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SUBJECT: RESPONSE TO ACCESSIBILITY MOTION
ACTION:

RECEIVE AND FILE

RECOMMENDATION

Receive and file staff report in response to the June 28, 2009 Accessibility motion.
ISSUE

At its June 28, 2009 meeting, the Board passed a motion directing the Chief Executive
Officer (CEO) to review the services available to our disabled passengers to ensure that
they are receiving access to and quality service on our transportation system.
DISCUSSION

MTA is committed to providing world class transportation services to all of its patrons.
Over the years, MTA has invested hundreds of millions of dollars to purchase low floor
buses that are easier for the elderly and disabled to board. Since 1996, all of our buses
have been accessible to people in wheelchairs. The buses procured were designed to
meet the wheelchair dimensions as set forth by the Americans with Disabilities Act
(ADA), Section 504 of the Rehabilitation Act, and other related federal rules and
regulations. The ADA defines a common wheelchair as 30 inches in width and 48
inches in length measured two inches above the ground and does not weigh more than
600 pounds when occupied. However, with the new diverse types of mobility devices
utilized by MTA riders, MTA must periodically reevaluate how it is attending to their
needs. Additionally, MTA has surpassed the requirements of the ADA with the
installation of wheelchair markings and tether straps for mobility devices. This allows
MTA Bus Operators to more easily secure wheelchairs, allowing for better and safer
service.
Our commitment and efforts to improve accessibility are addressed below:

Introduce in the upcoming labor negotiations a discussion about distinct
penalties associated with mistreatment of and/or poor senlice for the disabled
community on the MTA system

Any ADA violation (i.e., wheelchair pass-up, failure to secure mobility devices, failure to
call out stops, failure to cycle lift or ramp before pull-out, failure to report non-working lift
or ramp, failure to report wheelchair boarding or pass-up to Bus Operations Control
(BOC) is considered a major rule violation. These violations were upgraded to a major
rule violation prior to the ratification of the 2000 UTU collective bargaining agreement.
The current contract states that any operator incurring four violations in any floating sixmonth period is subject to progressive discipline up to and including discharge.
The expiration date of the current United Transportation Union (UTU) collective
bargaining agreement was extended one year to end on June 30, 2010. Negotiations
with the UTU will resume after the start of the new calendar year. Our negotiation team
will reintroduce a discussion of distinct penalties associated with mistreatment of andlor
poor service for the disabled community on our system, along with a discussion of
proper training during upcoming negotiations. Staff will report back to the Board at the
end of UTU negotiations on the outcome of these discussions.
Report on flow of information that arises when claims and complaints are made
by any patrons of our system

