
 
Accessibility Advisory Committee 

 

300 7th Street, SW 
Washington, DC 20024 

BUS/RAIL SUBCOMMITTEE VIRTUAL MEETING MINUTES: February 13, 2023 
 
In attendance: Tino Calabia (Chair), Steve Kaffen (Vice-Chair), Vanessa Coles, Rico 
Dancy, Tajuan Farmer, Debby Fisher, Marcie Goldstein, Thomas Mangrum, Phillippa 
Mezile, Sandra Neuzil, Phil Posner, Doris Ray, Denise Rush, Patrick Sheehan, and Kelley 
Simoneaux. 
  
Call to Order 
Anu Sharma, AAC Coordinator, took roll call, read the Meeting Agenda, and provided 
some helpful information, thereafter, Chair Calabia moved the meeting forward.   
 
Review and Approval of BRS Agenda and Minutes: 
The BRS approved February 13, 2023, Meeting Agenda as presented. 
The January 9, 2023, Meeting Minutes were approved as presented. 
 
WMATA’s Customer Service: 
Darbi Dickerson, Director, Customer Service, provided an overview about some changes 
to the process for responding to customer inquiries. Ms. Dickerson stated customer 
feedback can be received via phone calls, web forms, and/or emails. The feedback is 
entered in the Customer Relations Management (CRM) that creates case numbers, which 
gets routed to agents. With the new upgrade, the cases are automatically routed to 
divisions. If it is a known complaint, a message is sent to customer, the complaint is sent 
to division for information, and the complaint gets closed within 24 hours. Some cases 
require research therefore those complaints will be sent to the respective divisions 
informing a follow up is required, and then the cases will be closed in five business days. 
Ms. Dickerson stated a standard response is sent to all customers who correspond via 
email and/or web form. She shared information about the timeline and metrics about 
customer response time and cases being resolved. 
 
Ms. Coles asked about MetroAccess dispatch and reservations concerns. Ms. Dickerson 
stated her department assists with MetroAccess concerns during the business hours, 
however, dispatch and reservations offices are not under her department. 
 
Chair Calabia asked about the kinds of complaints received from the Ombudsman. Ms. 
Dickerson stated those would be ADA related that needed immediate assistance. Carol 
Peredo Lopez, Director, ADAP, further clarified that the issues received by ADAP are 
handled by the ground up, we go to the roots of the problem and we address them with 
the collaboration of the respective division. Barbara Milleville, Ombudsman, further stated 
we contact all the departments as needed, to resolve the issues.  
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Vice-Chair Kaffen asked if a customer always receives a response. Ms. Dickerson stated 
a customer would always receive a standard response, whereas a detailed response is 
not always provided. Vice-Chair Kaffen stated a standard response that is received within 
a minute stating the concern was received, is an acknowledgement. Vice-Chair Kaffen 
stated other riders have informed him that responses to their complaints are not provided. 
He emphasized on the importance of customers receiving responses. Ms. Dickerson stated 
she would review the matter further and thanked him for the feedback. 
 
Ms. Simoneaux asked about the record keeping threshold of customer concerns, and if 
WMATA ensures a record of customer concerns and available for any inquiry. Ms. 
Dickerson stated the CRM is a record keeping system for all modes of concerns and are 
kept on records for five years. The top concerns received are reviewed quarterly for 
service improvements. Ms. Simoneaux further asked about concerns received by ADAP. 
Ms. Sharma informed that all customer correspondence received by ADAP is recorded, 
and the review/investigation process is handled directly through ADAP. 
 
Mr. Mangrum shared a concern about MetroAccess service. Ms. Rush advised him to bring 
it up at the MetroAccess Subcommittee (MAS) Meeting. 
 
Second Vice-Chair Neuzil asked if a customer would receive a specific response informing 
about an issue that is reported with details of the incident. Ms. Dickerson stated unless it 
has been a known issue, we would not be able to respond to that effect due to the high 
number of correspondence, however, it would be sent to the Division and a generic 
response would be provided to the customer. If the Division provides information about 
any specific route or service issue, we will be able to share that with the customer. 
 
