ACCeSS

AGENDA
COMMUNITY ADVISORY COMMITTEE (CAC) MEETING

Tuesday, April 8, 2025
1:00 pm - 3:15 pm

3449 Santa Anita Avenue
34 Floor Council Conference Room
El Monte, CA 91731

Remote Public Link (click on this link) -
https://usObweb.zoom.us/[/85721123550
Dial In - 888 788 0099 (Toll Free) or
669 900 6833
Meeting Number - is 85721123550
*Please see note below.

Time [Item Description/Presenter Disposition Pages

4 1. Call to Order/Roll Call Action

Review & Approval of Minutes of

2 % March 11, 2025 Action

10 3. General Public Comments Information

8 4. Board Member Report Information

10 5 Executive D‘lrectors Report - Information
Andre Colaiace

15 6. Access to Work Update-Eric Presentation
Haack

8 Community Meeting recap - Information

Randy Johnson and Yael Hagen




10 8 Age for auto-renewal - Karen

Gilbert and Yael Hagen Information

10 9 Riders Guide Update - Matthew Information
Avancena

10 10. Operations Report - Kristy Presentation
DeHaro
Establish Technology

6 11.  Subcommittee - Matthew Possible Action
Avancena

6 12.  Member Communications Information

5 13.  Future Agenda Items-Yael Hagen Information

Subcommittee Updates -
Susanna Cadenas, Garrett
8 14. Rodriguez, Mike Information
Greenwood, Eric Haack,
Matthew Avancena

1 15.  Adjournment Action

Access Services does not discriminate based on disability. Accordingly, Access
Services seeks to ensure that individuals with disabilities will have an equal opportunity
to participate in the range of Access Services events and programs by providing
appropriate auxiliary devices and services to facilitate communication. In determining
the type of auxiliary devices and services for communication that will be provided,
primary consideration is given to the request of the individual with disabilities.
However, the final decision belongs to Access Services. To help ensure availability of
those auxiliary devices and services you require, please make every effort to notity
Access Services of your request at least three (3) business days (72 hours) prior to the

meeting in which you wish to utilize those devices or services. You may do so by
contacting (213) 270-6000.

Note: Access Services Community Advisory (CAC) meetings are held pursuant to the
Ralph M. Brown Act [Cal. Gov. Code §54950] and are open to the public. The public
may view and obtain all written information supporting this agenda provided both
initially and supplementally prior to the meeting at the agency’s offices located at 3449
Santa Anita Avenue, El Monte, California and on its website at http.//accessla.orq.
Documents, including Power Point handouts distributed to CAC by staff or CAC
members at the meeting will simultaneously be made available to the public. Two
opportunities are available for the public to address the CAC during a CAC meeting:
(1) before a specific agendized item is debated and voted upon regarding that item
and (2) general public comment. The exercise of the right to address the CAC is subject
to restriction as to time and appropriate decorum. All persons wishing to make public
comment must fill out a yellow Public Comment Form and submit it to the CAC




secretary. Public comment is generally limited to three (3) minutes per speaker and the

total time available for public comment may be limited at the discretion of the Chair.

Persons whose speech is impaired such that they are unable to address the board at a

normal rate of speed may request the accommodation of a limited amount of
additional time from the Chair but only by checking the appropriate box on the Public
Comment Form. Granting such an accommodation is in the discretion of the Chair.

The CAC will not and cannot respond during the meeting to matters raised under
general public comment. Pursuant to provisions of the Brown Act governing these
proceedings, no discussion or action may be taken on these matters unless they are
listed on the agenda, or unless certain emergency or special circumstances exist.
However, the CAC may direct staff to investigate and/or schedule certain matters for
consideration at a future CAC Meeting.

