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Dear Chair Downey and Members of the Board,   
  
It is my pleasure to present you with the Accessibility Advisory Committee (AAC) report 
for the month of November 2015. The primary issues we reviewed were: 1) Customer 
Sensitivity from the MetroAccess Call Center and 2) the Station Wayfinding project. 
 
Issues of the Month 

Customer Sensitivity from the MetroAccess Call Center  
MV Transportation provided the AAC with an overview of its efforts to improve how 
MetroAccess customers viewed the level of customer service they receive when 
contacting the MetroAccess Call Center. MV staff acknowledged that there have been 
some shortcomings, and they realize there are areas where improvement is needed. To 
facilitate the necessary improvements, MV says it is taking on a much more customer-
centered strategy.  
 
MV’s customer-centered strategy includes the following initiatives: (1) pursue new 
customer service training tools; (2) engage employees with “on the spot” positive 
recognition for exemplary customer service; (3) implement a commendations 
recognition program; (4) foster positive working relationships between dispatchers and 
drivers; (5) increase live monitoring of phone calls and radio communication; (6) listen 
to customer complaints brought forward at AAC meetings; and (7) have service 
providers forward driver complaints to MV management for resolution.  
 
The AAC will help monitor the progress of MV’s strategy by reviewing statistics related 
to customer complaints, as well as customer testimony during the public comment 
portions of AAC and subcommittee meetings.   
  
Station Wayfinding Project   
The Columbia Lighthouse for the Blind (CLB) provided the AAC with an update on the 
innovative Station Wayfinding project. Currently, there are virtual tours to entrances 
available for 10 stations and 110 routes into and out of the Gallery Place/Chinatown 
station. The tours and routes can be accessed via an iPhone app or on the CLB.org web 
site. An Android version will be completed in the coming months. This work represents 
Phase 1 of the project, which has been funded by $100,000 of New Freedom 5310 
grant funds. 
 
Phase 2 of the project is being funded by an additional grant of $300,000. This phase 
involves work at seven of the stations with virtual tours: L’Enfant Plaza, Silver Spring, 
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Metro Center, Rosslyn, Gallery Place, Fort Totten, and Navy Yard. The work will involve 
improved routing (step-by-step), landmark identification, high-resolution low-vision 
maps, and the introduction of iBeacon technology. The beacons will communicate to 
the iPhone application to inform the customer of landmark, point of interest, and 
directional information. CLB hopes to have this phase completed in 6-9 months. 
 
Customers who are blind/low vision remain the focus of this project, but the information 
being developed in Phase II should be useful to customers in need of elevators or 
general entry/exit from stations as well. The AAC strongly supports this effort, and will 
continue to contribute to its development.  
 
Sincerely, 
 
 
Patrick Sheehan 
Chair 


