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METROACCESS COMPLAINT RESOLUTION REPORT – July 2017 
 
Accessibility Advisory Committee Public Comment:  July 10 2017 
 
Customer #1  
 
Comment/Complaint: The patron stated the June meeting minutes included 
questions about the status of Abilities-Ride, but the meetings did not include the 
answers to the questions. The patron stated the minutes also said there would be 
an update on Abilities-Ride at the September meeting, but the update was 
supposed to occur several months before then. The patron suggested a 
procurement advisory committee be formed.   
 
Resolution: Mr. Christian Kent, Assistant General Manager, Access Services, 
stated the projected date of update was an estimate and was subject to change. 
Mr. Kent stated the Procurement Office did not want to rush into any decisions, 
and accuracy was more important than speed.  
 
MetroAccess Subcommittee Public Comment:  July 17, 2017 
 
Customer #1 
 
Comment/Complaint: The customer stated other drivers were disrespectful of 
MetroAccess vehicles on the road. Other drivers cut off MetroAccess vehicles 
and do not pay attention. The customer stated the police were not doing anything 
to hold other drivers accountable. The customer suggested more Metrorail 
stations have designated MetroAccess stops. 
 
Resolution: The customer was thanked for her comment. Mr. Paul Semelfort, 
AAC MetroAccess Subcommittee Chair, stated most Metrorail stations have 
designated MetroAccess stops. Ms. Allison Anderson, Operations Manager, 
MetroAccess, stated staff could share information about the designated 
MetroAccess stops at the stations where the customer travels.  
 
Customer #2 
 
Comment/Complaint:  The customer stated she has been using MetroAccess 
consistently for many years, and last month’s service was very good.    
 
Resolution: The customer was thanked for her comment.   
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Customer #3 
 
Comment/Complaint: The customer stated she had experienced a lot of late 
arrivals over the past month. She suggested road supervisors be sent to 
additional locations, specifically Georgetown University Hospital. The customer 
reported MetroAccess vehicles were blocked by other vehicles at Georgetown 
Hospital. There are designated locations for MetroAccess vehicles to park, but 
hospital staff encourage operators to park at other locations. The customer 
stated Ms. Carolyn Bellamy, AAC member, brought up a question about 
deceased customers’ EZ Pay balances. She hoped that this has been taken care 
of. The customer stated she provided suggestions to improve the service, 
specifically recommending operators be able to call the customers directly upon 
arrival.  
 
Resolution: Ms. Anderson thanked the customer for her suggestion about 
sending additional road supervisors to Georgetown University Hospital.  Ms. 
Anderson stated staff would look into the matter. Ms. Anderson communicated 
there were safety concerns about operators contacting customers directly, but 
pledged staff would pursue ways to improve customer communication. The 
customer’s trips were reviewed and analyzed by MTM Quality Assurance staff, 
and the findings were shared with the OCC Contractor (MV Transportation) for 
review and correction. MV will monitor the customer’s trips more closely moving 
forward. Ms. Jennifer Weber, MTM Quality Assurance, left a voicemail for the 
customer on July 20, 2017.  
 
Customer #4 
 
Comment/Complaint: The customer stated she was a social worker in 
Washington, DC until seven years ago when she became a person with a 
disability. She encouraged MetroAccess to use sensitivity training to teach staff 
how to best assist customers with functional disabilities. The customer stated 
MetroAccess should use customer feedback to conduct MetroAccess service 
analysis. She reported her trips home from Rockville, MD were typically three 
hours. The customer believes individuals should not be on the vehicles for so 
long. The customer reported an encounter with a confrontational employee upon 
arrival to the meeting.  She had to request a road supervisor to assist with the 
situation.  
 
Resolution: Mr. Don Scruggs, Assistant Director, MetroAccess, stated staff 
currently received sensitivity training, however, MetroAccess is taking steps to 
enhance the training. Mr. Scruggs stated data analysis is conducted regularly to 
drive improvement. Ms. Anderson apologized for the customer’s experience 
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before the meeting and stated an investigation would be conducted. Ms. 
Anderson also stated the customer’s travel times would be reviewed. The 
customer’s trips were reviewed and analyzed by MTM Quality Assurance staff, 
and the findings were shared with MV Transportation for review and corrective 
action. MV will monitor the customer’s trips more closely moving forward. The 
employee who spoke with the customer before the meeting was identified, and 
the findings were shared with their management to take appropriate action. Ms. 
Weber spoke with the customer on July 20, 2017. 
 
Customer #5 
 
Comment/Complaint: The AAC member reported most of her trips were good, 
but on July 13, 2017, her ride arrived very late. She called Where’s My Ride 
(WMR) several times and was told the vehicle would arrive in 10 or 15 minutes. 
The AAC member stated it was very hot while she waited outside.   
 
Resolution: An investigation was performed; the scheduling of the trip itinerary 
did not allow the operator enough time to arrive within the AAC member’s trip 
window. The investigation findings were shared with MV Transportation for 
review and corrective action. Ms. Weber spoke with the AAC member on July 20, 
2017.  


