AGENDA
COMMUNITY ADVISORY COMMITTEE (CAC) MEETING

Tuesday May 11, 2010
12:30 p.m. - 3:00 p.m.
El Monte Metro Building
3449 Santa Anita Ave
3 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
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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.
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awareness of their options for transportation independence, including superio
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(CAC) CODE OF CIVILITY

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

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 ojmn. 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 gndisue 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

Chatr.

(CAC) Public Comment Procedure

Public comment forms are availi@dor 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.

-Reminderz

All individuals wishingp speak during the General Public Comment portion of

this CAC meetingr following an Agenda ltermust complete the Golden Rod

Forms ad return themto the Chairman. Audience participa@re reminded

that your comments will not be recognized during® | OEAO Bl OOET 1
CAC meeting.
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Time/Allotted Item Description: Disposition: Page :
Time:
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 132010 CAC Meeting ACTION 5-15
Minutes
12:50 p.m. General Public Comment INFORMATION
(Limit 3 minutes per speaker)
1:00 p.m. Helping Hand INFORMATION
10 Mins Access Dispatch Coordinators
1:15 p.m QSS Vote, DISCUSSION/ 25-27
Michael Arrigo Appointment ACTION
5Mins
1:20 p.m 2A0EAx T £ 2EAAOG6 O INFORMATION
15 Mins Start Guide / DISCUSSION
(2 EA A O6 @acHedufderfseparate
covel)
1:35 p.m CAC Meeting location DISCUSSION/
15 Mins ACTION
1:50 p.m BREAK
10 Mins
1:55 p.m Driver Certifications, Curriculum & INFORMATION
50 Mins Sensitivity Training Presentation / DISCUSSION
Part 1
2:50 p.m Reports
e #EAEOB80O 2ADPI 00O INFORMATION
e ASI Board Meeting Update
e Staff Report
16-24

e OMCz March 2010
e Complaintsz March 2010
e Metro OIG Audit
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2:55 p.m. 5. Subcommittee Updates INFORMATION

e CAC Goals Subcommittee
e Shared Ride Time
e Service Animal

2:55 p.m. 6. New Business INFORMATION
Subsequent to posting of agenda

3:00 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.
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MINUTES
Community Advisory Committee (CAC) Meeting
Tuesday, April 13,2010
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 , 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: Theresa de Vera, Sandy Varga.

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

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.
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Approval of minutes of April 13, 2010 meeting

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

Vote: 13 Yes

GENERAL PUBLIC COMMENT

Mr. Valdez Benoit opened public comment by stating that he has been
riding Access for 10 years and has noticed some changes good and bad.
Mr. Benoit explained the difficulties he has been having when making his
reservations; the call takers only offer times within an hour before and
after the requested time. A customer very rarely gets the time they
requested and that can make it difficult to schedule trips to
appointments. Mr. Benoit further stated that the new system Global
Paratransit is currently using is not working out and someone may need
to look into it.

Mr. Ken Metz stated he wanted to thank Dawn over at San Gabriel
Transit, because she helped extend a ride to a later time, which allowed
him to go see his cardiologist for a follow up visit after having open heart
surgery. Mr. Metz continued to explain issues he is experiencing with
Global's new software, which only offers one pick time instead of two.
The new software is treating people like machines instead of customers.

Ms. Pamela Metz stated she has been experiencing some of the same
issues with Global's software and believes someone should look at the
way it is set up. A customer should not have to keeping calling 4 or 5
times to get the pickup time they want. Ms. Metz wanted to compliment a
driver who had dropped her off and also walked her to the door, since it
was a new location for her; she appreciated his kindness. Mr. Metz
added some drivers continue to use their cell phones while driving, so
Access may need to enforce a stricter policy to correct that problem.

Ms. Terri Lantz wanted to compliment the providers and Access for a job
well done at the Abilities Expo. The event was well organized and
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customers were picked up and dropped off in a safe and efficient
manner.

