 1,240,500 3 RA%
Public Notice Advertising Expenses 2 833 (791) 539 5833 (438) 10,000 R39R%
Equipment/ Other Rental 209 233 (25) 1611 1633 (22) 2,800 R7 R4%
Repairs & Maintenance 3423 4,000 (577) 26,351 28,000 (1,649) 48,000 R4 9n%.
Postage/ Mailing/ Messenger 3822 3950 (128) 30,310 27,650 2,660 47,400 R3 94%
Publications/ Printed Materials/ Copying 2477 1250 1227 11,554 8,750 2804 15,000 77 M3%
Network Support/ Supplies 2,838 5310 (2472) 35,161 43,449 (8,287) 70,000 RN 23%
Subscriptior/ References 101 250 (149) 1,237 1,750 (513) 3,000 a1 24%
Professional Memberships 299 317 (18) 2403 2217 186 3800 R3 24%,
Board and Advisory Committee Compensation 1272 2458 (1,186) 125553 17,208 (4,655) 29,500 47 RR%
Annual Meeting 0 0 0 0 0 0 16,000 nnne
Business Meetings & Meals 655 1,000 (345) 4,736 7,000 (2,264) 12,000 3 4R%
Travel and Conference 1321 4,167 (2,846) 10,753 29,167 (18/414) 50,000 71R1%
Mileage and Parking 1,795 2473 (678) 15,829 17,313 (1,484) 29,680 A3 33%
Moving/ Relocation 4876 4,880 (4) 4876 4,830 (4) 90,000 Ra7%
Bank Interest 0 4167 (4,167) 7,500 29,167 (21,667) 50,000 1R NN%
Other Expenses - bank charges, taxfiling fees, etc. 155 259 (104) 3,080 1813 1,267 3108 99 NA%A
Total - Administrative Expense 330,647 405,922 (75,275) 2493738 2,802,944 (309,206) 5,124,487 4R RR%
TOTAL EXPENSES BEFORE AMORT. & DEPRECIATION 7,249,765 7,654,977 (405,211) 52,327,476 53,699,834 (1,372,358) 93,683 487 RR RR%
Amortization and Depreciation Expense 435518 0 435518 3,035,913 0 3,035,913 0
TOTAL EXPENSES AFTER AMORT. & DEPRECIATION 7,685,283 7654977 30,306 55,363,388 53,699,834 1663555 93,683,487
CAPITAL EXPENDITURES
Property & Equipment 225258 7,500 217,758 2,949,926 2727481 222445 7,225,629 4n R3%
Total - Capital Expenditures 225258 7,500 217,758 2,949,926 2,727,481 222445 7,225,629 4N /3%
Less: Amortization and Depreciation Expense (435,518) 0 (435,518) (3,035913) 0 (3,035913) 0
TOTAL EXPENSES AND CAPITAL EXPENDITURES 7475024 $7,662,477 ($187,453) $55,277,402 $56,427,315 ($1,149,913) $100,909,116 R4 7R%
Uncommitted Carryforward from FY 08/ 09 (Estimated) 0 39,517
Sales of Veh. Proceeds over $5,000 Rollover from FY 08/09 0 134121
TOTAL 7475024 $7,662477 ($187.453) $55,277.402 $56,427,315 (1149913 $101,082,754 R4 RA%
YTD TOTAL EXP. & CAPITAL EXPENDITURES UNDER BUDGET (1,149,913)
Revenue Shortfall (Excess) - Passenger Fares & Other Revenue (118,427)
Board approved capital purchase (30 replacement vehicles) $1,271917
TOTAL YTD ADJUSTED OVER BUDGET ____ 3577
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ACCESS SERVICES INCORPORATED

STATEMENT OF REVENUE, EXPENSES AND CHANGES IN FUND BALANCE
For Period Ending January 31, 2010