Ms. Fisher referenced an article about New York subway related to safety of women, 
particularly with disabilities, and asked if WMATA tracks that on rail and bus services. Ms. 
Dickerson stated those concerns are reported to Metro’s Safety Department. Chair Calabia 
referenced an article and stated crimes with persons with disabilities is higher than crimes 
in general. He recommended to have a discussion at a future meeting. Ms. Peredo Lopez 
shared helpful information about emergency call buttons, how to seek help on a Metrorail 
and Metro stations, and about the emergency respondents. Ms. Peredo Lopez also 
recommended to ride the first railcar. Ms. Dickerson stated Metro Police Officers’ presence 
throughout the system has increased and shared contact information of Metro Transit 
Police Department (MTPD): 202-962-2121, or via text at MYMTPD. Dr. Posner 
emphasized on the importance of good instructions for emergency call buttons in various 
rail cars. Chair Calabia emphasized on sharing information with the 8000 series team(s). 
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Budget-Hearing Talking-Points: 
Mr. Sheehan stated the most critical talking point for Budget Hearings is the consistent, 
simplified MetroAccess fare and equity. Mr. Sheehan stated we need to focus on it and 
indicate to the Board as to why there are inconsistent MetroAccess fares. We have asked 
for an impact study for fixed fare, how much would that cost the system? The current 
fixed fares on certain hours of the day and week may not have an adverse impact on the 
system. Mr. Sheehan stated we have talked about the Better Bus Network, particularly 
improved service in the Prince George’s County is needed. Per the docket, there are only 
certain things that are being addressed. During the three minutes long testimony, 
members must be focused. If we talk about things that are not on the docket, those are 
not going to be addressed. 
 
Dr. Posner stated we would have only three minutes, that is why it is important to stay 
focused and share a personal story. He further stated it is important to say what you 
would like and share a personal experience. Dr. Posner shared information about the flat, 
fixed fares on STAR, Arlington County paratransit service. Chair Calabia stated three 
minutes are for in-person hearing, however, written surveys do not have that limitation. 
 
Second Vice-Chair Neuzil addressed fare issue for MetroAccess ride and stated if she 
needed a paratransit van, she would be paying $6.50 for many of the rides. However, by 
default due to her having some of the vision with no mobility issues, she gets Abilities 
Ride for free. Ms. Neuzil stated is it not time for Abilities Ride customers to chip in for 
MetroAccess. Dr. Posner stated Metro bus and rail rides are free for MetroAccess 
customers. That also save funds for WMATA, hence, is a win-win situation for all. Free 
rides on Metrobus and Metrorail for MetroAccess customers have been in existence for 
eight years. Financially, it is good for WMATA and freedom wise, it is great for 
MetroAccess customers. 
 
Christiaan Blake, Managing Director, Access Services, corrected that free rides on 
Metrobus and Metrorail for MetroAccess customers has not been there for eight years, it 
has been in existence for about 28 years. Mr. Blake further corrected that Second Vice-
Chair Neuzil is not defaulted for Abilities-Ride. She is getting those trips as she has opted 
for Abilities Ride. Providing an example that those trips are not guaranteed, Mr. Blake 
stated he received a high number of customers calls on Thanksgiving Day, when they did 
not receive Uber for their rides. Having free rides on Abilities-Ride is not an entitlement 
nor a guarantee, and in fact can go away one day completely, or as we continue to sign 
up more and more customers, and the need to move a fewer trips, the likely hood that 
you are going to receive Uber for all your trips, may diminish. The fare is free right now 
because it is in the pilot phase, we are encouraging customers to focus on the service 
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and give us their feedback as opposed to collect a marginal fare. Mr. Blake stated he 
would be opposed to any notion for adding a fare on Abilities Ride. That decision would 
be made by the management at an appropriate time as many customers enjoy the free 
rides on Abilities Ride.  
 
Mr. Sheehan concurred with Mr. Blake about many customers appreciating the free rides 
on Abilities Ride and asked about the number of customers using Abilities Ride. Mr. Blake 
stated we have over 1200 using Uber, another 700 to 1000 who signed up to use taxi. 
Mr. Blake added that soon, another name may be added to the pool of Abilities-Ride 
providers, then we may review to charge a nominal fare. Mr. Sheehan stated MetroAccess 
may cost about $60 per trip. Mr. Blake stated the cost per MetroAccess trip is around $60 
and Abilities Ride is providing tremendous freedom to the disability community. Mr. 
Sheehan stated we had Abilities Ride program before and at that time it was the same 
day service. The free program on Metrobus and Metrorail has been in existence for over 
25 years, and that is a win-win situation for Metro and the disability community. Dr. 
Posner stated it had been conditionally eligible which changed later.  
 
Chair Calabia stated one of the talking points was about bus shelters. Mr. Sheehan stated 
he would like the subcommittee to have the jurisdictions provide an update on the status 
of bus stops in their jurisdictions. The bus is critical and must be maintained. He also 
referenced the floating bus stops in the region. Mr. Sheehan asked Ms. Sharma to read 
the previously distributed talking points. Ms. Sharma read the email and shared the 2023 
Budget Hearings Suggested Talking Points on her screen, as follows:  

1) Please keep the proposed equity and accessibility enhancement plans, continue 
the Better Bus Project enhancing surface routes and service, include accessible 
bus stops replacing those that do not currently meet accessibility standards 
including curb cuts, signage, and shelters. Floating bus stops must provide safety 
for low vision, low hearing, and low mobility passengers as well as all others. 

2) Simplify fares for all transit modes especially MetroAccess which is currently the 
most complex and inconsistent. A simple fix would be to extend the current flat 
fare on weekends and after 9:30 to 24/7 (hours/days). 