Currently, incidents involving riders with disabilities, including wheelchair users, are
reported to BOC and sent to the Chief Operations Officer (COO). The reports are
routed by the COO to the ADA Compliance Administrator and any other appropriate
department such as Bus Safety or Maintenance.
Claims for bodily injury and property damage by the disabled are reported to the Board
Secretary and forwarded to Risk Management for evaluation and defense like all other
tort claims. All discrimination claims and lawsuits, including alleged violations of the
Americans with Disabilities Act (ADA) are forwarded directly to the Office of County
Counsel for defense.
Accessibility complaints are received by Customer Relations and forwarded to ADA
Compliance Administrator, Operations Central Instruction (OCI), and the Operator's
home Division or the Contract Service operator if the complaint involves contracted
service. Then, the Division investigates the complaints and takes appropriate action to
address the issue. Management advises Customer Relations when action has been
taken.
Acknowledgement of the complaint and notification that appropriate action has been
taken are sent to passengers, if requested and if they provide sufficient contact
information.
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To enhance the flow and usefulness of reports of incidents and complaints, the CEO
has appointed an Accessibility Service Committee with representatives of MTA
departments that have key roles in providing service to our customers with disabilities.
This group will review complaints, complaint investigation and follow-up, under cover
rides, and other information such as bus maintenance data, progress on the tether strap
and marking program, and new technology that could improve service to customers with
disabilities. The Committee will ensure a higher level of quality control of our service.
Assess accessibility for disabled patrons at our rail stations, parking lots and
other transit structures and report back to the Board with recommendations on
how such accessibility can be improved
Input from MTA's Accessibility Advisory Committee (AAC) has been useful in helping
the agency to modify its wheelchair policies, procedures, and ADA training. This group
is composed of persons with disabilities and individuals from agencies that provide
services to persons with disabilities and seniors, all of whom are users of our services.
The AAC's Training Subcommittee found that while our facilities generally comply with
ADA accessibility requirements, there are some major concerns, such as (1) the lack of
access to gated rail stations for wheelchair users who do not have the use of their arms,
(2) the need for more and better communication in the form of more signs in Braille with
tactile letters that denote directions, identify bus stops, and demonstrate better
compliance with ADA signage requirements, and (3) the need for more effective and
efficient ways of handling and following-up on complaints.
Access to Fare Gates: Staff has surveyed several major rail properties and discovered
that these locations have station attendants who assist wheelchair users at gated
stations or have a light at street level to let wheelchair users, who need assistance,
know if a station attendant is on duty. Staff is working with management to determine
the most effective and efficient way to address this concern.
Communications: AAC Committee members expressed concerns about electronic
signage that has been installed in the Red and Purple Line Stations. The letter size is
too small and the color contrast between the letters and background do not comply with
the ADA and/or California Title 24 Accessibility Requirements. The signs do comply
when they are in emergency operation but not when providing general passenger
information. The Communications Department considers these signs to be temporary
and has concluded that they do not need to meet ADA guidelines.
Identification of bus stops is another major concern to persons with vision impairments.
Many cities are attempting to clear sidewalks of poles and other barriers to make the
sidewalks more accessible to wheelchair users. Cities have asked MTA to install bus
stop signs on light poles, instead of installing the distinct 2" x 2" poles that the visually
impaired can more readily identify as a bus stop. Staff will continue to use and install
bus stop sign poles to ensure that persons with visual impairments can identify bus
stops.
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The Committee would also like more directional signage at the rail and bus stations to
assist in locating the correct place to stand for the train or bus. MTA has installed tactile
floor tiles in some of the Red Line Stations as a demonstration and will consider adding
more if they prove to be effective.
Customer Complaints: The Committee recommends more training for Customer
Service Representatives and follow-up with the customer regarding the outcome of their
complaint. Staff will ask the AAC for more specific information on the issues that need
to be addressed through additional training. When customers provide contact
information, Customer Service does acknowledge receipt of their complaint and informs
the customer when the incident has been investigated and appropriate action has been
taken with the Bus Operator.
The AAC Subcommittee devoted considerable time working with staff and identified
other accessibility issues and overall program needs. The additional issues they
identified and their recommendations are summarized in the matrix attached. The full
AAC discussed all of these issues at its August and September 2009 meetings and
unanimously approved the recommendations at its October 2009 meeting. As indicated
on the matrix, some of these issues and recommendations are being addressed and
implemented. Others require further research, evaluation of their feasibility, and a
determination of cost.
Devise a system for disabled patrons to identify easily MTA contact information
to register claims, complaints and concerns regarding the use of the MTA system

Customer Relations has developed an accessible complaint form available on
www.metro.net. Persons with vision impairments will now be able to access this form
for submittal. To help customers easily find the form, a gateway to the form will be
moved to MTA1smain webpage.
Additionally, the complaint process has been changed. Information now flows in the
following manner:
1. Once a complaint has been processed by Customer Relations (a complaint can
be sent by email, telephone, or U.S. Mail), the complaint is distributed to the MTA
Division involved, Operations Central Instruction (OCI), and the ADA Compliance
Officer, which has been our practice.
2. The Division investigates the complaint and forwards the results to Customer
Relations, and also sends this information to OCI and the ADA Compliance
Officer, which was not done previously.
3. Customer Relations sends a letter to the customer acknowledging receipt of the
complaint on request.
4. Following the Division report, the Director of OCI and the ADA Compliance
Administrator determine if a "mystery rider" should be assigned to observe the
Operator's practices or if an undercover Transit Operations Supervisor (TOS)
ride is needed. If the TOS observes major rule violations, disciplinary action will
be taken.
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An evaluation of the newly-instituted "tether" system with a report back to the
Board on this evaluation and proposed recommendations to improve the system
for disabled patrons.