"Alternative accessible formats are available upon request.”
*NOTE

The public may also participate via the Zoom webinar link or by teleconference. Please
review the procedures to do so as follows:

How to Provide Public Comment in a CAC Meeting via Zoom:

Online

1. Click the Zoom link for the meeting you wish to join. Meeting information can be
found at: https://accessla.org/news and events/agendas.html. Make sure to use a
current, up-to-date browser: Chrome 30+, Firefox 27+, Microsoft Edge 12+, Safari 7+.
Certain functionality may be disabled in older browsers including Internet Explorer.
You may also use this direct link - https://usOéweb.zoom.us/j/85721123550

2. Enter an email address and your name. Your name will be visible online while
you are speaking.
3. When the Committee Chair calls for the item on which you wish to speak, click

on “raise hand.” Speakers will be notified shortly before they are called to speak. Mute
all other audio before speaking. Using multiple devices can cause audio feedback.

4. Please note thatthe “Chat” feature is not enabled during the meeting for general
public attendees. If you cannot use the “raise hand” feature, then please submit a
written comment as outlined above.

5. When called, please limit your remarks to three minutes. An audio signal will
sound at the three-minute mark and the Chair will have the discretion to mute you at
any point after that. After the comment has been given, the microphone for the
speaker’s Zoom profile will be muted.

Note: Members of the public will not be shown in the video.



By phone

1. Call the Zoom phone number and enter the webinar ID for the meeting you wish
to join. Meeting information can be found at:

https://accessla.org/news and events/agendas.html

2. Dial (for higher quality, dial a number based on your current location):

US: +1 669 900 6833 or +1 253 215 8782 or +1 346 248 7799 or +1 301 715 8592 or
+1312 626 6799 or +1 929 205 6099 or 877 853 5247 (Toll Free) or 888 788 0099 (Toll
Free) or 833 548 0276 (Toll Free) or 833 548 0282 (Toll Free)

Webinar ID: is 857 2112 3550

3. When the Committee Chair calls for the item on which you wish to speak, press
*9 to raise a hand. Speakers will be notified shortly before they are called to speak.
Speakers will be called by the last four digits of their phone number. Please note that
phone numbers in their entirety will be visible online while speakers are speaking.

4. When called, please state your name and limit your remarks to three minutes.
An audio signal will sound at the three-minute mark and the Chair will have the
discretion to mute you at any point after that. After the comment has been given, the
microphone for the speaker’'s Zoom profile will be muted.

5. If you cannot use the “raise hand” feature, then please submit a written comment
as outlined above.




ITEM 3

MINUTES
Community Advisory Committee (CAC) Meeting
March 11, 2025
1:00 pm - 3:15 pm

CALL TO ORDER

Chair Yael Hagen called the meeting to order at 1:03 p.m.

CAC Members Present: Chair Yael Hagen, Vice-Chair Terri Lantz, Gordon Cardona,
Jesse Padilla, Jan Johnson, Maria Aroch, Kimberly Hudson, Bhumit Shah, Olivia Almalel

CAC Members Not Present: Rachele Goeman, Michael Conrad, Scott Barron, Wendy
Cabil

Board Members Present: None

Access Services Staff Present: Matthew Avancena, Veronica Guzman-Vanmarcke,
Mike Greenwood, Andre Colaiace, Eric Haack, Art Chacon, Gina Breceda, Garett
Rodriguez, Susanna Cadenas, Karen Gilbert

Guests Present: None

REVIEW & APPROVAL OF MINUTES OF JANUARY 14, 2025

Chair Hagen asked for a motion to approve the January 14, 2025, minutes.

Motion: Member Hudson

Seconded: Member Johnson

Abstention: Member Lantz, Member Padilla, Member Shah
Motion: Passed

GENERAL PUBLIC COMMENTS

Barbara Colombo made a public comment by stating she works at Liberty Behavioral
and Health Services. A client of hers rides Access five days a week and she is
responsible for scheduling her trips. Based on what she has observed, she hopes her
feedback will be considered when ensuring the safety protocol of riders. She has
witnessed several safety concerns that have prompted her to look for alternative
transportation options for her clients. She saw a broken ramp on a vehicle once and it
was being ignored by the driver. She has also seen an Access driver drop off a client at
the wrong location and she was later located a quarter of a mile away from the address




provided. These safety issues should never happen, and she feels there is no
accountability. Her client is afraid to complain believing Access will not allow her to
ride anymore.