Ms. Angela Nwokike wanted to compliment Access for providing her with
transportation and for helping to make it easier for Access customers to
travel. Ms. Nwokike stated that she has started teaching and advocating
that her customers use Metro Link and other forms of public
transportation that may be involved in the “Free Fare” program. Ms.
Nwokike continued to explain about the recent budget cuts that have
affected most transportation agencies. In an effort to fight future budget
cuts, Ms. Nwokike, in collaboration with CFILC, has started a letter writing
campaign. The goal is to get 500 letters signed and delivered to our Los
Angeles representatives in order to help prevent future budget cuts to
the Los Angeles area. Ms. Nwokike encourages everyone in attendance
to sign a letter after the meeting.

Mr. Julian Melvin stated that the policy for cancelling your trip at least two
hours prior to your scheduled pickup time isn't fair to Access customers,
since unforeseen events could occur and not allow a customer enough
time to cancel.

1. TRAVEL TRAINING OPTION PRESENTATION

Ms. Nicole Maguire stated that R & D Transportation, founded in 1991, is
a transportation management and consulting firm offering a wide variety
of services to various customers throughout California. R & D
Transportation has created a company around the same mission and
values expressed in the American with Disabilities Act and related
initiatives and regulations. In addition to ensuring that passengers
receive safe, reliable, cost effective, efficient transportation services, the
underlying message is this: the founders and employees of R & D
Transportation believe that full inclusion and acceptance of persons with
disabilities is the right of every individual and not because it has been
mandated, but rather so that all individuals are fully accepted as equal.

Ms. Maguire continued to explain some of the specific skills that are
taught, such as bus and rail etiquette (use of wheelchair and lifts), time
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management, map/ schedule reading, memory assistive tools/
techniques, trip planning using 1-800 COMMUTE, visual landmark 1D,
appropriate social interaction, and asking for assistance - all tailored to
the needs of the client. R & D trainers are equipped with a variety of tools
to develop the trainee’s ability to use Public Transit services.

Ms. Maguire explained the “Stranger Approach”, which is a simulated
encounter between a rider and an additional R & D Travel Trainer who
will approach the rider in order to look for an appropriate “safe”
response. Instructors coordinate to test the rider for any special stranger
safety concerns, for example:

U Will a customer agree to go in a stranger’s car?

U Will a customer communicate personal information to a stranger if
asked?

U Will a customer know how to elicit help if approached by a
stranger?

Ms. Maguire moved on to explaining the “Emergency Back-up
Procedure” in which customers are encouraged to call R & D
Transportation’s toll-free Customer Service Line if they become lost or
disoriented while using public transit. Customers may also call their
instructor’s cell phone during business hours. R & D Transportation has a
24-hour Emergency paging service for customers to call after business
hours and keeps an emergency contact name and number on file for
every customer. The instructors are commonly in contact with customers'
programs, so that if a rider becomes delayed by transit or does not
arrive, the back-up system can be activated.

Ms. Maguire continued as she discussed “Bus Shadowing” which is a step
in the travel training curriculum which enables the instructor to determine
a customer’s skill to use the bus by following in a vehicle. She stated this
is important to a customer, because it allows a trainer to observe that the
customer can complete the route independently, safely, and confidently.
It gives the customer the confidence they need to try traveling the route
independently while knowing that the instructor is nearby in case they
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require assistance.

Ms. Maguire discussed the “Field Assessment” in which 30 or more
individual skills are evaluated by the instructor both on the first and last
days of training. In order to graduate to independent travel, a customer
must demonstrate knowledge of environment, stranger/ street safety
guidelines, demonstrate the ability to seek assistance from “safe” people/
places, communicate name/ location, memorization of traveling to
and/or from a destination using fixed route transit.

Committee members asked what could R & D Transportation do for a
client who was denied eligibility for Access Services?

Ms. Maguire stated that if R & D wasn't able to travel train a client and
made a decision that it's unsafe for the client to use public transportation,
R & D would strongly encourage the client to appeal the decision made
by Access.

