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Behind the Scenes
Access wins 2017 APTA Call Center Challenge

Annually, APTA recognizes the 
outstanding efforts of a transit 
agency’s call center 
employees. In conjunction 
with APTA's Marketing & 
Communications Workshop, 
the best call center staff in the 
industry face off in the Call 
Center Challenge 
Championship. This year’s 
final competition took place 
on February 28, 2017, in front 
of a live audience at APTA’s 
2017 Marketing & 
Communications Workshop in 
Tampa, Florida. Competition 

    finalists are judged on their 
ability to resolve customer service issues in a friendly and 
professional manner.
There were 50 contestants who entered the 2017 Call Center 
Challenge. Iliana Mena, a Senior Customer Service 
Representative with ALTA Resources (Access’ customer 
service provider), represented Access Services as one of only 
five finalists invited to Tampa. Iliana did a fantastic job of 
responding to paratransit customer scenarios and we are 
proud to announce was declared the winner of the 2017 Call 
Center Challenge!

We congratulate Iliana on being named the public 
transportation’s best telephone Customer Service 
Representative after only 11 months of service.   We also 
would like to  thank APTA for recognizing Iliana’s commitment 
to providing stellar customer service to support Access 
Services in building and strengthening relationships with 
our customers.   

Susanna Cadenas, Customer Relations Supervisor

I recently attended the APTA 
Legislative Conference in 
Washington, DC. where I heard 
from a number of FTA staff and 
political pundits about the current 
state of affairs in Washington and 
how it affects future transit funding 
and policy.   

Needless to say, it is an unusual 
time in Washington with a lot of 
uncertainty about the direction of 
federal policy on a number of 
topics, including transit.  While 
there is talk of a huge federal 
infrastructure effort there is also 
talk about reducing discretionary 
federal programs which came to 
pass when President Trump 
released his Administration's Fiscal 
Year 2018 (FY 2018) "skinny 
budget" recommendations, which 
propose cutting the U.S. 
Department of Transportation (U.S. 
DOT) budget by $2.4 billion.

For its part, Access will continue to 
work with our Member Agencies 
and APTA to advocate for a robust 
federal transit program that 
promotes a world-class accessible 
transit and paratransit system. 

Andre Colaiace
Interim Executive Director

Iliana Mena, Senior Customer Service 
Representative
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2017 APTA Marketing and Communications Workshop
I recently attended the annual APTA Marketing and Communications Workshop 
at the Tampa Marriott Waterside in Tampa, Florida. Key speakers from around the 
nation joined to share their inventive methods, lessons learned, and 
accomplishments to help transit marketing and communications transit 
professionals gain some insight and meet with other experts in the field. 

APTA members collaborated and spoke about 
their large-scale projects and innovative approaches to their marketing 
strategies to increase ridership and public transit awareness. 

Discussions included how to pass ballot measures to increase transit funding; 
campaigns to increase ridership; improving the customer experience via 
social media, research and analysis; and Public Information Officer 
communications. The workshop is also a platform for hosting the Call Center 
Challenge finals and celebrating the winners of the 2017 AdWheel Awards. 

Susanna Cadenas, Customer Relations Supervisor

Access visits Pierce Community College
I was recently invited by John James, Los Angeles 
County Commissioner on Disability, to attend a 
committee meeting at Pierce Community College 
to assist and make recommendations on 
improving services for students with disabilities.
Pierce is one of nine fully accredited colleges in 
the Los Angeles Community College District. 

The meeting consisted of various business 
leaders from various college advisory committees.  
Each participated in this session to make 
recommendations to school officials.  Near the 

end of this meeting Miriam Gottlieb, a Disabilities Specialist who has been with Pierce for 24 years, took 
some time to talk specifically about Access. She wanted to make sure Access was aware of the number of 
trips provided to this location.  

I am pleased to report that it was stated that students who use Access have experienced no problems in 
their arrivals or departures.  Staff from West Valley Occupational Center, which is across the street from 
the college, agreed with this assessment.  They also expressed the importance of continuing this great 
service. I closed by talking about the development of the Where’s My Ride app. The attendees were
pleased to know this application will be expanding to other regions.

Louis Burns, Community Liaison
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“I would like to file a smile for 
driver Guillermo Gala. He 
was kind, friendly, 
courteous, and provided 
excellent service.”

Marguerite Brown 
(customer since June 2015) 
 

“I want to file a smile for 
Justin from Alta Resources. 
I really appreciate how 
efficient he was when taking 
my call.”

David Mejia  
(customer since September 
2010)
 

Access attends 2017 Parent Summit

On March 10, 2017, I had the pleasure of attending the 2nd Annual 
Special Education Parent Summit with Access Mobility 
Management Counselor, Mayra Perez-Calderon. Held at the 
California Endowment Center, keynote speaker Nancy Litteken 
delivered an inspirational and powerful message on, “Shaping 
your family life while transforming your community.” This year’s 
theme of, “Parents as Partners, Imagine the Possibilities,” conveyed 
a message of community camaraderie.
 
The summit was aimed at connecting parents of students with 
disabilities to community agencies to help them better understand 
their child’s disability, their rights as parents, and opportunities to 
help in their transition to life beyond school. The parents had the 
chance to converse with community organizations as well as 
attend free workshops throughout the day.  

Given the opportunity to introduce the agency and give an 
overview of our services, we were able to provide insight about 
Access as well as alternative services that may better suit their 
family’s transportation needs. Overall, this year’s summit gave us 
an increased awareness of the needs of parents of children 
with disabilities how community organizations can be 
informative and supportive of their needs.  We look forward to 
attending this event again next year.

Lisa Potter, Project Administrator