Fernando Roldan made a public comment by thanking Access for a smooth transition
during the Abilities Expo. He saw improvement in the rides but noticed that the GPS is
not always working for drivers. They should get a map of the convention center to know
where the pickups and drop offs are located. At the Expo he didn't see a lot of clients
from the Santa Clarita region or Antelope Valley, and he asked that they be invited next
year.

Patrice Poke made a public comment by stating that she has to attend jury duty each
year and it's difficult to attend with Access rides because they require the riders to have
a pickup time for a return. Access should make the process easier for riders to be able
to do jury duty.

Mel Bailey made a public comment by stating that it would be a good idea to
encourage drivers to dress for the weather outside so they don't always have to put the
windows down. He has also filed complaints with customer service, regarding some
accommodations that haven’t been met and some of his drivers have not received.

Steve Bauer made a public comment by stating that he has been buying coupons on
the Access website for about 15 years and, suddenly on JAWS, he could not see the
checkout button anymore. He could see the cancel button, but JAWS was just skipping
over the button that said, "To submit the order,". Hopefully, somebody in IT can check
it out.

BOARD MEMBER REPORT

Chair Theresa DeVera was unable to attend at the last minute because of a personal
issue. Andre Colaiace gave the Board report on her behalf by stating they received a
presentation by LA Metro staff on the Olympic 2024 lessons learned from the Paris
Olympics. Daniel Bernstein recapped the experiences of the Metro staff that were in
Paris for the Olympics and some of the accessibility challenges that they encountered.
The Board was very interested in hearing from Metro staff on this topic and they look
forward to additional presentations in the future. They had a great discussion and
received suggestions during the Access Board meeting. The Operations report stated
they are discontinuing their pilot programs, the Access Flex Program which was a pilot
in the southern region that provided Uber rides for next-day paratransit trips. They also
started using e-wallet on the Where's My Ride app and will expand that in the future.
They discussed ways on how they could potentially operate a successful TNC program
in the future. One of the issues was that there is a lot of regulatory uncertainty under
the federal drug-and-alcohol program about whether such programs are permitted. In
late December, the Federal Transit Administration proposed additional guidance
about whether such programs are allowable about not just this program but others



around the country. Access did provide comment opposing their guidance and given
the Trump administration's, freeze on new regulations, it's unlikely that this will go into
effect.

EXECUTIVE DIRECTOR'S REPORT

Andre Colaiace stated that the Abilities Expo took place this past weekend at the Los
Angeles Convention Center. Operation staff will give a more detailed report later on in
the meeting. He thanked Access staff and Chair DeVera for helping staff with the booth
this weekend to ensure Access was well represented. The community meeting will be
held on Saturday, March 15th. It is a great opportunity for customers to hear the latest
about Access and receive personalized assistance if they're having any issues. He
thanked Randy Johnson and a number of Access team members for putting it together.
He gave a mid-year operational financial update and then answered questions from
the committee. Supervisor Lindsay Horvath, who represents West LA, and the San
Fernando Valley, asked a number of questions about their response to the recent
wildfires and suggested that it would be beneficial in the region for Access to have a
seat at the regional emergency operations center. Overall, the committee members
were complementary of their efforts, and they look forward to working with them on
regional emergency response and other issues moving forward.

PUBLIC COMMENTS

Fernando Roldan made a public comment by asking about the Uber and Lyft program.
He asked if they could extend the program to the Antelope Valley and Santa Clarita
region, since he has repeatedly asked if they could do this before. He is glad Access
services are going to participate in the wildfire emergency response and added that
they should give free services to those affected during the fires.

MEMBER DISCUSSION

Vice Chair Lantz asked a question regarding the meeting that Andre Colaiace had
concerning the Olympics and if they had discussed some of the big challenges they
have in Los Angeles and what those were. Andre Colaiace responded that he will ask
for a copy of that presentation and send it out to all CAC members. Andre Colaiace
said the CAC members can peruse it at their leisure. One theme they heard consistently
from those who attended the games in Paris was about accessibility and they need to
keep in mind it is ancient city. They will have different challenges in Los Angeles, but it
was still good to see that Metro Board members, Metro staff and others really were
attentive to that issue.

