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METROACCESS SUBCOMMITTEE MEETING MINUTES: April 20, 2015 
 
In attendance: Mr. Paul Semelfort (Chair), Ms. Denise Rush (Co-Chair), Ms. Carolyn 
Bellamy, Dr. Phil Posner, Ms. Mary Jane Owen, Mr. Charles Crawford, Ms. Marisa Laios, 
and Dr. William Staderman, Ms. Doris Ray, Dr. Tappan Banerjee, Mr. Elver Ariza-Silva, 
and Mr. Patrick Sheehan. 
 
Call to Order 

Chair Semelfort called the MetroAccess Subcommittee (MAS) meeting to order at 
4:03pm. 
 
Review of April 2015 Agenda 

The agenda was approved with the addition of comments from individuals who 
attended the safety exercise at Greenbelt Station on April 19, 2015.  Agenda approved 
with amendments. 
 
Review of March 2015 Meeting Minutes 

The minutes were approved without amendments.   
 
Customer Service and Outreach Report 
Ms. Sara Morris, Senior Administrative Coordinator, MTM, reported that all public 
comments from the previous meetings have been addressed.  
 
Ms. Allison Anderson, Operations Control Center Manager, MetroAccess, reported her 
participation in a teleconference call with a group of visually impaired customers who 
meet weekly.  She said that she was able to provide information to the group and will 
continue to participate periodically in this teleconference.   
 
MetroAccess Employee Recognition 
Ms. Celisse Outlaw, Service Monitor, MetroAccess, recognized M. Neville Barrett as the 
Michael Wilson Staff Recognition Award winner.  A detailed description of Mr. Barrett’s 
accomplishments can be found in the accompanying document titled “Michael Wilson 
Staff Recognition Award” located under the April 2015 heading at 
http://www.wmata.com/accessibility/advocacy_policy/subcommittee.cfm  
 
 MetroAccess Long-Term Sustainability 
Mr. Christian Kent, Assistant General Manager, Access Services, stated that on March 
12th he made a presentation to the Metro Board of Directors regarding the Sustainability 
Study.  He said the Board recognizes that MetroAccess is a vital service but wants to 
ensure that the service is provided in the most efficient and cost effective manner.  The 
MetroAccess Accessibility Advisory committee and MetroAccess Subcommittee has been 
very effective expressing the need for MetroAccess to be considered in the Board 
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budgetary process.  Mr. Kent expressed the Board of Directors comments, stating that 
because people are living longer, and with ‘Baby Boomers’ reaching age 65, ridership 
will increase between the years 2015-2025. Ridership will possibly see an increase from 
2 million customers to 3.1 million customers, which would equate to a $50M increase in 
expenses.  The final report and recommendations will be submitted to the Board in 
June.  He said that MetroAccess customers are being encouraged to utilize bus and rail 
as a way to prevent the cost of MetroAccess from rising.  However, some conditionally 
eligible customers are not confident that bus and rail has the accessibility features to 
meet their needs.  Mr. Kent stated that Metro will begin looking at bus and rail services 
to determine what it is that makes it difficult or impossible for MetroAccess customers 
to travel on bus and rail. 

Questions/Comments: 

Dr. Posner commented that Mr. Kent presented a number of alternatives/pilot programs 
that Metro is working on.  Dr. Posner said that what struck him most about Mr. Kent’s 
presentation was a graph showing jurisdictional contributions to WMATA.  The graph 
displayed that Arlington County paid the least amount, which is due to them managing 
their own paratransit system.   Dr. Posner said that there was incredible interest in the 
Arlington paratransit system by the Board.   He stated that there is some push to begin 
to set up a similar paratransit system in Prince Georges County.  These systems have 
fewer passengers, and are not required to meet the same federal standards that 
MetroAccess is required to meet.  He stated that if similar systems could be established 
in the other jurisdictions, along with the DC Taxi and other pilot programs that are 
currently being provided, it could contribute to the sustainability of MetroAccess. 

Mr. Kent thanked Dr. Posner for his comments related to the presentation at the Board 
of Directors meeting. He also updated the Committee on new pilot programs with 
Maryland Department of Transportation.  He said that Social Service agencies have 
hired other companies to serve their customers who use MetroAccess.  With this 
project, the State is able to serve more people and save money.   Mr. Kent requested 
feedback from MetroAccess customers who are utilizing the DC Taxi program. 