Wheelchairs that are evaluated are either marked with color tape to clearly identify
securement points for Operators, or tether straps are installed on chairs that do not
have good securement points. A few wheelchairs have no securement points that will
allow color markings or tether straps and therefore, cannot be secured on MTA buses.
The contractor for the tether strap program experienced unanticipated difficulties
including personnel issues (two of the employees including the Project Manager are no
longer working for the contractor), an unexpectedly large number of no-shows at
scheduled locations and events, communication difficulties with agencies, and some
individuals who have refused to have their wheelchairs marked or tethered. As a result,
approximately 150 out of 1,000 wheelchairs have been evaluated as part of the
demonstration project. Staff will continue to work with the contractor to improve
performance. MTA will hire temporary personnel to complete the initial 1,000 wheel
chair evaluations. Accessible Services Incorporated (ASI) will assume responsibility for
the program in June 2010. AS1 sees nearly all wheelchair users for evaluation of their
eligibility to use Paratransit service and is in a position to evaluate a much larger
number of wheelchairs than a contractor or MTA staff could.
Anecdotal information on the chairs that have been evaluated and marked or have had
straps installed has been positive. Staff will report back to the Board after more chairs
have been evaluated and markings and tether straps are in wider use.
To further improve our transit system, we have initiated a Mystery Rider Program. A
contract was awarded with Mobility Advancement Group, effective June 26, 2009,
specifically to observe our contract bus lines for ADA compliance. An expanded scope
of work has been created for systemwide undercover ADA compliance monitoring, and
an award was made on October 28,2009 to the Mobility Advancement Group. The
contractor will begin work on December 1,2009 and conclude on November 30,2010.
The vendor is trained to look for specific ADA operating requirements while they ride our
buses, and each observer reports on their ride using a checklist. This data will be used
to follow up with Operators who do not follow standard operating procedures. The
Operators will be counseled, trained, andlor disciplined based on the line ride
observations. This is being augmented by internal undercover rides performed by the
staff in the Office of the Inspector General and OCI.
A review of MTA's current feedback system to gain input from the disabled
community and major organizations-including the Federal Transit
Administration- on a consistent basis, with a report back to the Board on this
review.

The AAC meets ten times per year and has been an invaluable resource in assisting the
agency with the evaluation of a variety of accessibility issues and improvements. They
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have supported the agency by providing input on rail platform barriers to guide visually
impaired passengers away from the gap between rail cars, wheelchair marking and
tether strap program, TAP card, ticket vending machines, bus operator policies and
procedures, MTA's fare policy, new signage and other communications improvements.
MTA's ADA Compliance Administrator is in regular contact with the Federal Transit
Administration (FTA) regarding interpretation of accessibility regulations and
commentary on proposed regulations. Our facilities are also audited by the FTA1s
Office of Civil Rights for ADA compliance.
Staff will work with Communications to add information about the AAC to our website, to
reach more disabled passengers and encourage greater participation in the AAC.
Complete a review of all future MTA procurements for transit vehicles with a
report back to the Board including the most current needs of the disabled
community
Our bus fleet is 100% ADA compliant. As required, each bus has two seating areas
where passengers requiring the use of mobility assist devices can be seated or
accommodated and secured. All current bus specifications and procurements require
the vehicle providers to ensure that the buses are fully ADA compliant and that they
meet all Federal, State and Local regulatory requirements.
As approved by the Board, we only purchase low floor, easy access buses. The low
floor bus is much easier for passengers (including disabled passengers using mobility
assist devices, the elderly and passengers accompanied by small children) to enter and
exit the bus without the additional burden of navigating steps at each door.
At least twice a year, our technical staff meets with vehicle manufacturers to review and
discuss the latest technological advancements, including potential ADA functional
enhancements. As a result of these meetings and technical evaluations, our vehicle
specifications and vehicle requirements are modified to reflect the current applications.
Engage current MTA Sentice Sector Councilmembers, specifically those that are
disabled patrons, to provide input and feedback on MTA's current and proposed
policies involving disabled patrons.
Patrons with disabilities on Service Sector Governance Councils are aware of the AAC
and generally have not participated in AAC discussions. Staff will continue to inform the
individuals of the AAC activities and will continue to invite the Governance Council
members' participation with discussions of policies and procedures for MTA's programs.
NEXT STEPS

