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SPECIAL JOINT MEETING OF THE BOARD OF DIRECTORS AND THE
ACCESSIBILITY ADVISORY COMMITTEE

President Elsa Ortiz and Vice Chair Barbara Williams Presiding
Wednesdav, July 11, 2018 at 1:00 p.m

ACTION
SUMMARY

The Alameda-Contra Costa Transit District Board of
Directors held a special joint meeting with the Accessibility
Advisory Committee on Wednesday, July 11, 2018.
President Ortiz turned the gavel over to Director Peeples to
co-chair the meeting with Vice Chair Williams. The meeting
was called to order at 1:01 p.m.

l INTRODUCTIONS/ROLLCALL

AC Transit Board Members Present: Greg Harper, Mark
Williams, H. E. Christian Peeples, Joe Wallace(arrived at 1:15
p.m.), Elsa Ortiz

AC Transit Board Members Absent: Jeff Davis, JoeIYoung

Accessibility Advisory Committee Members Present: Janet
Abelson, Erika Bruhns, Chonita Chew, Mary Coutts, James
Robson, Hale Zukas, Barbara Williams.

Accessibility Advisory Committee Members Absent: Jim
Gonsalves, Pamela Fadem Don Queen, Will Scott, Shirley
Cressey, Tanya Washington, Maureen Gilhooly.

Also Present:

- General Manager Michael Hursh
- General Counsel Denise Standridge
- District Secretary Linda Nemeroff
- Chief Operating Officer Salvador Llamas

- Executive Director of Safety, Security and Training Steve
Keller

- Executive Director of Planning and Engineering Rama
Pochiraju

- Executive Director of External Aff airs, Marketing and
Communications Beverly Greene

- Accessible Services Manager Mallory Brush
- Accessible Services Specialist Kimberly Ridgeway
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Director of Service Development and Planning Robert del
Rosario

Manager of Service Planning Michael Eshleman
Secretary to the AAC Tammy Kyllo

2 PUBLIC COMMENT

- Randall Glock thanked Kim Ridgeway and staff for their
work with the City of Hayward to make Line 99 on Mission
Boulevard near Corrine Street more accessible to
individuals in wheel chairs due to the construction in the
area. He added that he would like to see bus shelters
installed along the route. He had also applied to be on the
AAC in the past. [Director Peeples advised the speaker
that bus shelters and other street furniture were the
responsibility of the under]ying jurisdiction.]

- Roland Wong addressed the joint body concerning the
replacement of the sidewalk on the Mission Boulevard,
noting that the asphalt was working well. Kim Ridgeway
was also thanked for helping to make the buses more
accessible for individuals in wheel chairs and for the

general public during construction. The City of Hayward
was thanked for helping to make quick changes in the
interim while the project was underway.

- Sheila Gunn Cushman addressed the joint body
concerning what she believed was a system-wide problem
with automated announcements on buses, saying that
they did not work most of the time. The new
announcement was nicer and it was requested that it be
implemented quickly. Complaints were made about the
lack of Braille on bus stops, bus bunching on Fruitvale
Avenue, and AC Go service changes in Castro Valley.

- Hale Zukas felt it was discriminatory to have padded,
fabric seats on Transbay buses, which were mainly used
by mostly Caucasian higher income riders, while the local
buses that served lower income riders did not have a
fabric seat.

3. DISCUSSION ITEMS

3A. AAC/Operators Training.(Verbal) INFORMATION
ONLY
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Accessible Services Specialist Kim Ridgeway reported that in
the past, AAC members visited the Training and Education
Center every six weeks to meet with new bus operators and
that the program had been extended to veteran operators
on the third Thursday of the month. Ms. Ridgeway also
shared feedback from the operators and advised that the
next training session would occur on August 16th

Member Abelson commented that the training was
beneficial to both AAC members and bus operators because
it allowed them to establish relationships, which would
possibly impact how passengers were treated in the future.

The item was presented for information only

3B.I Improvements and Advancements in Wheelchair INFORMATION

Technology and Impact on Bus Service.(Verbal) ONLY

[lnformation was provided at the meeting on the District's
Wheelchair Marking and Tether Strap Program and a
brochure on Wheelchair Securement was distributed.]

Director Harper wanted to discuss advancements in
wheelchair technology and anything the District should be
made aware of as new buses are ordered. He also wanted

feedback from the Committee with respect to the number of
carts and strollers on buses, and how we can accommodate
them better without impacting people with disabilities. He
felt the issue of policing carts could be discussed at another
meeting

Accessible Services Manager Mallory Brush reported that
wheelchair securements had evolved from clamps (used for
manual wheelchairs) to a system on reels with a hook that
with the installation of a tether strap could be used on a
wide variety of modern wheelchairs, scooters, and power
chairs. She added that over the last severalyears, the District
has advocated, and continues to advocate, for all state and
federal agencies that issue durable medical equipment to
dispense equipment that could travel on fixed route transit
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buses. She concluded by saying that the District had
developed its own Wheelchair Marking and Tether Strap
Program in 2002, which had been shared with transit
properties all over the country. Staff had provided training
to operators at other transit agencies as well. She was
followed by Accessible Services Specialist Kimberly Ridgeway
who presented an overview of the Wheelchair Marking and
Tether Strap Program.