2.  GOVERNMENT SERVICES Q & A

Mr. Andre’ Colaiace discussed the responsibilities of Government
Services for Access, which involves governmental relations, interacting
with officials on legislature, and interacting with Metro and other decision
making bodies at the federal, state, and local levels. These
responsibilities are handled on a day-to-day, month-to-month basis,
depending on what issues are "hot.”

Government Services has been working with the City of Los Angles,
because of the budget deficits that every city and county is experiencing.
Most cities and counties are looking to cut local transportation services,
which of course would affect how customers get around and reduce their
mobility. A current issue in which Access and the Community Advisory
Committee were successful was getting stand signage at the airport. This
has been a great help to customers who travel to and from LAX.

Mr. Colaiace stated the Governor of California several years ago decided
to eliminate the “State Transit Assistance,” which was the only operating
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fund Access received from the state. Access doesn't receive State Transit
Assistance, but all other member agencies do. An agreement since then
has been made to give $400 million to state transit agencies, which has
helped to reduce the pressure on regional funding. This issue, among
others with the state, has prompted Access to clarify itself as a public
entity under state law; therefore Access would no longer have “Inc.”
attached to the agency name, which has a number of benefits in terms of
reducing litigation and making Access eligible for exempt license plates
and has saved the agency about $40,000 per year.

On a federal level Access has visited Washington to ask for additional
funding for projects, most notable the T.A.P program, which could cost in
the neighborhood of $735,000 to implement. Access has also begun a
process of revising the Rider’'s Guide with the help of Metro in an effort to
make it more riders friendly.

A discussion ensued over whether the Committee will have an
opportunity to view the Rider’'s Guide before it's finalized. Committee
members would like to review the material included in revised version of
the Rider's Guide and also provide input. Mr. Colaiace ensured the

Committee that they would have an opportunity to review the Rider's
Guide.

A discussion ensued over the design over the new logo; some committee
members feel the new logo design font doesn’t clearly show the
lettering. The lettering seems to be too close together and hard to read.

Mr. Colaiace noted the committee’s concerns and will discuss them with
staff.

3. CACMEETING LOCATION

Committee members expressed concerns over the parking structure at
the El Monte building, in which a person who parks in that structure
would have to walk up and down at least a flight of stairs (perhaps three,
depending on where they parked) before reaching the entrance to the
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building. Additionally, there’s not signage to help direct individuals who
may be visiting Access.

Committee members stated there were conversations in regards to
having the CAC meeting at a central location in Downtown Los Angeles
that was more accessible to riders. Committee members stated the El
Monte building isn't accessible for persons with wheelchairs and can be
difficult to locate. The committee would like to consider other options;
options that would be more centrally located and accessible.

Chairman Michael Williams stated that Access is aware of these issues
and will address them accordingly. Beginning with the parking issue,
Access is prepared to provide a shuttle from the parking structure and/or
adjacent lot to the entrance of the building. Access will continue to
address issues surrounding this concern to help accommodate
committee members as well visiting audience members. Mr. Williams
asked committee members to please send him all concerns in the next
two weeks, so that he can forward them to Access staff to be addressed.

The committee agreed to keep in mind other locations for further
discussion. The next CAC meeting will be held at the El Monte building
on Tuesday May 11th and further discussion regarding future CAC
meeting locations will be continued at that time.
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REPORTS

CHAIRS

No report given

BOARD OF DIRECTORS
No report given

STAFF REPORT

No Discussion on this item.

OPERATIONS MONITORING CENTER (OMC) REPORT - February
2010

No Discussion on this item
COMPLAINTS REPORT - February 2010

No discussion on this item.

