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Key Areas and Background for the TPB Independent Review of MetroAccess
Revised February 6, 2008
This document is being distributed to the AFA in order to gather input from the committee about what key areas the TPB Independent Review should focus on. The suggested key areas begin on page 2. Given the limited amount of time the consultant will have to do the review, please provide input on the most important areas the review should consider based on MetroAccess customer on-going service problems that you may be aware of.  Send your comments to Wendy Klancher (wklancher@mwcog.org) by February 13, 2008.

Background 

The National Capital Region Transprotation Planning Board (TPB) and Access for All Advisory (AFA) Committee issued a study on MetroAccess and other paratransit services entitled “Improving Demand Responsive Services for People with Disabilities in The Washington Region” on February 15, 2006. The study made 15 recommendations and one of the five priority recommendations was that the TPB conduct an independent review of MetroAccess. The review will examine management and operational considerations that MetroAccess or other paratransit systems have had difficulties with in the past based on a “checklist” created by the study.

The independent review was originally recommended for January 2007, but was deferred because WMATA was working on a number of recommendations from WMATA’s Ad-Hoc Committee, such as considering door-to-door service. The review is now scheduled for spring 2008, which will be two-years from the release date of the study. It is anticipated that up to $60,000 will be available for consultant assistance for the independent review.

Schedule
Staff will prepare a request for qualifications (RFQ) that will be issued by the Metropolitan Washington Council of Governments in February 2008 and a consultant selected by early April 2008. The Human Services Transportation Coordination Task Force reviewed the key areas for the review which are listed below. After the proposal deadline, a selection committee will meet to select a consultant and will include representatives of transportation agencies, human services and at least one consumer group. The consultant will review MetroAccess service and operations between April and June 2008. Initial results of the review will be presented to both the Human Services Transportation Coordination Task Force and the Access for All Advisory Committee. A final report will be prepared by October 30, 2008. The final report will then be presented to the TPB at its July meeting and forwarded to the WMATA Board.
Early-February 2008
Request for Qualifications (RFQ) Issued for Consultant Assistance

Late-February
Proposals Due

March-April 
Consultant is Selected and Under Contract 
April to June
Consultant Conducts the Review and Initial Results with Human Service Transportation Coordination Task Force and AFA
July to September
Recommendations drafted and Final Report Developed
October 2008
Report Presented to the TPB


Suggested Key Areas for TPB Independent Review of MetroAccess
SERVICE QUALITY

· Has MetroAccess service improved over the last 12 months?

· What progress has been made by WMATA in ensuring that the contractor has adequate, experienced and stable staffing for scheduling, dispatch and reservation functions?

· What progress has WMATA made in increasing the number of vehicles and drivers for the service? Are there an adequate number of wheelchair accessible vehicles in DC and Prince George’s County?

· What can be done to prevent high driver turn-over rates?

· Are complaints being processed and responded to in a timely fashion?

· What is the on-time performance of MetroAccess based on drop-off rather than pick-up times?

· Does WMATA have the appropriate resources and staff to ensure adequate contract oversight and monitoring?

· Is performance data being reported and calculated appropriately and accurately? Is MV correctly reporting the number of “missed trips”?

RIDER INPUT AND CUSTOMER SERVICE

· Has a new, independent user group been established?

· Is customer satisfaction being monitored through surveys? If not, what are the options for doing this?

· Is clear, concise and correct information provided to riders in the Customer Guide, the website, in eligibility determination letters and in responses to complaints?

· Is information consistently provided in accessible formats to those who need it (i.e. for customers with visual impairments)?


POLICY AND PLANNING

· How could the next contract be structured to improve service quality and monitoring? 

· Is adequate planning being done to address the future demand for paratransit service?

· Is MetroAccess adequately funded? Has a dedicated funding source been identified?

ELIGIBILITY DETERMINATIONS

· How can the eligibility process be streamlined so the determinations don’t take as long?

· Are customers made aware of being able to use MetroAccess if the eligibility determination is not made within 21 days?

· How will consumers be involved in changes to the eligibility determinations? What is the status of these planned changes? 

· Will transition options or travel training be offered to current MetroAccess customers who are determined ineligible for service?
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Alternative formats of this hand-out can be available for persons with disabilities. Contact Wendy Klancher at 202-962-332, 202-962-3213 (TDD) or wklancher@mwcog.org. Allow 7 working days for preparation of the material

