City of Albuquerque

Advisory Committee for Transit of the Mobility Impaired (para-transit)

January 10, 2012 – Minutes
PAB Members Attending: Tracy Agiovlasitis (Chairman), Michael D’Arco, Jayne Frandsen, Judy Moore, Douglas Miller, Leslie Hoelzel & Bill Richardson (TAB liaison)      
Transit Staff Attending: Bruce Rizzieri 
Guests Attending: Joe Sorenson, Ellen Nolan, Donald Good, Marcella Gallegos, Robert Farr & Diana Marquez 
Tracy A, Chairman, called the meeting to order at 10:34 am.  Roll call noted above. Tracy A noted we will use the standard agenda today and thanked ABQ Ride staff for posting it. Michael D moved to approve the standard agenda, Jayne F seconded and all approved.  Jayne F moved to approve the December 2011 minutes with correction from Ellen N & Joe S that they both should have been officially acknowledged in the public comments section, Judy M seconded and all approved.  Leslie H suggested that the minutes include bullet points of key issues and items that need follow up for easy reference.  The committee agreed this would be helpful.
Public Comments: (2-minute limit) – 
1. Joe S & Ellen N – Joe S complimented the staff for accommodating an address change for his ride tomorrow when he called in to the customer service & Ellen N agreed that they were nice and readily changed it without need to change the time of the ride.
2. Marcella G & Robert F – last Wednesday Marcella G called to schedule a SunVan ride for 8:30 am on Saturday, noting that she is frequently on hold for ½ to ¾ of an hour, and the Customer Service Representative did not confirm the ride at the end of the call.  When she called in on Friday morning, she asked for a confirmation of the Saturday ride and found out it had been scheduled for that day.  Robert F stated that not all CSR’s read back the confirmation of the ride nor do they say their name at the start.  Bruce R made a note of this & stated in the 2 years he has been Director, 50% of CSR staff is new and they also currently have some temporary staffing. Bruce R will follow up and remind CSR’s to follow the script in which they should first state their name and then confirm the ride(s) at the end of the call.  He also stated that there is no full time supervisor dedicated to the CSR call center staff upstairs, the current one oversees staff located upstairs and downstairs at the ATC and others. 
In regard to the long wait time on hold when calling in to schedule a ride, several community members agreed that it is often a long wait and Diana M said that recently she was on hold and then was disconnected before speaking to a CSR.  She was frustrated since she had to call back in and wait again.  Leslie H asked if there is an automatic “time-out” on the hold with these phones and Bruce R responded that he does not believe so.
Marcella G also stated she is aware of several persons who go to dialysis at the same location and live in the south valley near each other, yet they usually have separate vans transporting them to and from dialysis.  She asks why they cannot be on the same van & Bruce R explained how the rides are scheduled (vans are filled one by one with incoming calls and then a person adjusts them for efficiency each night as best as possible, but with about 900 rides they cannot catch all).  Tracy A confirmed with Bruce R that if the rider mentions that fact to the CSR when scheduling the ride they probably can be switched to the same van in the night process of “tweaking” the van manifests and suggested Marcella G share that information with these people.

3. Diana M – asked why it is so hard to get the time she would like for rides, but noted for her it is not too hard to wait extra time before or after her appointment depending on what and where it is. Douglas M stated that it seems to him that lack of confirming rides and getting decent ride times has been a problem since last summer. Bruce R further described that it is “first come first serve” with the calls and the frustrations that can occur from that were discussed by all.
4. Robert F – stated that “overall you guys do a great job as a whole” and Bruce R thanked him for the compliment.
Old Business: 

1. Presentation on Trapeze system – postponed until February and we will allow about ½ hour to included questions and answers.
2. New supervisor position – Bruce R reported that the applications received for this position (Danny H’s old job) are being processed by HR at this time.

3. APS students to assist updating rider information – Bruce R and Judy M stated that they were unable to set a meeting yet, but will do so by this week.  Judy M stated that she has recruited potential students, including one who is good with database entry and a couple who could place calls to the riders to obtain updated information.

