
Dear Chair Downey and Members of the Board, 

600 Fifth Street NW 
Washington, DC 20001 
202-962-6060 

October 5, 2015 

It is my pleasure to present you with the Accessibility Advisory Committee (AAC) report 
for the month of September 2015. The primary issues we reviewed were: 1) 
establishing a customer community; and 2) Metro's shuttle bus service during elevator 
outages. The AAC also conducted its biennial election. 

Issues of the Month 

Establishing a Customer Community 
Metro's Department of Customer Communication and Marketing has developed a new 
research tool to engage the public. With this method, Metro will be able to immediately 
engage customers on issues customers have reported to be of concern to them. The 
new tool is an on-line community, open to all customers who are at least 18 years or 
older and have used at least one of the three modes of transportation in the last 30 
days. Although Metro will continue to use its traditional methods of obtaining customer 
feedback, the benefit of using this method is that it is content driven, surveys can be 
instantly conducted, and available in accessible formats. 

The AAC views this new tool as another opportunity to open communications with the 
broader community of seniors and people with disabilities. The AAC wants to emphasize 
the importance in the value of finding the right mix of customers to participate in this 
community, and therefore will assist Metro make an extra effort early in the process to 
ensure access and participation by seniors and people with disabilities, so no voice will 
be silent. The AAC will continue to be the advisors on access issues, while ensuring 
that the interests of all customers are represented fully. 

Metro plan~. to begin recruiting customers in early October and launch the community 
engagement tool later in the month. The AAC is interested in being active in the 
formation of this new research tool and is committed to ensuring that a number of 
people with disabilities participate. The AAC commends Metro for this in-depth approach 
to listening to customer concerns. 

Shuttle Bus Service for Planned Elevator Outages 
The AAC received an update on Metro's efforts to maintain the quality performance of 
its shuttle bus service that is established in the event of an elevator outage. Metro has 
worked hard to improve this service and to simplify the process for customers to 
request shuttle services during elevator outages. Metro will be seeking feedback from 
customers on the quality of the service as part of a regular quality assurance follow-up. 
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shuttle. Metro also wants to evaluate the experience of customers when calling the Bus 
Operations Control Center directly to arrange for a shuttle ahead of time; the 

support over the and was a upon 
arrival or shortly thereafter. Finally, Metro staff wants to engage the AAC and disability 
community in discussions regarding the timing and locations of planned elevator 
outages. 

The AAC thanked Metro for the update and keeping elevator outage information current 
for all customers including those with disabilities. 

AAC 2015 Election 
The AAC elected Patrick Sheehan as Chairman; Denise Rush, 1st Vice-Chair; and Elver 
Ariza-Silva 2nd Vice-Chair for a two year term effective October 1, 2015. 

With a round of applause, members thanked former leadership members Dr. Phil 
Posner and Dr. Tapan Banerjee for their outstanding leadership, service and dedication 
to the AAC and the disability community at large. 

Sincerely, 

Patrick Sheehan 
Chairman 