CURRENT CURRENT CURRENT YTD REVISED % of 09/10
MONTH MONTH VARIANCE YTD YTD VARIANCE 2nna-1n BUDGET
ACTLIAL RUNDGFT OVER(UNDER) ACTLIAL RUNDGFT OVER(UNDER) RUNGFT REACHED
PROPERTY AND EQUIPMENT
104 VEHICLES - Minivan (Fleet Replacement) ($48,000 each) $0 $0 $0 $0 $0 $0 $0 nia
12 VEHICLES - Chewrolet Malibu $217,758 0 $217,758 $217,758 $0 $217,758 $0 nia
13 VEHICLES - Minivan SECTION 16 (Fleet Replacement) ($48,000 each) 0 0 0 0 0 0 624,000 nnne
SUBTOTAL - VEHICLES - FY 09/10 217,758 0 217,758 217,758 0 217,758 $624,000
48 VEHICLES - Minivan (Fleet Replacement) ($39,910.87 each) $0 $0 0 $1,915,302 $1,915,722 ($420) $1,915,722 Q99 98%
13 VEHICLES - Minivan SECTION 16 (Fleet Replacement) ($39,910.87 each) $0 $0 0 $518,728 $518,841 ($114) $518,841 99 9R%
SUBTOTAL - OTHER CAPITAL EXPENDITURES - FY 08/09 0 0 0 2,434,029 2434563 (534) 2434563
LEASEHOLD IMPROVEMENTS 7,500 7,500 0 7,500 7,500 0 250,000 annea
NEW MOBILITY MANAGEMENT RESOURCE CENTER 0 0 0 0 0 0 250,000 nnne
OFFICE EQUIPMENT 0 0 0 3955 0 3,955 0 nnns
COMPUTER SYSTEM HARDWARE/SOFTWARE REPLACEMENT & UPGRADE 0 0 0 26,831 26,890 (59) 100,000 7R 3%
SUBTOTAL - OTHER CAPITAL EXPENDITURES - FY 09/10 7500 7500 0 38,286 34,390 3,8% 600,000
UNIVERSAL FARE SYSTEM/TECH ENHANCEMENTS 0 0 0 0 0 0 1,430,376 nnne
CENTRALIZATION SOFTWARE/IVR 0 0 0 220,721 220,790 (69) 2,098,952 1N R?%
INTEGRATED DATA SYSTEM 0 0 0 0 0 0 0 nia
COMPUTER SYSTEM HARDWARE/SOFTWARE REPLACEMENT & UPGRADE 0 0 0 39131 37,738 1,393 37,738 103 R4%
SUBTOTAL - OTHER CAPITAL EXPENDITURES - FY 08/09 0 0 0 259,852 258528 1324 3,567,066
TOTAL CAPITAL EXPENDITURES $225258 $7,500 $217,758 $2,949926 $2,727481 $222,445 $7,225629 4N R3%
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BOARD BOX ITEM #4

MARCH 22, 2010

TO: BOARD OF DIRECTORS
FROM: ACCESS SERVICES MANAGEMENT STAFF

RE: EXECUTIVE SUMMARY UPDATE FOR JANUARY 2010

STEVE CHANG - DIRECTOR OF CONTRACT ADMINISTRATION
Operations update:

After the holidays, we normally expect to see ridership traffic returns to normal volume in
January; instead, we experienced a 3.9% drop in number of completed trips from
December. This unexpected drop in ridership potentially was caused by the heavy rain
storms we experienced in Southern California during the month. January's system on-time
performance was 92.75% and Late4% was at 0.05%. In mid January, Access successfully
launched the Safety First Customer Orientation Pilot Program that not only tether or mark
the mobility devises for those customers going through the eligibility process, but the pilot
program also offers customer safety orientation. The Safety First Customer Orientation
Pilot Program is scheduled to run for six months with provider and Access volunteer staff.
Access intends to permanently implement this program starting July of 2010.

David Foster - Project Administrator, West Central and Eastern Regions - From a
performance standpoint, both San Gabriel Transit (Eastern Region) and California Transit,
Inc. (West Central Region) met and/or exceeded the key performance standards for the
month of January, including on-time performance, Late 4 percentage, average initial hold
time, and the percentage of calls on hold for more than five minutes.

California Transit (CTI) had zero preventable accidents during the month of January! CTI
continued the usage of the webbing loops as part of the demonstration project that began
in December 2009 to provide drivers with more options to secure mobility devices in the
most optimal locations.

San Gabriel Transit (SGT) embarked on a new project in January to develop a better sexual
harassment training program for their employees. The development of scenarios and role
playing allows SGT to provide a more comprehensive sexual harassment training utilizing
actual complaints and incidents. One of the goals is to educate drivers on ways to avoid
situations, where interaction between Access customers and drivers that may create the
potential for misunderstandings and accusations of inappropriate behaviors. While all
contractors, including SGT already have sexual harassment training as part of the required
Access training, SGT has had a spike in these types of complaints over the past six months.

21




SGT management is working hard to find ways to improve their training and driver
education with respect to this issue.

Evie Palicz - Project Administrator, Southern Region and Eligibility - On January 21%,
Access Services launched the Safety First Customer Orientation Pilot Program at the
Access Evaluation Center. Two mini van training modules were installed at the center and
used to show both ambulatory applicants and applicants using mobility devices on the
safety features of our vehicles, and how to be properly secured when onboard the Access
vehicle. Customers with mobility devices will also have their devices marked with tape or
have tether straps installed so drivers can easily identify optimal locations as to where to
place the vehicle securement straps. The initial responses from both the customers and
drivers have been very positive.