METRO OFFICE OF INSPECTOR GENERAL AUDIT
RECOMMEDATIONS UPDATE

No discussion on this item.
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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.
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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.
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ADJOURNMENT

Motion for adjournment.
Motion approved.
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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
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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 i 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. March6 s a v e r githgoeTinle €LOT) between initial call to OMC
and their pickup by a Backup Response vehicle was approximately 50 minutes;
Marchds | ongest singl e I30o0rsand25 meyes.t oxi mat el y

*This customer contacted the OMC at 3:39 p.m. regarding hds B:th. 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 vehicléhe Provider was not able to assist with a

YSEG I @LAtlotS @GSKAOES i GKS GAYSo® Ly 2NRSNJ G2
accessible van was required. At the time the customer called the OMC, the agent was not able

to secure an accessibleehicle 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% 1,642 1,626
ETA
Total Backup Trips Dispatched 487 479
Subtotal Overflow Backup* 242 281
Subtotal Uncertified Provider 245 198
Backup*
Average LOT (call to pickup) 53.0 minutes 50.0 minutes
Longest LOT (call to pickup) 3 hours, 23 3 hours, 26 minutes
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 i March 2010

Total Complaints for March 2010 1068

Complaints Under Investigation for

March: 85 Complaint Response

Total: 79 Preference

Total Complaints that still require a Mar ‘10 v

Written response (includes email) 43 Post Card 801 6824

Complaints Over 2 Weeks and

investigation open or reopened 549 Phone 25 259

Complaints over 2 weeks where rider Written 94 897

has not been given a status call 51 Email 46 325

TRIP SERVICE RELATED COMPLAINTS
%
Change MV Southland

Complaint Type * Total AS| CARE GPI Valley SGT Transit SCT | CTI
ADA +100% 1 1 0 0 0 0 0 0
Animal -33.3% 1 0 0 1 0 0
ASI | e 0 0 0 0 0 0 0 0
Booking -1.58% 124 1 0 44 10 36 8 1 24
Cancel -73.3% 4 0 0 2 1 1 0 0 0
Conduct +15.3% 91 3 1 30 13 31 2 1 10
Denied | --mmee- 0 0 0 0 0 0 0 0 0
Discourt +11.9% 84 4 0 21 18 28 2 0 11
Fare +20.0% 5 0 0 1 1 0 0 1
Late1 -17.0% 34 0 0 20 3 8 1 0 2
Late2 +7.8% 51 0 0 23 8 12 0 0 8
Late3 +5.0% 20 0 0 9 2 5 0 0 4
Lated -7.6% 216 0 1 106 21 39 9 0 40
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Routing -22.9% 31 0 0 22 4 5 0 0 0
Service -16.3% 164 2 0 89 10 29 4 0 30
Securement +62.9% 8 0 0 2 3 0 0
TravelTime +19.2% 57 0 0 25 6 20 0 0

Urgent +31.3% 99 0 0 34 24 22 3 0 16
Vehicle +50.0% 6 0 0 2 1 1 0 1 1
Total -0.3% 996 11 2 431 122 242 29 3 156

%
Change MV Southland

Complaint Type * Total ASI CARE GPI Valley SGT Transit SCT | STI-WC
Cert +100% 5 1 0 0 3 1 0 0 0
Incident -62.5% 3 0 0 1 1 1 0 0 0
Lost/Found +33.3% 0 0 1 1 0 0 0 1
Phone | -----eee- 10 0 0 2 2 4 0 0 2
Policy +16.2% 43 2 0 16 12 8 1 0 4
Suggestion +25.0% 8 6 0 1 0 1 0 0 0
Total +13.8% 72 9 0 21 19 15 1 0 7
No Shows +20.5% 1268 0 0 360 263 345 35 260
LSOX +16.3% 153 0 0 33 32 33 12 0 43
Commendations | +25.6% 261 26 0 40 109 60 2 0 24

* % change from previous month
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DATE: May 4, 2010

TO: BOARD OF DIRECTORS

FROM: STEVE CHANG, DIRECTOR OF CONTRACT SERVICES

RE: STATUS UPDATE OFFICE OF THE INSPECTOR GENERAL'S AUDIT
RECOMMENDATIONS

ISSUE
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