4. ADA Eligibility Workshop – both Michael D and Bill R will attend this 2 day workshop starting tomorrow.  Bruce R stated that about 35 persons registered and ABQ Ride staff will also be attending.

5. Annual report to Mayor – members reviewed final version and signed today.  Tracy A will mail to the mayor today and a copy to Bruce R.

6. Appeal process – Tracy A stated that the appeals were scheduled appropriately as requested and notice of the appeals were sent out last Wed, but Leslie H did not get the email and when she called in to check via phone, the phone call was never returned.  Leslie H will confirm correct email with staff today.  Douglas M stated that he did not call to see if appeals were scheduled and just arranged his ride with SunVan for 8 am, noting that he could do other things in the area after checking in ATC to verify if there are appeals. He added that it has been difficult to get ride times he needs, especially during peak times, but is able to adjust personally by arriving about 2 hours prior to any appointment.  Leslie H stated that all members should be officially notified by ABQ Ride staff if there are appeals and Bruce R agreed to make sure staff does that by email and phone as required. All committee members updated their contact information on the private listing for the committee and ABQ Ride staff and the copy will be provided to everyone.  Tracy A stated that while we heard one appeal today (two were scheduled) there were not copies of the application for all members and when there are more appeals, that will be needed as agreed last month.  Bruce R will follow up.
ABQ Ride Performance Metrics: Bruce R gave the membership written statistics detailing total number of passengers (certified riders and others) for all months in fiscal years 2007 through 2011 as well as the first 5 months of fiscal year 2012.  Note there are 18,385 more persons transported on SunVan in the fiscal year 2011 than fiscal year 2007.  The total number of passengers in November 2010 was 19,314 and in November 2011 the number was 19,377.  That is 63 more passengers that month.  Note that fiscal year 2012 started in July 2011 and will end in June 2012.
The usual statistics provided to the committee, including number of reservations, ride refusals and placements etc., are not available due to staff illness.  The data regarding requested times versus negotiated times were also not available. 
Complaints and Calls: Bruce R provided written statistics in categories “Closed-Cancelled” (which means there was not sufficient information to follow up on the call at all), “Closed-Resolved” (which are those in which the caller requested a call back and this was done) and “Closed” (which are those that were addressed but there was no need to call anyone back, nor was there a request to call back) as well as categories of “fixed-route”, “SunVan”, “unclassified” and “security”. The security category indicates that security was required and unclassified indicates there was no need for security personnel.  

Dec 2011:
· Closed-Cancelled – total of 256 calls mostly for information.
· Closed-Resolved – total of 463 calls, notably 64 calls regarding “employee misbehavior” (59 were on fixed-route buses), 100 calls for “lost & found” items (82 were on fixed-route buses), and 51 for “safety” (44 of those for fixed-route buses).  The total calls were 311 for fixed-route, 44 for SunVan and 6 for Security.

