
MINUTES 
Special Paratransit Service Policy 

Committee Meeting 
Alameda-Contra Costa Transit District 

2"' Floor Board Room 
1600 Franklin Street 
Oakland, California 

Wednesday, May 13, 2009 
1:30 p.m. 

Paratranslt Service Policy Committee Members: 
Director Joe Wallace, Chairman 
Director Jeff Davis 
Director H. E. Christian Peeples, Vice President 

The meeting was called to order at 1 :44 p.m. with Chairman Wallace presiding. 

Committee Members Present: Director Davis, Vice President Peeples, Director 
Wallace, Committee Chair. 

Committee Members Absent: None. 

Also Present: General Manager Rick Fernandez, Deputy General Manager for Service 
Development Nancy Skowbo and District Secretary Linda Nemeroff. 

Public Comment 
There was no public comment offered. 

INFORMATION ITEM(Sl (Consent Calendar) 
[Items listed under the Consent Calendar are considered to be routine and may be enacted by one 
motion/one vote. If discussion is desired, an item may be removed from the Consent Calendar and will be 
considered individually.] 

1. Consider approving Paratransit Committee minutes of September 24, 2008. 

MOTION: DAVIS/WALLACE to approve the minutes and forward to the Board of 
Directors recommending receipt; Vice President Peeples- abstained (2-0-1). 

BRIEFING ITEM(Sl/ACTION ITEM(S): 

2. Consider receiving report on paratransit demographic projections (Requested by 
Director Kaplan) (GM Memo No. 09-088). 

Deputy General Manager for Service Development Nancy Skowbo presented the 
staff report. Vice President Peeples raised concern regarding the ability to plan 
appropriately from both a funding and resource standpoint for the large number of 
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baby boomers expected to turn 65 in 2010 and the impact on the 10-year projections 
and service. In addition, he further recommended that more thought be given to this 
situation due to the challenges associated with placing this particular generation of 
people on fixed route especially when they are more accustomed to using cars. 

He also inquired about the hiring status of the Rider Care Specialist position and the 
purpose of the In-Person Assessments. Ms. Skowbo responded that the Rider Care 
Specialist would likely work for the consortium and clarified that the purpose of the 
In-Person Assessments was to determine eligibility for paratransit. 

Director Davis raised the issue of demand response transit and inquired if this type 
of advanced technology could be used for paratransit to which Ms. Skowbo replied 
that while the technology is evolving, it requires staff time and resources to maintain 
it. Director Wallace inquired as to why the study was limited in West Contra Costa 
County. Ms. Skowbo responded that full implementation would be achieved by the 
end of 2009 and eventually include the entire service area for East Bay Paratransit. 

MOTION: PEEPLES/DAVIS to forward to the Board of Directors recommending 
receipt (3). 

3. Consider receiVIng report on the East Bay Paratransit (EBP) 2009 Customer 
Satisfaction Survey Management Report (GM Memo No. 09-090). 

Deputy General Manager for Service Development Nancy Skowbo presented the 
survey results noting that overall satisfaction of paratransit service was high. With 
regard to a statement in the report that 66% of AC Transit customers said they were 
picked up on time, Vice President Peeples inquired whether this meant that only 
66% of customers were picked up during the window or if this is a subjective 
statement by the rider that they were not picked up on time. Ms. Skowbo responded 
that this question would need to be addressed by the Accessible Service Manager; 
however, it appeared to be a subjective statement. Director Davis commented that 
he was impressed with the programs level of satisfaction. 

MOTION: PEEPLES/DAVIS to forward to the Board of Directors recommending 
receipt (3). 

Agenda Planning 
There were no new items added to Agenda Planning. 

Pending Not Scheduled 
• Report on the timeline of policy initiatives by the Federal Government for wheelchair 

securement standardization (Requested by President PeeplesNice President Kaplan 
- 6/18/08). 

Board/Staff Comments (Government Code Section 54954.2) 
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Adjournment 
There being no further business to come before the Special Paratransit Service Policy 
Committee, the meeting was adjourned at 2:06 p.m. 

