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Behind the Scenes
Access Externship Program
I had the opportunity to 
extern at Access Services from 
December 4-15, 2017 as part 
of a program sponsored by 
Carleton College in Northfield, 
Minnesota. As a Los Angeles 
native, I am especially interested 
in paratransit because several  
of my family members are 
Access riders. 

Through the generosity of  
the staff, I learned how  
Access functions through 
numerous presentations  
and informational interviews 
across all departments.  
Some staff members even  
took me to observe several  
of Access’ providers. Through 
my experience with the staff,  
I have learned to appreciate  
the magnitude of services 
Access provides while  
balancing a budget. 

On the first week of my 
externship, I witnessed an 
impromptu emergency 
when the Southern California 
fires threatened to disrupt 
operations. Access’ Emergency 
Operations Center staff 
successfully united to distribute 
resources in the form of 
personnel and vehicles to 
help with evacuations while 
maintaining operations. 

I also attended the CAC and 
TPAC meetings where  
I learned the value of external 
advice. At these meetings, 
Access seeks to enhance 
their service by recognizing 
unique perspectives. While 
many organizations are 

content with maintaining the 
status quo, it was refreshing 
to observe Access actively 
pursue improvements to better 
the rider experience while 
increasing efficiency. 

Now that I have witnessed a 
public entity as successful as 
Access, I am excited to learn 
more and possibly seek a 
career in paratransit and public 
operations in general. I am truly 
grateful for the opportunity 
Access has provided me.

Anthony Cho 
Extern

The Access Services Board of 
Directors met on December 11, 2017.

The Board approved the Consent 
Calendar, which included items 
extending telecommunication 
consulting services, TAP card 
production services, third party 
administrator services for Access’ 
insurance program and ADA paratransit 
ridership forecasting services. 

In addition to the above action items, 
the Board authorized the Board 
meeting calendar for 2018 and 
approved the reappointment of  
eight (8) Community Advisory 
Committee members. 

The Board heard a presentation on 
the latest customer satisfaction survey 
along with a cyber-security update.

The next meeting of the Board of 
Directors is on January 22, 2018 and 
will be at the Metro Board Room — 
One Gateway Plaza, Los Angeles,  
CA 90012, 3rd Floor.

I would like to wish everyone a happy 
and healthy holiday season and a 
Happy New Year!

Andre Colaiace
Executive Director

Andre Colaiace and Anthony Cho
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Access is approaching the end of the “Where’s My 
Ride” pilot phase and is preparing to offer the App 
to all riders. The system will be rolled out in a few 
phases. The first phase will be in the Eastern and 
West Central regions on December 26th. The second 
phase will be in the Southern and Northern regions 
on January 29 followed by the Santa Clarita and 
Antelope Valley regions by summer of 2018. 

Some of the key benefits the App provides are: 
> Estimated arrival time and vehicle location  

15 minutes before the trip scheduled time
> Automatic arrival notifications via a Smartphone
> Integration with all scheduling systems,  

including all taxi-cabs
> Service rating feature at the end of a trip
> Dashboard utility for day care facilities and  

major trip generators

To prepare for the WMR system rollout, the team has 
been working on the following: 
> Redesigning the App to provide a more modern 

look and improved functionality
> Creating instructional WMR videos to post on the 

Access website for rider education 

> Implementing a marketing plan involving seat 
drops and outreach at the community meetings 
and day care centers 

> Creating a communication (FAQs) plan for 
contractors and Access staff 

Access is truly excited to achieve this milestone 
and have riders start enjoying the App. I would 
like to thank all the beta riders who have provided 
invaluable feedback, which has been instrumental in 
improving the overall App user experience. 

Ruben Prieto
Systems Analyst

On Saturday, November 18, the Harbor Regional 
Center held a Client Advisory Committee (CAC) 
meeting. Deaka McClain, the Vice-Chair, called the 
meeting to order and addressed the agenda items 
for the meeting. They discussed current issues and 
provided updates affecting the community and  
local region. 

Global Paratransit General Manager Louie Garcia, 
Complaints Manager Regina McCray  and  
I were present to provide support and assist with 
any service related inquiries. Riders asked about 
the “Where’s my Ride” app and when it will be fully 

operational. In addition, they asked about the Access 
service area boundaries in the southern region.  
We also shared that Access will be hosting a 
community meeting for the southern region on 
December 19, at Mayfair Park in the city of Lakewood. 

Overall, the meeting was a success with great 
feedback and attendees appreciated that Access 
staff attended. 

Fayma Ishaq
Project Administrator
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Rider Commendations
“I would like to file a compliment 
for driver Agustin Osorio. He is 
always an exceptional driver.

I have had the pleasure of 
riding with him several times 
since the inception of my 
ridership in 2009. Thank you  
for having such an excellent, 
safe, efficient driver that 
ALWAYS does his best to 
adhere to Access policies 
even when berated by riders 
who are rude and unwilling to 
understand his role as a driver. 
Thank you!"

Olivia Almalel 
Customer since April 2009     

“I would like to file a compliment 
for my driver. I had an awful 
experience with a driver from  
a previous trip, but this driver 
was the complete opposite.  
He was extremely well 
mannered and he opened the 
door upon my arrival. He made 
sure I was buckled in and had 
all my belongings before we 
left the pick-up location. He was 
very courteous, friendly and a 
safe driver. Thanks.”

Wilma Ballew 
Customer since August 2002

The Jerry Walker Commitment to Quality Service Award is designed 
to honor Jerry Walker’s contributions to Access Services and the 
customers we serve. This award recognizes a provider employee who 
best demonstrates Jerry’s commitment to providing high-quality 
service to every Access customer. On Thursday, November 30, 2017,  
at the Access Annual Meeting, Princess Denise Craig received the  
Jerry Walker Award.

Each year, Access requests nominations from the contract providers.  
All provider employees are eligible to be nominated, including 
call takers, dispatchers, drivers, mechanics, eligibility evaluators 
and supervisors. This year Access received 32 nominees who were 
presented to a panel of nine judges from the six regional providers. 

The selection committee thoroughly examined the nominations.  
After the first review process, judges discuss the top applicants to 
narrow down the list. The nominee must have displayed the following: 
an improved efficiency of service, demonstrated a positive attitude and 
professionalism, high quality of customer service, and lastly, exceeded 
the expectations of Access riders, supervisors, and managers. There 
were so many outstanding applicants this year with wonderful stories 
on practicing and displaying excellent customer service to our riders, 
that we not only selected a winner, but two runner-up awardees. 

On December 12, the Jerry Walker Commitment to Quality Service 
Runner-up Awards were presented at the Community Advisory 
Committee (CAC) meeting to Nancy Loaiza from Global Paratransit 
and Larry Mize from MV Transportation-Van Nuys. Luis Preciado, Risk 
Manager from the Southern Region, and Fany Carrasco, Operations 
Manager from the Northern Region, introduced the winners. 

The awardees thanked the CAC, Access, and their facility managers for 
nominating them for the prestigious award. Both Nancy and Larry 
received a trophy and a check for their excellence in quality service.  
They plan to embrace and carry on the legacy of the late Jerry Walker. 

Fayma Ishaq
Project Administrator

Jerry Walker Runner-Up Awards