Member Almalel stated that she had a friend who is a quadriplegic, but can be pushed
in a chair, and she visited for the Olympic Games in Paris, public transportation broke
down and there was no backup plan for anyone in the city which was alarming.
Obviously, LA is very accessible, so she is looking forward to reading this report.



Member Hudson was present at the 1984 Olympics and one of her big concerns is the
fact that the events are going to be across Los Angeles County. She hopes Access has
a plan to get people to events in a timely manner. Andre Colaiace responded that they
are considering the location of events and traffic. The security perimeter is going to
spread far away from the actual stadiums, so there might be pickups and drop-offs
within the security perimeter that aren't related to going to the event.

Chair Hagen stated that there will more than likely be areas in and around LA that will
be showing the Olympic events via screens, and they will be able to go watch them
there.

WHERE'S MY RIDE UPDATE & ONLINE RESERVATIONS

IT manager, Thomas Lee updated them on the the Where's My Ride app and online
reservation statistics. He stated the new Where's My Ride app had been online since
July 3rd, 2023. This new version supports online reservation from the app, and the
number has been growing. The app reservation has increased from 5% to 10%
reservations in a year and web booking has also been maintained at 10%. They are
developing a new version of web online reservation, and he discussed this during his
presentation.

PUBLIC COMMENTS

Fernando Roldan made a public comment and asked him to compare their app to the
one used by Uber and Lyft to see if that kind of system could be implemented or be
made equal to the Where's My Ride app. The app allows you to see the vehicle arriving
and allows you to pay with your debit card. He also asked if they could connect some
of the riders bank accounts so they can pay for their rides this way as well.

Patrice Poke made a public comment by stating that she signed up for the Flex A Ride
and they don't tell you until the day of, to let you know you've been approved and that's
an issue because it's an inconvenience. It doesn't give you time to find an alternative
ride if you're not approved. She asked if they could connect the Access app from LA
County to the Orange County services, so you can request to ride within counties.

Steve Bauer made a public comment by asking if they could use the online reservations
on the website and if that is now available in the Northern region. He is on the website
and it's still saying Southern and the other three regions.

MEMBER DISCUSSION

Member Almalel asked the same question concerning online reservations because on
the website she is unable to find the online reservation for the Northern region, but she
does see the options for the East, Southwest and Antelope Valley regions. Thomas Lee



asked her to go on the Rider360 online reservation page, and there is a button she can
click on a black and white version for the online reservation. Member Almalel stated
that it doesn't say online reservation but “changes are coming” and this announcement
needs to be changed.

Member Johnson stated she was confused about what the communication with the
driver is. She asked if contacting the driver would be an option because she has tried
it with Uber or Lyft, and the driver never answers. Thomas Lee responded that she
should be able to text the driver with the app and Member Johnson said she isn't able
to, even if it is a voice over function. Thomas Lee responded this is only enabled 15
minutes before the pickup happens. The driver will only read the text once they arrive
at the destination for safety reasons. Chair Hagen stated these are issues they would
like to discuss again in more detail as a future agenda item.

Member Hudson stated that in her experience when using the Where's My Ride app,
and sending a message to the driver via text, they oftentimes don't get the messages,
or they don't know where to look for them. Bill Tsuei responded they will reach out to
the drivers and providers to train them better on this issue.

Chair Hagen asked if online reservations with San Fernando Valley are online or web
only. Bill Tsuei responded it was available on both. She also asked if there is a way that
someone is unable to do their own texting to the driver, would someone else be able
to text the driver on their behalf. Thomas Lee responded the dispatcher should be able
to communicate with the driver. She also asked if there was a way to dictate a message
through the app and he said there was that option.

Member Shah asked if you have not gone to the address in the past, can you still book
a reservation online. Bill Tsuei stated they only allow to book a ride on the online
reservation to an already existing address. Member Shah stated he doesn't always
recall if he has been at a certain address, so he asked if there was a way to check this.
He doesn‘t think they should have to call it in for the system to recognize the addresses.
Bill Tsuei responded that this is not the apps decision but the dispatchers that don't
allow them to do this. They cannot put cross streets either and this is something that
needs to be done by the service providers.