Respectfully submitted, 

Qd:~O?J~ 
District Secretary 
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MINUTES 
Special Rider Complaint Process 

Committee Meeting 
Alameda-Contra Costa Transit District 

2"' Floor Board Room 
1600 Franklin Street 
Oakland, California 

Wednesday, July 29, 2009 
4:30p.m. 

Rider Complaint Committee Members: 
Director Elsa Ortiz, Chair 
Director Greg Harper 
Director Joel Youn 

The meeting was called to order at 4:43p.m. with Committee Chair Ortiz presiding. 

Committee Members Present: Director Harper, Director Young and Director Ortiz, 
Committee Chair 

Committee Members Absent: None. 

Also Present: General Manager Rick Fernandez, General Counsel Ken Scheidig, 
Deputy General Manager Jim Gleich and District Secretary Linda Nemeroff. 

Public Comment 
There was no public comment offered. 

INFORMATION ITEM(S) (Consent Calendar): 
llems listed under the Consent Calendar are considered to be routine and may be enacted by one 
motion/one vote. If discussion is desired, an item may be removed from the Consent Calendar and will be 
considered individually. 

1. Consider approving Rider Complaint Committee minutes of September 10, 2008. 

Consensus to forward the minutes to the full Board for approval as a result of the 
committee reorganization that took place on March 26, 2009. 

BRIEFING ITEM(SI/ACTION ITEM(S}: 

2. Consider receiving report on the new organizational structure pertaining to the 
Customer Relations Department (Requested by Directors Harper/Ortiz- 6/8/09) (GM 
Memo No. 09-168). 

Customer Services Manager Ken Rhodes presented the staff report. 
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Director Harper inquired about the rationale in the past that Customer Relations could 
not be moved under the Operations Department due to union issues. Staff advised 
that this was a non-issue due to the fact that there were no changes in employee 
representation status as a result of the reorganization. 

MOTION: YOUNG/HARPER to forward to the Board of Directors recommending 
receipt (3). 

3. Consider receiving overview of the customer feedback process (Requested by 
Director Harper-6/8/09) (GM Memo No. 09-169). 

Customer Services Manager Ken Rhodes presented the staff report. 

Director Harper noted that it would a more efficient and cost effective to only address 
complaints via the website. Chief Transportation Officer Kathleen Kelly reported that 
there was an opportunity with the new phone system to provide useful information to 
customers (including a reference to the website) while holding on the phone to speak 
to a customer services representative. 

Director Ortiz inquired as to how quickly customers receive a call back when leaving 
a voicemail after hours to which Mr. Rhodes advised that customers are contacted 
when the office re-opens the next business day. Director Ortiz further inquired as to 
whether or not a response is sent to every customer. Mr. Rhodes reported that 
customers who emailed the department can check a box if they want a response and 
that customers spoken with on the phone are asked if they want a response. He 
reported that he would verify and report back whether customers who mailed a letter 
automatically received a response or if one was only provided if it was requested. 
Director Ortiz commented that if someone writes a letter, a response should be 
provided whether one was requested or not. 

Director Ortiz further inquired whether customer services used a monitoring system to 
ensure that departments followed up on complaints and asked what the deadline was 
to respond. Mr. Rhodes advised that department managers received email 
reminders daily of open complaints in addition to having access to information that is 
provided via the web. Ms. Kelly added that while there was not a deadline for 
departments to respond to complaints, response times varied by department. For 
example, complaints referred to the Planning Department often took longer to 
respond to due to the amount of research required on planning issues while 
complaints to operations normally were resolved more quickly. 

MOTION: HARPER/YOUNG to forward to the Board of Directors recommending 
receipt (3). 

Agenda Planning 
There were no new items added to Agenda Planning. 
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Board/Staff Comments (Government Code Section 54954.2) 

Adjournment 
There being no further business to come before the Rider Complaint Process 
Committee, the meeting adjourned at 5:11 p.m. 

AC Transit District 
Rider Complaint Process Committee 

Respectfully submitted, 

ex~~ 
Linda A. Nemeroff 
District Secretary 
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