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SUBJECT: ACCESS SERVICES - QUARTERLY UPDATE

ACTION: RECEIVE AND FILE

RECOMMENDATION

RECEIVE AND FILE status report on Access Services - ADA Paratransit.

ISSUE

This is a quarterly update on Access Services (Access).

BACKGROUND

Access is the Los Angeles County transit agency that provides paratransit services on behalf of
Metro and 45 other fixed route operators, as mandated by the Americans with Disabilities Act (ADA).
Eligibility for Access is based on a person’s ability to utilize accessible fixed-route buses and trains in
Los Angeles County; Access currently has 104,000 registered riders. Access’ paratransit service is a
next-day, shared-ride, curb-to-curb service with additional assistance available to qualified
individuals. The service is operated by six contractors in the following regions: Eastern, Southern,
West Central, Northern, Santa Clarita, and Antelope Valley. Access provides service to customers
traveling between locations within 3/4 of a mile of local bus routes and rail lines. Customers call
Access service providers directly to make trip reservations or can book trips online.

DISCUSSION

Service Restoration

· Qualified drivers/key personnel: Labor shortages continue to ease due to increased wages
and social media marketing efforts, which have brought in 8 new hires in the last few months.
In December 2022, Access’ contractors added 87 new drivers (56 employee drivers, 23 taxi
drivers, and 8 drivers from SilverRide, a new Transportation Network Company (TNC) service
specializing in seniors’ trips. At the end of December 2022, Access had 1,493 certified drivers,
which was 81 drivers short of the target.

Metro Printed on 3/27/2023Page 1 of 4

powered by Legistar™

http://www.legistar.com/


File #: 2023-0098, File Type: Informational Report Agenda Number: 11.

· Continuing shortages of taxi subcontractor capacity: Access continues to face challenges
with taxicab shortages, with only 32 percent of Access’ trips currently being serviced by
taxicabs compared to 50 percent pre-pandemic. Access staff continues to engage with its
contractors and the taxicab industry to determine what additional incentives could be used to
attract additional taxi capacity. In addition, Access’ Board recently approved a pilot project to
allow Access’ contractors to use TNCs, like Uber, or non-Access certified taxis, for a small
portion of their daily trips. The proposed pilot concept would require riders to opt-in to the
program via the Access website and give their consent to receive trips on TNCs or non-
certified taxis. This pilot program will run for two years and be monitored every month.

· Continuing shortages of replacement vehicles: While supply chain issues continue to
delay the procurement of accessible paratransit vehicles, 13 vehicles will be delivered by mid-
March, with an additional 72 expected to be received by the end of the year. In addition,
Access is currently testing a Ford Transit van prototype as an additional procurement option.

FY23 Operational Performance

Through December 2022, Access provided 1.4 million passenger trips. This is about 81 percent of
the trips provided during the same pre-pandemic period in 2019.

Despite the challenges outlined above, particularly the shortage of taxicab operators, Access is
meeting or is close to meeting its service standards for the fiscal year. On-time performance, while
slightly below standard for the year, has improved over the prior year, and staff will be monitoring its
contractors to meet standards.

Attachment A has the  Key Performance Indicators (KPIs) established to ensure equitable service
levels are provided throughout all regions of Los Angeles County.  For more detailed information on
Access’ overall system statistics by service region, please see Access’ monthly Board Box report at
<http://accessla.org/about_us/publications.html>.

Other Operational Initiatives - Update

Electric Paratransit Vehicle Pilot Program: Access has identified the large Ram ProMaster as the
most suitable platform for conversion to an accessible electric vehicle. A prototype revenue
passenger vehicle has been shipped for quality/safety testing, and Access staff anticipates it should
be available to procure in June 2023.

Antelope Valley Operations and Maintenance Facility: One of the main goals of Access’ recently
adopted 2022-2026 Strategic Plan is the development of Access-owned or controlled paratransit
operations and maintenance facilities. In November, the Access Board approved the purchase of
land in Lancaster, CA for developing and constructing a paratransit operations and maintenance
facility.
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Other Community Initiatives - Update

Community Meeting: Access held a virtual community meeting on February 25 for its riders
countywide to provide an update on operations and information technology. The meeting included a
presentation about how to get involved with Access’ Community Advisory Committee, and staff was
present to answer riders’ questions about the service.

Parents with Disabilities (PWD) Program: Access’ PWD program hit a milestone in December
2022, recording its 10,000th trip since service began countywide. The PWD program was launched in
August 2021 at the start of the school year to assist Access customers - who are also parents - get
their children to and from school and related activities safely and on time.

FY23 Customer Survey: The digital survey was sent to all active Access customers in January 2023
and will be followed by telephone calls. The survey aims to gather more information about the
different transportation options available to people with disabilities in Los Angeles County and how
frequently they are used. The survey results will give Access better insight into customer
transportation needs, identify transportation gaps, and assist Access in planning for future ridership
demand.  Results will be available in the summer of FY23.

Working with Community Partners: Access continues to consult on a variety of issues with its
community and public agency partners, including its own Community Advisory Committee (CAC), the
Aging and Disability Transportation Network (ADTN), the Los Angeles City and County Commissions
on Disabilities (LACCOD), Rancho Los Amigos National Rehabilitation Center, and various Metro
departments. The CAC, for example, has formed several subcommittees, assisted by Access staff,
that are identifying improvements on how to educate riders about policies and procedures, as well as
providing recommendations on changes to Access’ policies.

EQUITY PLATFORM

By federal mandate, Access exclusively serves people with disabilities. Most recently, Access
analyzed its service area map to determine the percentage of riders served in Equity Focus
Communities (EFCs). From January 1, 2022, through December 31, 2022, about 46.7 percent of all
trips taken by 30,873 Access riders were picked up in EFCs. The previously mentioned FY23
customer survey will help Access better understand the transportation needs of its riders in EFCs and
how it can better serve them by identifying transportation gaps.