Member Johnson asked if it isn’t allowing them to put in cross streets, and then itisnt
helping the driver and they can't look at the information until the trip is over. There is
pertinent information that needs to be communicated to the driver. Thomas Lee
responded that cross street information is coming from the provider's system, so they
cannot modify that. When they book a trip online from the phone or from the website,
there are a trip notes that they can enter anything they want in.

Member Almalel stated that for the 5M regions like Southwest, East and Antelope
Valley, they can start typing a new address already. For the messaging, she asked if
there was a way for her to see what the driver sees when they received a message. She



would like to see what it looks like so she can explain it to her drivers who pick her up.
Thomas Lee responded that they would have to contact the providers to train the
drivers to be aware if there is a text message coming in. They offered to give a
screenshot of this to Member Almalel so she can see an example of it. She said she
likes the new feature where it populates the rider's faces. Sometimes drivers can't really
pronounce names, so when they see a face they feel more confident they are picking
up the correct rider.

Mike Greenwood stated that the drivers were trained on this new function, but that
training happened over a year ago and because hardly any riders know about this
feature, the drivers are not getting many notifications. He recommends a refresher
training for drivers and informing the riders that this function exists. Chair Hagen asked
if they could include this topic in the upcoming community meeting.

Mike Greenwood added that another tech improvement was made, and the IT
department spearheaded the rider photo on the driver tablet. That's something that
could be mentioned at the community meeting.

Chair Hagen stated that they wanted to create an IT subcommittee, but it won't happen
just now, they will have to bring it up at the next meeting.

Member Hudson stated that photo addition was awesome but when she gets a new ID,
they just use her old photo, so she doesn't even look like her ID anymore. Itis important

to discuss this during the meeting too.

Thomas Lee provided the Where's my Ride App help desk phone number as 213-270-
6099.

OPERATIONS REPORT

Gina Breceda presented the Operations report. In February, they did community
outreach efforts in the following areas, Forever Young ADHC located in Baldwin Park,
Sunny Day ADHC located in El Monte, Star ADHC also located in El Monte, Andil Valley
College in Lancaster, Central ADHC in Los Angeles, and lastly, Robertson Adult Day
Healthcare in Beverly Hills. The Ability Expo took place the past weekend at the LA
Convention Center. Access facilitated over 700 trips and Access contractor staff
ensured smooth transportation, and staff also engaged with participants at the Access
booth to answer questions. They shared a picture featuring Access rider Mary
Zendejas, project administrator Jessica Volanos, customer relations associate Taylor
Ingman and operations service monitor Brian Lopez.

PUBLIC COMMENTS

Mel Bailey made a public comment by asking what constitutes a denial, because
oftentimes in the operations and KPI report, he never understood it. Secondly, drivers
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should be aware of meetings, but he has yet to see them attend any. He feels that when
he calls customer service, the ETA from operations, has a different answer than the
dispatchers. He asked why all the contractors don't use the same system so there aren't
any confusions. He thanked Access for putting the photos on the tablet for the drivers.
That is something he had mentioned four years ago, and he is happy to see it happen.

Fernando Roldan made a public comment by asking them to discuss the shared rides
in the operations report and the issues with this.

Patrice Poke made a public comment by stating that shared rides are not well routed
and many times they bypass her destination, to go somewhere else when they can drop

you off before and continue on.

MEMBER DISCUSSION

Member Almalel stated that the OMC needs better communication because the drop
off time coincided with the dock operation center at the convention center, which she
understands. However, the OMC agent didn't try to help her out by rebooking her ride
ortry to give herviable options. She usually arrives early to the event because she helps
take down booths. Mike Greenwood stated that the EOC was activated for the full
hours of the Abilities Expo, and they had a duty officer ready to assist and provide
guidance or solve problems.

Chair Hagen stated the event did go smoother and hasn't heard a whole lot of issues.
They could improve by having more directions or signage inside the convention center
as to where to go to get your Access ride. That collaboration should be organized with
the security or with the convention staff for next year.