The CEO has appointed a standing ADA Committee comprised of representatives from
key departments for regular meetings to discuss and resolve accessibility issues and
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improvements, and to better coordinate information. This will bring together all units
that are involved in ensuring that our disabled passengers receive the service to which
they are entitled and that we must provide. The ADA Committee will also aid in better
quality oversight and in identifying new ways to improve our service.
In addition, since MTA has been the subject of media investigations regarding ADA
service, the FTA has indicated that they will put MTA1srequest for a compliance review
on an expedited track. It generally takes about eight months from the date of request
because the reviews are contracted out to a neutral party. The FTA will insert MTA into
the queue before other agencies. They have projected that the compliance review
could begin early next year.
Staff will report back to the Board on new actions being taken and on evaluation of the
AAC1sprogram recommendations.

ATTACHMENT
A. Accessibility Committee Recommendations
Prepared by:

Chip Hazen, ADA Compliance Officer
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Carolyn ~ l o & e r s
chief-operations Officer

Ehief Administrative Services Officer

Arthur T. Leahy
Chief Executive Officer
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ATTACHMENT A

PRIORITY
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3.3

3.4
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3.7
3.8
3.9
3.10
3.1 1
3.12
3.13
3.14

ACCESSIBILITY COMMITTEE
RECOMMENDATIONS

Make fare gates accessible to riders without the use
of their arms or hands
Create an ADA quality control unit
Develop a common symbol for identification of MTA
bus stops
Require that all signs comply with accessibility
requirements, make all passenger information
signage conform to accessibility requirements
Install platform barricades for rail car gaps at all Red
and Purple Line Stations
Develop audio announcements at rail stations and
busway stops indicating the direction that the arriving
train or bus is traveling
Install directional tiles to assist riders with vision
impairments to the platform
Install signs at all light rail stations that inform the
rider with a vision impairment which track goes to a
destination
Provide tactile and Braille maps of each station
Replace stolen station identification signs
Identify where riders with disabilities need to wait on
the rail platform for the accessible train car entrance
Audio signage of emergency telephones on each
level of the rail station
Develop an emergency alert system to use at
stations for riders who are deaf
A consistent location at all rail stations where
accessible information is to be located
Add emergency telephones towards the center of the
platforms
Install external speakers on Red and Purple Line
trains for announcements
Install station announcement system that informs
rider that trains are being single tracked and which
platform, or side of the platform, they need to use to
get to their destination
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Garner UTU support so that operators understand
that the UTU will not put up with operators who do
not provide services to MTA riders as required by the
MTA Operator's Handbook
Require labor unions to police their members by not
supporting members who blatantly disregard the civil
rights of riders
Change chargeable major infractions to two in six
months from four in six months
Make all emergency telephones accessible to
persons in wheelchairs at all Red and Purple Line
platforms in Segment One stations
Install pay phones on all rail platforms
Finish installation of AVA In Red and Purple Line
train cars
Add additional disabled seating on Blue Line trains
More overall parkina for all riders
Conduct a study to determine the accessibility of all
MTA Bus Stops including a minimum of one block
from the stop in any direction
All new bus stops shall be in compliance with APTA,
ADA, ADAAG, and state accessibility requirements
Implement procedure to use external bus speakers
to inform riders that their bus has arrived at stops
served by multiple bus lines
Change AVA so that Operators cannot turn the
volume below the ambient bus noise level
MTA should work with all municipal agencies to
install benches and bus shelters at all bus stops
Additional Bus Operator sensitivity training
Develop a public education program on how to use
public transit services
Provide additional training to Customer Relations
Staff on how to work with people with disabilities
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