Luis Garcia - Project Administrator, Northern, Santa Clarita and Antelope Valley
Regions - Santa Clarita Transit - After several months of preparation, Southland Transit
finally relocated their Antelope Valley region call center from Sun Valley to El Monte
facility. The goal of the call center relocation was to improve customer service and
enhance call center efficiency. The seamless call center transition encompassed a
collaborated effort made by Access and Southland Transit staff.

During the later part of January, MV Transportation experienced severe telephone related
technical issues that had an adverse effect to their operation. The telephone lines were
rerouted to San Gabriel Transit for a short duration. The alleviation of the phone queue
allowed key staff the opportunity to address the issue and define the root cause of the
problem. The technical issue was resolved the following business day and the phones
lines were transferred back to the MV Transportation’s call center. Thank you San Gabriel
Transit, MV Transportation, and Access Information and Technology staff for you diligent
efforts in resolving this telephone technical problem.

Geoffrey Okamoto - Project Administrator, Southern and Santa Clarita Regions -
January was the month Global Paratransit Inc. (GPI) turned on their dispatch module within
ADEPT software making it fully functional in a “dynamic” mode. Despite the heavy rain in
Los Angles, there were minimal number of incidents and collisions generated by GPI.
Community Outreach was conducted with a local adult day care center, where concerns
were presented and solutions were developed. GPI provided staff support for the start up
of the Marking & Tethering Pilot Program at the eligibility center. Thank you GPI for your
contribution.

Ricky Bachan was honored at January's Access Board Meeting for the Superior Service

Award Recipient. Santa Clarita is providing support staff for the start up of the Safety First
Customer Orientation Pilot Program at the Access eligibility center.

SEAN FRYE, DIRECTOR OF CUSTOMER SUPPORT SERVICES
Customer Service, Customer Care and Operations Monitoring Update:

Customer Service - provided assistance to 15,638 customers in January 2010. This
represents an increase of 2% from the month of December 2009. Customer Service
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ended the month of January with an average caller initial hold time of 1.9 minutes (as
compared to 1.7 minutes in December 2009).

Also worthy of note, Customer Service implemented a new and improved call tracking log
in the month of January. This call log is similar to the trend reports that are utilized by
Customer Care. The Customer Service call tracking log gives us an objective glimpse into
the different types of issues that Customer Service has to navigate every day. General
calls, that is to say those from callers who have general questions about Access Paratransit,
remain the number one category of calls incoming to Customer Service. General calls is
followed by both application requests and eligibility-specific questions, in that order.
Running a close third are complaint calls and No Show disputes. There were no other
measurable trends or patterns to report in January. Even basic data such as this (i.e., on
how the various call categories shake out) gives us vital information about where to focus
our efforts, both internally and externally. Also in January, Customer Service personnel
underwent highly specific “refresher” trainings on topics ranging from proper wheelchair
securement and temporary eligibility status to improving customer satisfaction and data
entry skills.

Customer Care (Complaints) - experienced a slight increase in complaint totals for the
month of January 2010, but stayed under Fiscal Year totals for the previous year. In a
month-by-month comparison, January’s total of 847 complaints represented a 2.9%
increase over December’s total of 822 complaints. However, current Fiscal Year
complaint totals (July 2009-January 2010) held at 7,126, representing an 11.0% decrease
under Fiscal Year totals from 2008-2009, which held at 8,015 complaints for that same
period last year. For several months running, Customer Care's top three complaint
categories have remained unchanged. As usual, these three categories account for over
half of January’s complaints total. In order, the Service, Late 4, and Booking categories
comprise 55.2% of the total complaint number. Anecdotally, Access Customer Care
Specialists have recorded several types of service disruptions that may have contributed to
the total number of complaints in January. The following was identified, both alone and in
combination: 1) A substantial amount of complaints were tied to trips with excessive travel
time, 2) many drivers were identified not waiting the entire dwell time before requesting a
No Show, and 3) quite a few reservation times were changed from their original
negotiated time (although we have seen less of this than usual). Also, Customer Care
examines each concern brought to our attention for possible safety hazards, as safety for
our customers continues to be a significant part of our work here.

Operations Monitoring - saw a modest increase in call volume for early 2010. A total of
5,390 calls were registered in Operations Monitoring for the month of January. This figure
not only represents a minor .09 % increase from December of 2009, but also a staggering
25% decrease from January of 2009, one year ago. Also in January, Operations
Monitoring held its annual Employee Recognition Raffle where employees with
commendations are chosen. In this series of raffles, winners are selected out of a hat. An
entry is added for each commendation the employee has received during that year
(general raffles are also held so that employees without commendations are not left out).
Also in January, a revised set of Attendance Guidelines were implemented.

23



These guidelines now follow a point system, with incentives awarded to employees at the
end of the year.

MATTHEW AVANCENA, MANAGER, PLANNING AND COORDINATION

Safety Program Update:

The Safety Steering Committee met on March 9, 2010 to review project updates and new
initiatives.
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