MetroAccess Knowledge & Usage Survey 

Jason Minser, Director of WMATA Customer Research, reported on the methodologies 
for the MetroAccess Research program, knowledge and usage of the service, and 
overall customer satisfaction with regard to MetroAccess service.  Mr. Minser provided a 
PowerPoint presentation with statistical information related to outcomes. The document 
of the presentation titled “MetroAccess Knowledge and Usage Survey” is located under 
the April 2015 heading at 

http://www.wmata.com/accessibility/advocacy_policy/subcommittee.cfm 
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Questions/Comments: 

Dr. Posner asked what InstantAccess is.  He also asked about route efficiency when a 
customer changes location or someone did not show up for their scheduled 
appointment and had to be moved to a different route. 

Mr. June stated InstantAccess is the feature where customers call through 
the IVR utilizing the phone to cancel trips.  He said there are several factors 
to route efficiency.  An instance where movement of trips occurs is taken 
seriously and being addressed. Recent complaints have alerted the 
MetroAccess team that this was an issue.  Mr. June said that there are areas 
within MetroAccess’ control that we are working to correct such as, 
technology and training.    

Ms. Ray commented that heavy users may also represent customers taking MetroAccess 
to work on a regular basis and living an extended life. 

Ms. Owen commended Mr. Minser on the research he conducted.  

Mr. Ariza-Silva commented that there was nothing reflected in the presentation 
providing access for other language speakers. 

Ms. White (public comment) inquired about the number of disabilities by type of 
disability that were represented in the sample.  

Mr. Minser stated that they do collect information on wheelchairs usage, but 
not on the type of disabilities. They attempt to gather and measure 
information on customer experiences. 

Mr. Kent commented that 20-25% of all MetroAccess riders use wheelchairs. 
As a result of this number, over 675 vehicles are fully accessible.  He 
continued thanking Mr. Ariza-Silva for his comments and stating that 
language access is important.  If there is a language barrier preventing 
access to our system, it needs to be addressed.   The MetroAccess team has 
been looking at the way signage is being used and planning to make changes 
to promotional information to include formatting in various languages. 

 

Work Plan 

Mr. Semelfort read through the current Work Plan and asked the Committee for topics 
to add. 

Mr. Kent commented on the Mystery Rider Program, stating there was to be a 
discussion of what is happening at the moment, what surveillance services are being 
utilized by the contractor and Metro staff, and what further should be done.  

Mr. Semelfort stated the Travel Training topic should be moved to a later time so that it 
coincides with the sustainability study. 

Mr. Kent said that he would like a travel trainer to have a conversation regarding what 
is offered, and how the training works. 
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Mr. Kent commented on the MetroAccess Customer Care topic stating that it should be 
on all service work plans (bus, rail, and MetroAccess).  

Mr. Sheehan said he felt the customer care topic is a discussion that should be had with 
the Board. 

Mr. Kent addressed the GPS system on MetroAccess (update).  He stated the GPS 
system on the vehicle is updated periodically as maps change.  He said the other 
project where customers would be able to access information related to their trip using 
their cell phones will require a complete upgrade of the map used in the scheduling 
system in the call center.  The company that services that map has not been able to get 
the information to MetroAccess.  Mr. Kent said that MetroAccess could provide 
information in July on the steps taken to help drivers navigate, and he hopes to have 
information to offer on the topic of the Next Van in September 2015.    

Mr. Semelfort outlined the topics that need to be added to the Work Plan which include 
a discussion of grandfathering and sensitivity training for drivers.   

 

New Business 

Participants in the safety exercise at Greenbelt Station expressed concern with the 
exercise, and outlined needed improvements: 

1. Ensuring geo-coding of the event address is correct. 

2. Providing sign language interpreter for the hearing impaired participants. 

3. Providing portable restrooms for exercises that involve a large number of 
participants.   

4. Provide adequate amount of seating for participants. 

5. Better planning of moving participants from the Metro station to the train 
platform. 

6. Improve the registration process.  

7. Relevance of written material. 

                                                                                                                                                                                                                                                                                                                                                                                                 

Public Comments 

Comments received were with regard to: Grandfathering, geo-coding, fare, trip 
movement, customer respect, EZ-Pay refund, excessive on board time, May Day rally 
for Accessibility on May 1, 2015. 
 
Committee member comments 
Committee member’s comments were with regard to: Alternative transportation, trip 
movement, driver treatment, changes in bus routes, question about the projection date 
and completion date on the Work Plan. 
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For detailed descriptions and resolutions of public comments made during the meeting, 
please refer to the April 2015 Complaint Resolution Report located at 
http://www.wmata.com/accessibility/advocacy_policy/subcommittee.cfm. 
 
 

Meeting adjourned at 6:01pm. 
 
 