· Closed - total of 727 calls, notably 313 for information, 55 for “safety” (46 were on fixed-route), and 102 for “lost & found” (84 were on fixed-route).  The total calls were 537 for fixed-route, 56 for SunVan and 8 for security.
In regard to “accident/incident” there were none in any category for Dec 2011.  Bill R reiterated that these need to be separated and asked how the information for these is linked to training.  Bruce R stated that if there is an accident, the dispatcher calls the supervisor who goes out to the scene.  That supervisor completes a report including text of the sequence of events from the driver and any other persons there, as well as a diagram area for a visual depiction of the area and events.  If a police report was filed that is attached to this report, video from the vehicle is obtained and it is all sent to a review committee to determine if it was preventable or not. The review committee consists of a mechanic, bus or van driver and the safety person.  The safety person is assigned to the transit department, focused on transit, but paid by the risk management division of the DF&AS of the city. The committee’s decision regarding preventability is sent to the division manager, who decides if he/she agrees or disagrees. If the division manager agrees it was preventable the issue is addressed through a pre-determination hearing and then addressed with the driver by a supervisor. A different supervisor participates in each aspect; report, pre-determination and discipline.  Bill R asked how the training specialist is involved in the review of accidents since that has a direct link to training.  Bruce R stated the safety person keeps track of reoccurrences and will notify the trainer if the safety person or supervisor determines training is needed.  The safety person also reviews accidents for possible structural problems, such as narrowing of a road or extreme angle in a turn, and provides instructions to all drivers about that so they can all be prepared to adjust their driving.   Bruce R stated that the safety person will go out to the scene for major accidents if available.   Bill R asked what constitutes a “major” or “minor” accident (or incident) and suggests this be included in the breakdown of accident tracking.  Tracy A asked when would the more detailed breakdown of type of calls will be completed and Bruce R responded that it will probably not be until after the new Supervisor position is filled.
Judy M asked how many buses have security staff on them since many students are afraid of using the Central corridor buses, which prevents them from getting available jobs in that area.  Bruce R stated that the Central corridor buses are the busiest and have more problematic riders.  He stated that they are budgeted for 20 security officer positions, 18-19 are filled with 3 of them as trainees.  This staff provides 24 hour security for all transit locations as well as on the fixed-route buses, so on average there might be only 2-3 officers on buses and they rotate routes.  Bruce R stated they are always in uniform and identifiable. Bill R asked if a bus operator has a consistent problem, can he request an undercover officer or can they request assistance from Albuquerque Police Department (APD).  Bruce R stated they will contact APD if needed; periodically APD will place undercover officers on buses.
New Business:  

1. New Phone system – Bruce R stated that the new phone system is being installed at the Yale location and should be installed at ATC in March or April.  This may help with some of the issues raised by the public earlier as it will be able to track information.  
2. Change in meeting day – Michael D stated that he is part of Paralyzed Veterans of America (PVA) and they recently changed their board of directors meetings to the second Tuesday of each month at this same time. He has not decided what to do about that conflict at this time and Tracy A asked everyone present if they would have a conflict with moving this meeting to the third Tuesday of each month.  After discussion, Tracy A moved that starting in April 2012 we move it to the 3rd Tuesday, Leslie H seconded and all approved.  Ellen N stated she will request the change be included in the announcements she submits regularly to the Newsline for the Blind regarding this committee.  Tracy A thanked Ellen N for keeping the communication up to date between ACTMI and the blind community. 
3. Time allowance on vans by riders – Bruce R stated that some riders who live on the east side of Albuquerque and travel to Coors for shopping need to plan for at least 2 hours getting to and from their destination.  The SunVan service is complimentary to fixed-route buses and 2 hours would be the approximate time that same trip would take on fixed-route buses, so when riders are going to a far destination they need to plan for longer than the standard time of 1¼ hours to be on the van.  He added that we all need to have realistic expectations of service when and if they obtain the needed increase in vans and drivers.  The complete process involved in providing SunVan services includes many facets of the infrastructure.
Key Issues and Action Items:  (persons to follow up on the issue noted in parenthesis)
· Reservations for SunVan rides problems - including long hold times when calling in, not getting desired times for rides needed and CSR’s not stating their name at the beginning of the call and/or sometimes not confirming the ride at the end of the call. (Bruce R)
· Appeals – notification to committee not complete and only one copy of applications provided (Bruce R)
· More SunVan drivers and vans are needed - for the demand of service that is every increasing
· Collaboration of APS students volunteering with ABQ Ride to update rider information - needs to continue in planning and implementing (Bruce R & Judy M)
· Starting in April, meetings will be held on the 3rd Tuesday of each month
Adjournment: Tracy A thanked everyone for attending and adjourned the meeting at 11:56 am.  The next meeting will be held the 2nd Tuesday, February 14th, 2012 here at ATC from 10:30 am – 12 pm.  The public is welcome and encouraged to attend.
(Approved 3/20/12)
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