Director Harper asked if the wheels on a motorized
wheelchair would turn if the motor was off. Member
Abelson advised that the wheels would slide if not secured

properly.

Ms. Brush advised that it was the District's responsibility to
secure the mobility device within the bus, but it was the
individual's responsibility to secure themselves to the
mobility device with a lap belt.

Member Zukas commented that if a bus was going downhill,
the wheelchair was more likely to slide if the securements
were not properly affixed.

Public Comment:

Roland Wong commented that his power chair was equipped
with D-rings and the operators really liked them because it
made it easier to secure the chair. He added that it was

important to secure the chair because it was heavy and could
easily hurt other passengers if not secured.

The item was presented for information only.
3C. IDisability Awareness Etiquette Pamphlet.(Attachment) MATTER TO BE

AGENDIZED
FOR NEXT AAC

MEETINGExecutive Director of Legislative Aff airs, Marketing and
Communications Beverly Greene gave an overview of the
brochure produced by the District for a diversity event,
which focused on how people should interact with people
with disabilities. She added that the brochure could be
replicated for placement on buses and requested feedback
from the Committee and Board. The information would also
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be translated into Spanish and Chinese

Member Zukas advised that he did not agree with the bullet
point concerning individuals with speech impairments.

Public Comment:

Sheila Gunn Cushman commented that everyone was
different, noting that some people with speech disabilities
did not want people to complete sentences for them. She
felt that people should ask, listen and follow instructions,
and that people should be asked to speak slowly. She
suggested that feedback be gathered from people with
hearing impairments or who are deaf.

The item is to be agendized for the September AAC meeting
for further review and discussion.

3D.I AAC Priorities and Board Expectations and Goals for the
AAC. (Attachment)

MA'ITER TO BE
AGENDIZED

FORNEXTAAC
MEETING

Vice Chair Williams gave an overview of the AAC's goals and
priorities.

Accessible Services Manager Mallory Brush commented that
the AAC reviewed its priorities every year and shared them
with the Board. She added that the customer service priority
was new because Committee Member Chew had raised
concerns with the level of customer service provided by the
District. She further advised the group that the Board had
recently awarded a new contract to American Customer Care
to continue providing call center services. Ms. Brush added
that the AAC wanted to have key performanceindicators for
American Customer Care, wanted to inspect the training
modules used, and contribute to the training of customer
service staff to improve the interaction with customers both
in person and overthe phone.

Member Chew discussed the issue of customer service
saying that even though it had somewhat improved lately,
she had experienced issues in the past in getting a hold of
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someone and having her calls returned. She further advised
that knowledge about Clipper and other programs were also
a concern that needed to be addressed.

Director Peeples attempted to ascertain whether the
problem experienced by Member Chew was with AC
Transit's Customer Service Office, the call center or with RTC
customer service for which the District was not responsible
He suggested that the issue be agendized for a discussion at
a future AAC meeting and that the Executive Director of
External Affairs, Marketing and Communications, to which
customer service reports, attend the meeting

President Ortiz requested that experiences with customer
service be communicated to staff so they can follow up. She
added that it would have been good for the Board to know
about the problem with the call center before the contract
came befo re the Board.

Executive Director of External Aff airs Marketing and
Communications Beverly Greene agreed that the issue be
discussed in further detail at the September AAC meeting
She added that a new Customer Service Manager had been
hired and would be suggesting improvements to both the
callcenter and ticket office. She encouraged members of the
Committee to call her if there was an issue.

Member Zukas asked how much money the District saved by
outsourcing. Director Peeples advised that it saved
approximately $2 million a year and the quality was much
better.

Public Comment:
- Sheila Gunn-Cushman commented that it was difficult for

people with a visualdisabilityto read a name badge. She
also did not feel AC Transit should have a customer
service center located outside of California and was not I
aware that the contract had been renewed. She added
that she too experienced poor customer service with the
RTC Program and also stated that it was not possible to
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reach a live person at AC Transit anymore. She further
commented that the blame game did not accomplish
anything
RandalIGlock advised that RTC is a nightmare and asked if
AC Transit had an RTC/Clipper person on staff.

B

The item was presented for information only. Further
discussion of customer service issues is to be discussed at the
Committee's next meeting

4 BOARD/COMM I'nEE/STAFF COM MENTS

Vice President Wallace commented that the yellow seats on
the new BART trains were reserved for seniors and people
with disabilities and other riders should be respectfulof this.
He also felt that wheelchairs had priority over carts and
strollers. He also felt the District should better educate riders
aboutthis.

Director Peeples commented on the District's response to
concerns raised by AAC in the past which led to a redesign of
the Gillig buses by providing for a wider isle and flip up seats
behind the modesty barrier.

Director Harper commented on the issue of technology,
saying that he would like to hear from the Committee about

apps or new technology the District should be exploring that
might benefit riders.

5 ADJOURNMENT

There being no further business to come before the Board of

Directors and the Accessibility Advisory Committee, the joint
meeting adjourned at 2:04 p.m.

Respectfully submitted,

Linda A. Nemeroff

District Secreta ry
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