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CAC) Mission Statement 

Ȱ4ÈÅ ÍÉÓÓÉÏÎ ÏÆ ÔÈÅ Access Services CAC is to provide input, advice and 

recommendatÉÏÎÓ ÔÏ !ÃÃÅÓÓ 3ÅÒÖÉÃÅÓȭ "ÏÁÒÄ ÁÎÄ ÓÔÁÆÆ ÏÎ ÐÏÌÉÃÉÅÓ ÒÅÌÁÔÅÄ ÔÏ 

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.   

/ÕÒ ÇÏÁÌ ÉÓ ÔÏ ×ÏÒË ×ÉÔÈ ÔÈÅ "ÏÁÒÄ ÁÎÄ !ÃÃÅÓÓ 3ÅÒÖÉÃÅÓ ÔÏ ÅÎÈÁÎÃÅ ÒÉÄÅÒÓȭ 

awareness of their options for transportation independence, including superior 

!$! ÐÁÒÁÔÒÁÎÓÉÔȱȢ 

 

(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 

http://www.asila.org/
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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 ɀ 

 

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 aÎÙ ÏÔÈÅÒ ÐÏÒÔÉÏÎ ÏÆ ÔÏÄÁÙȭÓ 

CAC meeting. 
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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 April 13, 2010 CAC Meeting 

Minutes 

ACTION 5-15 

12:50 p.m.  

 

 

- General Public Comment  

 

(Limit 3 minutes per speaker) 

INFORMATION  

1:00 p.m.  

10 Mins 

1.  Helping Hand 

Access Dispatch Coordinators 

INFORMATION  

1:15 p.m  

 

5Mins 

2.  QSS Vote,  

Michael Arrigo Appointment 

 

DISCUSSION/ 

ACTION 

25 - 27 

1:20 p.m  

15 Mins 

3.  2ÅÖÉÅ× ÏÆ 2ÉÄÅÒȭÓ 'ÕÉÄÅ ÁÎÄ 1ÕÉÃË 

Start Guide 

( 2ÉÄÅÒȭÓ 'ÕÉÄÅ Áttached under separate 

cover) 

INFORMATION

/ DISCUSSION 

 

1:35 p.m  

15 Mins 

 CAC Meeting location DISCUSSION/ 

ACTION 

 

1:50  p.m  

10 Mins 

 BREAK   

1:55  p.m  

50 Mins 

 Driver Certifications, Curriculum & 

Sensitivity Training Presentation 

Part 1 

INFORMATION

/ DISCUSSION 

 

2:50 p.m 

 

4.  Reports 

 

 #ÈÁÉÒȭÓ 2ÅÐÏÒÔ 

 ASI Board Meeting Update 

 Staff Report 

 OMC ɀ March 2010  

 Complaints ɀ March 2010 

 Metro OIG Audit 

 

 

 

 

INFORMATION 

 

 16 - 24 
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2:5 5 p.m.  5.  Subcommittee Updates 

 

 CAC Goals Subcommittee  

 Shared Ride Time 

 Service Animal 

 

INFORMATION 

 

 

2:55 p.m.  6.  New Business 

 Subsequent to posting of agenda 

INFORMATION  

3:00 p.m  7.  ADJOURNMENT   

http://asila.org/
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Date: May 3, 2010 

To: Community Advisory Committee (CAC) 

From: Marcia Velis, Call Center Analyst 

Re: Operations Monitoring Center (OMC) Report ï March 

 

March 2010 

 

A total of 5,898 calls were logged by OMC for the month of March. Exactly 1,891 

of these calls pertained to Late Trips.  Of the total Late Trip calls, 1,626 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 479 Backup Response vehicles in March. Exactly 281 of these trips were 

performed by Overflow Service and 198 were performed by Non-Certified 

Providers.  Marchôs average Length of Time (LOT) between initial call to OMC 

and their pickup by a Backup Response vehicle was approximately 50 minutes; 

Marchôs longest single LOT was approximately 3 hours and 26 minutes.* 

 

*This customer contacted the OMC at 3:39 p.m. regarding her 3:15 p.m. pickup from home. 

The customer reported to the OMC agent that she could not take the trip when the driver 

arrived due to a personal issue she was experiencing at that time. The OMC agent in turn 

contacted the Provider for a next available vehicle.  The Provider was not able to assist with a 

ƴŜȄǘ ŀǾŀƛƭŀōƭŜ ǾŜƘƛŎƭŜ ŀǘ ǘƘŜ ǘƛƳŜΦ  Lƴ ƻǊŘŜǊ ǘƻ ŀŎŎƻƳƳƻŘŀǘŜ ǘƘŜ ŎǳǎǘƻƳŜǊΩǎ Ƴƻōƛƭƛǘȅ ŘŜǾƛŎŜΣ ŀƴ 

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 picked up this customer at 7:05 p.m. and 

delivered them to their destination at 8:04 p.m. 
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 February 2010 March 2010 

 

Total OMC Calls 

 

5,999 

 

5,898 

 

Total Late Trip Calls 

 

1,969 

 

1,891 

 

Late Trips Reconciled on 1
st

 

ETA 

 

1,642 

 

1,626 

 

Total Backup Trips Dispatched 

 

487 

 

479 

 

  Subtotal Overflow Backup* 

 

242 

 

281 

 

  Subtotal Uncertified Provider 

Backup* 

 

245 

 

198 

 

Average LOT (call to pickup) 

 

53.0 minutes 

 

50.0 minutes 

 

Longest LOT (call to pickup) 

 

3 hours, 23 

minutes 

 

3 hours, 26 minutes 

 

*Data Not in ASI Operations Report 
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Date: May 3, 2010 

To: Community Advisory Committee (CAC) 

From: Susanna Cadenas, Customer Care Coordinator 

Re: Complaint Report ï March 2010 

1068 

                            

85 

779 

43 

549 

51 
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