Access is also analyzing the equity impacts of the recent fixed-route service changes, mainly from
Metro’s NextGen plan, on its service area. The ADA mandates that paratransit services must be
provided up to ¾ of a mile from a fixed-route bus or rail line. Thus, paratransit service areas can
grow or shrink based on the fixed-route footprint. Staff will present the impacts of fixed-route
changes to its advisory committees and Board and determine next steps within the next few months.

On a semi-annual basis, Access conducts countywide community meetings to allow all customers
and stakeholders to receive information about Access and ask staff direct questions about their
service experience. Closed captioning, language translation services, braille, and large print
materials are available upon request to ensure that all customers throughout Los Angeles County can
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materials are available upon request to ensure that all customers throughout Los Angeles County can
participate.  The next community meeting is planned for February 25, 2023.

IMPLEMENTATION OF STRATEGIC PLAN GOALS

Goal 2: Deliver outstanding trip experiences for all users of the transportation system
Goal 3: Enhance communities and lives through mobility and access to opportunity

NEXT STEPS

Access is working on the following:

· Releasing a Request for Proposals (RFP) for its Eastern (San Gabriel Valley) service region

· Implementing Access’ Public Transportation Agency Safety Plan (PTASP), which will integrate
the FTA’s mandate of implementing Safety Management Systems within all transit operations

· Seeking grant funding for Access-owned operations and maintenance facilities and its electric
vehicle pilot project

· Developing the FY24 budget request

· Reporting on Community Meetings and Customer Survey results

Moving forward the quarterly updates will be provided on a semi-annual basis.

ATTACHMENT

Attachment A - Access Services Key Performance Indicators

Prepared by:   Fayma Ishaq, Accessibility Program Manager, 213-922-4925

  Giovanna Gogreve, Sr. Manager, Transportation Planning, 213-922-2835

Reviewed by:  Nalini Ahuja, Chief Financial Officer, 213-922-3088
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Attachment A 

 

Access Services Key Performance Indicators 

A comparison summary of the main KPIs is provided below: 
 

Key Performance Indicators Standard FY22 FY23 

YTD* 

On Time Performance ≥ 91% 89.8% 90.8% 

Excessively Late Trips ≤ 0.10% 0.14% 0.06% 

Excessively Long Trips ≤ 5.0% 3.6% 4% 

Missed Trips ≤ 0.75% 0.59% 0.48% 

Denials 0 6 2 

Access to Work On Time Performance ≥ 94% 95.8% 95.5% 

Average Hold Time (Reservations) ≤ 120 66 65 

Calls On Hold > 5 Min (Reservations) ≤ 5% 3.2% 2.5% 

Calls On Hold > 5 Min (ETA) ≤ 10% 2.8% 2.1% 

Complaints Per 1,000 Trips ≤ 4.0 3.2 3.1 

Preventable Incidents per 100,000 miles ≤ 0.25 0.20 0.22 

Preventable Collisions per 100,000 miles ≤ 0.75 0.74 0.82 

Miles Between Road Calls ≥ 25,000 58,746 54,507 

*Statistical data through December 31, 2022 
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Recovering from the COVID-19 Pandemic

• Staff shortages improving compared to FY22

• Nearly 1,500 drivers in system

• 81 drivers needed

• Taxi subcontractor usage at 32% vs normal 50%

• Working with taxi industry and TNCs

• Fleet replacement schedule still impacted due to 

global supply chain issues

• 85 vehicle deliveries expected

• Looking at Ford Transit option

2



Key Performance Goals
Key Performance Indicators Standard FY22 FY23

YTD*

On Time Performance ≥ 91% 89.8% 90.8%

Excessively Late Trips ≤ 0.10% 0.14% 0.06%

Excessively Long Trips ≤ 5.0% 3.6% 4.0%

Missed Trips ≤ 0.75% 0.59% 0.48%

Denials 0 6 2

Access to Work On Time Performance ≥ 94% 95.8% 95.5%

Average Hold Time (Reservations) ≤ 120 66 65

Calls On Hold > 5 Min (Reservations) ≤ 5% 3.2% 2.5%

Calls On Hold > 5 Min (ETA) ≤ 10% 2.8% 2.1%

Complaints Per 1,000 Trips ≤ 4.0 3.2 3.1

Preventable Incidents per 100,000 miles ≤ 0.25 0.20 0.22

Preventable Collisions per 100,000 miles ≤ 0.75 0.74 0.82

Miles Between Road Calls ≥ 25,000 58,746 54,507
* Statistical data through December 2022 3



Operational Initiatives

• Electric Paratransit Vehicles

• Large Ram ProMaster has been tentatively 
selected

• Antelope Valley Operations and 
Maintenance Facility

• Strategic Plan goal of developing Access-
owned or controlled paratransit operations 
and maintenance facilities for Access’ service 
regions
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Working with the Community

• Community Meeting

• Virtual meeting on February 25

• Customer Survey

• In process to review different transportation 
mode options to identify needs, gaps, and 
future planning

• Parents with Disabilities Program Update

• Hit a milestone in December 2022 recording 
its 10,000th trip since service started 
countywide in August of 2021
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Agency Update/Next Steps

> Releasing Request for Proposals (RFP) for Eastern (San Gabriel Valley) service 

region

> Implementing Access’ Public Transportation Agency Safety Plan (PTASP) which 

will integrate the FTA’s mandate of implementing Safety Management Systems 

within all transit operations

> Seeking grant funding for Access-owned operations and maintenance facilities 

and its electric vehicle pilot project

> Developing the FY24 budget request 

> Reporting on Community Meeting and Customer Survey results 
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Q & A
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