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METROACCESS COMPLAINT RESOLUTION REPORT – November 2015 
 
Accessibility Advisory Committee Public Comment:  November 2, 2015 
 
Customer #1  
 
Comment/Complaint: The customer stated employees would benefit from 
increased sensitivity training. The customer stated the employees should identify 
themselves and request permission before assisting customers.    
 
Resolution: Mr. Christiaan Blake, Director, Office of ADA Policy and Planning, 
stated there was a sensitivity training program in place for all employees, and the 
customer’s recommendations were included in that training.  
 
AAC Member #1 
 
Comment/Complaint: The AAC member stated customers residing in Southeast 
DC often paid $6.50 fares. The AAC member specified that she was attempting to 
travel from her mother’s address to George Washington Hospital. 
 
Resolution: Ms. Allison Anderson, MetroAccess Operations Manager – 
Operations Control Center, stated the fare was based off the fastest fixed route 
equivalent. Ms. Jennifer Weber, MTM Quality Assurance, reviewed the customer’s 
fares and determined they had been calculated correctly according to the policy. 
This information was shared with the AAC member on November 5, 2015.  
 
MetroAccess Subcommittee Public Comment:  November 16, 2015 
 
Customer #1  
 
Comment/Complaint: The customer stated operators have walked up the vehicle 
steps while she was on the lift, which caused her to lose balance. The customer 
stated the operators sometimes began closing the vehicle’s lift before she had 
completely boarded the vehicle, and this caused her rollator to propel. The 
customer stated she opposed the policy requiring operators to collect fare before 
boarding the vehicle. The customer stated a bystander had approached the 
operator while they were collecting her fare, and the bystander and operator 
engaged in a dispute. The customer stated she was once picked up in Kensington 
but never arrived to her destination in Fairfax County as a result of routing issues.  
 
 



Accessibility Advisory Committee  Page 2 of 3 
MetroAccess Complaint Resolution Report – November 2015 
November 16, 2015 
 
 
Resolution: Ms. Allison Anderson stated Mr. Irving Frye, MetroAccess Acting 
Manager of Operations – Field Operations, would speak with the customer after 
the meeting regarding the lift concerns. Ms. Anderson stated the operators should 
focus on safety first when collecting fares from customers. Ms. Jennifer Weber 
spoke with the customer on November 19, 2015 and confirmed the allegations had 
previously been reported and investigated by the MTM Quality Assurance staff. 
The customer indicated she spoke with Mr. Irving Frye about the issues with lift 
safety, and she appreciated his follow up.  
 
Customer #2  
 
Comment/Complaint: The customer stated Trapeze was not doing an adequate 
job of creating routes, and people were routinely taken out of the way. The 
customer stated that adding an employee review would help improve the routing 
of trips. The customer stated Washington Interfaith Network, MetroAccess Riders, 
and the union workers from MetroAccess were collaborating, and others attending 
the AAC Subcommittee meeting may be interested in hearing what individuals 
were saying at this collaboration. 
 
Resolution: Ms. Allison Anderson stated Trapeze was adequate to schedule trips, 
but the process needed human intervention. Ms. Anderson stated scheduling of 
routes should be more thoroughly reviewed and improvements were necessary.  
 
Customer #3  
 
Comment/Complaint: The customer stated his wheelchair had been experiencing 
some problems, and it broke down at his destination location. The customer stated 
the operator loaded him on the vehicle for his return trip, but a dispatcher told the 
road supervisor and the operator that they could not transport the customer. The 
customer stated they took him off the vehicle in the rain. The customer stated he 
was under the impression there was a rule requiring MetroAccess to take him back 
home after he was transported to a location. The customer stated dispatchers often 
made up their own rules, and it caused confusion.  
 
Resolution: Mr. John Gray, MV OCC General Manager, stated he would speak 
with the customer about the incident after the meeting. Mr. Gray stated he would 
look into the issue of employees making up policies. An investigation of this 
incident was performed, confirming there had been some miscommunication 
between the dispatch staff and operator. Ms. Allison Anderson discussed the 
matter and findings with the customer immediately following the AAC meeting. 
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Customer #4  
 
Comment/Complaint: The customer stated she was informed that operators 
could not talk to customers about complaint issues or they would be fired. The 
customer stated she spoke with Mr. Irving Frye about dispatchers clearing an 
operator’s trips off his run. The customer stated Mr. Frye spoke with the operator 
about sharing this information while she was on the van, and it held up her trip. 
The customer stated the dispatchers were not compassionate, and they did not 
pay enough attention to the routing of trips. The customer stated she was waiting 
at Georgetown University Hospital, and she was told there was not a vehicle 
available even though she could see multiple vans driving by.  
 
Resolution: Ms. Allison Anderson stated MV gave a presentation on OCC 
customer service initiatives before the customer arrived at the meeting, and 
someone would brief the customer on the information after the meeting. Ms. Nicole 
Ridgeway-Reid, MV OCC Training Manager, spoke with the customer about the 
OCC customer service initiatives after the meeting. Ms. Jennifer Weber spoke with 
the customer on November 19, 2015; the customer was unable to recall the exact 
date of the incident at Georgetown University Hospital but agreed to contact Ms. 
Weber if she recalled at a later date.  
 
AAC Member #1  
 
Comment/Complaint: The AAC member stated she did not always have her fare 
money readily available before boarding the vehicle. The AAC member stated she 
felt unsafe exchanging money with the operator outside the vehicle. The AAC 
member stated not enough customers were aware they could share 
commendations with Customer Service in addition to complaints.  
 
Resolution: The AAC member’s comments were taken under advisement.  


