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Executive Director's Report

Recently | gave a mid-year
operational and financial update to
Metro's Finance, Budget and Audit
Committee. | discussed Access'’
financial and operational performance
through December 2024 and then
discussed a number of projects we
are working on.

Following my presentation, Supervisor
Lindsey Horvath asked a number of
questions about our response to the
January wildfires and suggested that
it would be beneficial to the region
for Access to have a seat in regional
Emergency Operations Centers, a
suggestion that | agreed with.

Overall, the Committee members
were complimentary of Access’
efforts, and we look forward to
working with them on regional
emergency response and other issues
moving forward.

Andre Colaiace
Executive Director
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Access’ CTSA Extension Program kicks off its
first class of 2025

Access Services’ CTSA Extension
Program successfully hosted its
first workshop of 2025, Sensitivity
Training for Bus Operators, in
partnership with Easterseals!

With a great turnout, this essential
workshop provided attendees with
valuable skills to better assist riders
with disabilities and create a more
inclusive transit experience.

Our insightful trainer, Kristi
McLaughlin, guided participants
through key topics like handling
difficult customers, driver assistance, ADA regulations, service
animals, and disability awareness. Through real-world scenarios,
attendees gained practical tools to improve communication and
service.

To learn more about our upcoming trainings, click on the 2025
Learning & Development eBook link below.

Registrations are limited.

2025 Learning & Development eBook

Mayra Noriega
CTSA Analyst


https://accessla.org/training/professional_development_train.html

Insights from APTA's 2025 Marketing, Communications & Customer
Experience Workshop

MARKETING, COMMUNICATIONS &
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Mayra Calderon, Customer Relations Project Administrator, and | attended ‘@, MARKETNG, COMMUNCATIONS &

this year’s APTA Marketing, Communications, and Customer Experience e FLAT
Workshop held in February in Long Beach California. This annual workshop ! j :
focuses on improving the customer experience by leveraging communication
techniques such as using social media platforms, and current technology to
develop better branding and other best practices.

PANEL DISCUSSION

Al & TECHNOLOGY

Panelists

The workshop covered a range of essential topics, such as measuring the
customer experience with customer feedback and survey data, and using - s
innovational transit strategies effectively. The workshop also covered : )
communication methods during service disruptions and large-scale crises to
ensure safety and transparency.
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Tuesday, February 25 | 4:30 PM - 5:45 PM PST

Storytelling marketing was a highlight of the workshop, emphasizing the creation of purpose-driven
marketing that resonates with riders to maintain or increase community support. Moreover, participants
engaged in discussions on the use of Artificial Intelligence (Al) tools in the transportation industry,
emphasizing that Al is crucial in elevating communications and driving engagement across all platforms.
Al is currently being used for transit projects such as designing low-cost and effective marketing material
in record time; predicting transit service maintenance on vehicles to reduce delays; and enhancing transit
reliability and optimizing routes and schedules in real-time. In addition, Al has been used to streamline
concerns or respond to frequently asked questions allowing customers to use a self-service option.

The program featured a diverse lineup of marketing and communications experts and consultants
who shared successful campaigns and showcased the positive impact effective marketing can have on
transportation in local communities.

Susanna Cadenas
Manager, Customer Relations

Commendations

"Access driver Esau is very efficient and such a gentleman. He really knows how to do his work with the best
ability."

Lucy Martinez De Bosch
Rider since February 2018

"l want to ensure that this compliment gets to MV driver Manjeet Harbans who dropped me off last night

and that she knows this is from me. The car environment was so welcoming and nice. | felt like | was in the

car with a family member. Manjeet was so nice, and | want her to know | really appreciated her. In addition,
| am very thankful for Access as | do not know what | will do without the service."

Christine Daniel
Rider since May 2024