STRATEGIC PLAN

Eric Haack presented the upcoming five-year strategic plan. This plan covers the fiscal
years 2026 through 2030. He presented this topic to the CAC last September 2024,
and as they get closer to developing a draft report, this is another opportunity for the
committee to weigh in on what elements you may want to see Access pursue for the
remainder of this decade. The objective of creating a five-year plan for Access Services
is to actively look at the years ahead, and plan to identify those things that are present-
day challenges or anticipated challenges. The strategic plan has two large sections.
What are the anticipated challenges that we may face at Access in the future, and what
projects does Access propose to pursue to either improve the agency and/or respond
to these anticipated challenges.

PUBLIC COMMENTS

Fernando Roldan made a public comment by stating he would like them to implement
an extension from Antelope Valley and Santa Clarita, again, to extend those extensions
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for us during the weekends. If he is stuck on a train and can’t get home, they should be
able to pick him up at the Metrolink so maybe they can work with Metro. He added that
he doesn't like the new vehicles and is asking for better vehicles instead of reordering
those.

Mel Bailey made a public comment by stating that in the Southern region, there's a
plan for a relocation of the facility, and if there are any proposals for any other
operations to move.

MEMBER DISCUSSION

Chair Hagen asked them all to please discuss same day services in the future. Eric
Haack stated that this was one very important issue that is always coming up. She also
wanted assurance that the goals they discuss will be implemented into the strategic
plan.

MEMBER COMMUNICATION

Member Almalel was thankful to everyone presentations. Their non-profit, Triumph
Foundation, has a free wheelchair sporting event in April on the 26th and 27th.

Member Aroch thanked everyone for their time and for the presentations and asked
them to DM her if they needed any DME equipment.

Member Padilla thanked everyone for their presentations, and stated the LA Marathon
is this Sunday, and was wondering if Access had implemented any preparation for road
closures.

Chair Hagen thanked everyone for all their comments and support.

SUBCOMMITTEE UPDATES

Karen Gilbert stated the subcommittee meeting for eligibility was canceled for the
month of February per member's request. One of the members requested to be
permanently removed from future meetings. Currently, there are no other updates to
report. The next meeting is scheduled for March 26th at 1:30 PM.

Susanna Cadenas stated the CAC customer service subcommittee met on Wednesday,
February 19 to continue discussing Access's frequently asked questions on the
website. The next CAC customer service subcommittee is scheduled for Wednesday,
March 19th, and this concludes my update for today.

Garrett Rodriguez said the last meeting of the operations' subcommittee was held on

Wednesday, February 5th. They started the meeting off by sharing data that was
analyzed in regard to request time versus the due time for the month of July 2024 in
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5M system regions, which are southern, eastern west, central, and Valley. The study
found that all four regions show riders received the exact time to 15 minutes before
and after the requested time at 60% or more in July. The subcommittee and operations
members collaborated on next steps, and looking further potentially into trip
negotiations at the next subcommittee meeting. The next operations' subcommittee
meeting is tentatively scheduled for Wednesday, April the second, and will feature
guest participants, Stacy Murphy, from TSS Wireless.

Eric Haack gave an update for the video communications subcommittee. This
subcommittee met on Monday, March 3rd this month. The committee is continuing
work on the "how to avoid a no-show script for a future video". The subcommittee now
has a draft script for the video. All elements that are desired are now included in that
script. They did a read-through and added some language that the group wanted
incorporated, and all subjects are now in there. The next meeting of the subcommittee
is going to be on Monday, April the 7.

Matthew Avancena gave an update, by starting with the goals retreat subcommittee.
They met last week to go over some of the notes they took from February's goals
retreat. The subcommittee members are listening to the recording to make sure they
accurately reflect and take down all the comments, specifically as it relates to the goals
or new goals that were brought up at the goals retreat. Once they complete this, the
plan is to bring it back to the CAC for further discussion. As far as the new members'
subcommittee is concerned, they will be meeting next week to review additional
applications, after which time we will start scheduling interviews, hopefully by the end
of this month.

ADJOURNMENT

The Chair asked to adjourn the meeting. Member Almalel made a motion and Member
Hudson seconded. The meeting was adjourned at 3:17 p.m.
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