Independent Review of MetroAccess, 2008

Summary of Key Preliminary Recommendations
For Prioritization Exercise

Please rank these 14 recommendations from 1 to 14, with 1 being what you see as the most important.

	Recommendation
	Rank

	1. Add one more scheduler to allow for the development of more accurate and efficient vehicle runs.


	

	2. Add 29 vehicles as soon as possible to increase the fleet spare ratio from 9% to 15%.


	

	3. Complete and adopt a long-term capital plan for the MetroAccess service to ensure that adequate vehicles and equipment will be available in future years.


	

	4. Work to reduce employee turnover and to retain quality, experienced managers, call center staff and drivers.


	

	5. Improved follow-up on complaints by developing specific corrective actions, entering information about corrective actions in the tracking system, and providing information about corrective actions in responses to complainants.


	

	6. Analyze telephone performance at the Office of Customer Service and take appropriate actions to eliminate excessively long hold times.  Also provide callers to the Office of Customer Service the option to leave a message regarding service issues on the weekends.


	

	7. Revise the travel time parameters in the MetroAccess scheduling system (Trapeze) to provide for more reasonable travel times and more reasonable pick-up time offers.

	




	8. Create a performance standard for on-time drop-offs.  Address excessively early as well as late pick-ups and drop-offs in on-time performance standards.

	

	9. Develop and maintain a master list of individuals who have requested information in accessible formats and use this list when sending information to riders.


	

	10. Change the way that E&D Committee members are selected.  Make positions on the committee available to the jurisdictions and to local organizations that represent and serve persons with disabilities and seniors.  Nominations from the jurisdictions and local organizations should be invited, with the WMATA General Manager making the final appointments.


	

	11. Change the contract structure in the future to require the new call center organization and to allow staffing in the call center to grow more easily as service demand increases.


	

	12. Consider changes to future RFPs and contracts to provide a more stable, experienced workforce, to lessen the concentration of responsibilities and operating functions in any one company, and to pay subcontractors based on actual rates rather than blended rates.


	

	13. Revise the ADA paratransit eligibility determination process to provide for adequate, dedicated staff to perform interviews and assessments.  Reduce the number of interview/assessment sites to allow for dedicated staff.  Make revisions with full public involvement.


	

	14. Simplify the recertification process for individuals found to be unconditionally ADA paratransit eligible and whose functional ability is not expected to improve over time.  Provide these individuals a longer term of eligibility and require only a brief recertification form.
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