3) Extend discounted fares on all transit modes to all low-income people, not just 
those receiving SNAP benefits, include but not be limited to MetroAccess riders 
receiving social security income and/or social security disability income benefits. 

 
Mr. Sheehan stated MetroAccess customers are charged twice the fare of fixed route 
service, which has numerous combinations, even more now with the Silver Line extension, 
the fare calculation is very complicated. Chair Calabia asked if Dr. Posner or Mr. Sheehan 
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could share comments which could be adopted or adapted by the members. Dr. Posner 
stated he would share the letters he has sent to various politicians in Virginia. 
 
Faregates Preview Follow-Up: 
Chair Calabia stated the AAC members were invited to preview the faregates prototype 
at Fort Totten Station on January 18th, 2023. Some of the AAC members participated in 
the on-site event. Chair Calabia stated we watched scores of riders, fare evading by 
bolting over the existing faregates. We just cannot stand by and ignore the annual $40 
million fare evasion. 
 
Ms. Rush stated she was there for two hours and realized customers were jumping over 
the existing faregates like grasshoppers, irrespective of WMATA staff being present. 
Those riders had no intention of paying their fares. The new faregates are higher and 
may be more difficult to fare evade. Ms. Rush stated the District of Columbia has 
decriminalized fare evasion, whereas that is not the case in Virginia and Maryland. The 
$40 million is costing everyone. Chair Calabia stated there were clear plexiglass half-
moons on the existing faregates, installed to prevent fare evasion, however, people were 
using those to take support to jump over the faregates. Ms. Rush clarified that those are 
on the older faregates, whereas the prototypes are higher and would be much more 
difficult to jump those over. 
 
Vice-Chair Kaffen concurred with Chair Calabia and Ms. Rush and stated customers did 
not care who was present at the station watching them, they simply jumped over the 
faregates. He added that if the prototype was even higher, that would be even better for 
preventing fare evasion. An engineer informed him of the technical issues involved with 
the added weight of additional height. Vice-Chair Kaffen stated another measurement 
that might prevent some of the fare evasion is shaming the fare evaders. 
 
Second Vice-Chair Neuzil stated the top of the prototype is clear glass, which is not easy 
to see for people with low vision. She recommended a color border providing contrast for 
better visibility. She also asked about the usability of the ADA faregate prototype. Ms. 
Rush confirmed that she had no problems using the faregates. Mr. Sheehan appreciated 
the details about color contrast provided by Second Vice-Chair Neuzil. 
 
Ms. Simoneaux stated she does not see the relevance of Committee’s concern about fare 
evasion, rather than usability of the faregates along with functionality as it relates to 
accessibility. Chair Calabia stated when it comes to the budget, it impacts everyone. 
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Ms. Mezile stated she had also recommended a colored border on the top part of the 
clear plexi-glass faregate for better contrast and visibility. 
 
Bus Stops in the Region: 
Vice-Chair Kaffen stated the concern about various bus stops, for instance, the floating 
bus stops, is about safety. Chair Calabia added another issue about a bus stop on River 
Road with inadequate shrubbery clearance.  He stated many stops do not have kiosks or 
next bus information, and that may be critical for customers who do not have 
smartphones, knowing whether to wait for the bus or make alternate ride arrangements. 
 
Mr. Sheehan stated in past, the AAC had invited local jurisdictions to share information 
about their efforts to improve and maintain the bus stops. He stated the General Manager 
also has interests in bus service. Mr. Sheehan further stated if money is coming into the 
jurisdictions, the Committee would like to know how it is spent for bus stops and 
sidewalks. He recommended the AAC to have a list of recommendations. He also invited 
Chair Calabia to the Riders Advisory Council (RAC) meeting to discuss this topic. 
 
Ms. Mezile shared information about a program for bicyclists to report the near-misses 
with vehicles. She recommended the disability community should report the near misses 
with bicyclists, relating to safety for people with disabilities. She also pointed out a feature 
on center platform which she was not aware of and was informed by Ms. Sharma and 
Ms. Peredo Lopez. It is a small arrow on the pylon, pointing to the side of the platform, 
informing about the train destinations. She asked about how to make that arrow bigger. 
Ms. Peredo Lopez stated we are going to make that arrow bigger as much as possible. 
 
A member of the public asked about the arrow being discussed. Ms. Peredo Lopez stated 
the arrow is in a circle on the pylon. On a center platform, one side of the pylon has an 
arrow towards one side of the train destination, whereas the other side of the pylon has 
the opposite side of the train destination listed. That informs customers which side of the 
platform is served for the direction of a rail-line. Chair Calabia asked Ms. Peredo Lopez to 
show a picture of the arrow being discussed at the next meeting. 
 
Public Comments: 
There were no public comments for this meeting. 
 
Adjournment 
The meeting was adjourned at 6:00 p.m. 
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