
 
Arlington Transit Advisory Committee 

Accessibility Subcommittee Meeting Minutes 

 

MEETING DATE, TIME: Thursday, May 21st, 2015 7:00pm-8:30pm  

MEETING LOCATION: Court House Plaza Conference Room 311 
 2100 Clarendon Blvd. Arlington, VA. 
 
ATTENDEES: Members: Fran DeSilva, Alexa Mavroidis, William Staderman, 

Laura MacNeil  
                                   Staff: Steve Yaffe, Crystal House  
 Contractors: Sabrina Brown, Eunice Copeland, Mary Blyther, 

Lolita Massey, Phil Hodson, Tom Furlong  
 Public: Joe DePhillips, , Roseann Ashby, Crystal Jones, Michael 

Ross, Marian Flores, Catherine Bonnette, Shane Wise, Kent 
Keyser, Margaret Jemmott, Rebecca Bridges, Karen Melick, 
Scheronne Dunhamn 

                                             

  
 
Agenda Items 

1. Introduction and Public Comment on Matters other than STAR 

 No Comments 
 

2. Approval of Agenda and Minutes 
 

 Minutes were approved and accepted.  
 

3. Accessible Transportation Technologies Research Initiatives 
 

 Steve Yaffe gave a short summary of a conference he attended. The Accessible 
Transportation Technologies Research Initiative (ATTRI) is a joint U.S. 
Department of Transportation (USDOT) initiative, co-led by the Federal Highway 
Administration (FHWA) and Federal Transit Administration (FTA), with support 
from the Intelligent Transportation Systems (ITS) Joint Program Office (JPO) and 
other Federal partners. ATTRI conducts research to improve the mobility of 
travelers with disabilities through the use of ITS and other advanced 
technologies. ATTRI leads the research, development, and implementation of 
transformative technologies, solutions, applications, or systems for people of all 
abilities to effectively plan their personal and independent travel. ATTRI will 
enhance the capability of travelers to reliably and safely execute independent 
travel. ATTRI will identify, develop, and deploy new transformative technologies, 
applications or systems, along with supporting policies and institutional guidance, 
to address mobility challenges of all travelers, in particular, travelers with 
disabilities. Five (5) technology areas have emerged as ATTRI focus areas: way-
finding and navigation, assistive technologies, automation and robotics, data 
integration, and enhanced human service transportation.  

http://its.dot.gov/attri/attri_tech_areas.htm
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 Attached is a summary from a user needs session in April used to guide 
discussions on May 18 & 19, and you may visit http://its.dot.gov/attri/index.htm 
for more detailed information.  Attendees at the May sessions voted to prioritize 
technology efforts primarily on way-finding and secondarily on planning trips in 
advance (which can also be used in travel-training). 
 
 

4. STAR Rider (Including public comment regarding STAR policies 
 

 Co-Chair DeSilva and Steve Yaffe presented the proposed Rider Guide 
revisions. Fourteen members of the public, STAR riders, participated in this 
meeting to gain a greater understanding for the proposed revisions and to 
provide comments and suggestions.  
 

 Below is a list of the public feedback regarding the proposed changes: 
 

STAR Policy Customer Questions & Comments 
 
 

1. I am very concerned about the proposal to extend the window for arrival of Star 
vehicles to fifteen minutes before and after the "scheduled" pick up time.  This 
means that the service has a half-hour to get to the consumer, but the consumer 
only has five minutes to access the vehicle once the driver arrives.  Calling the 
user twenty minutes before the scheduled time doesn't solve this problem, 
because the user still doesn't know whether the vehicle will arrive twenty minutes 
or fifty minutes later.  Users should be given at least ten minutes once the vehicle 
arrives.  Door-to-door service will help, but those with visual impairments cannot 
look out the window and see that the vehicle has arrived.  Moreover, large office 
buildings and apartment buildings mean that the consumer may take more than 
five minutes to get down to the vehicle, or the alternative is to hang around in the 
lobby if someone is there to alert the user or out in the heat or the cold for up to a 
half hour waiting.  All of this makes it impossible to put in a consistent work 
schedule (on which bosses are entitled to rely) or to schedule reliable 
transportation for anywhere that one has to be on time.  The result is that those 
of us who can afford taxis pay through the ears to get where we have to be on 
time, and those who can't are relegated to second class service.  This is NOT the 
equivalent to public transportation, which is difficult for those using Star.  Public 
transportation runs continuously during its hours on scheduled times.  Users of 
public transportation bear the responsibility to access it during the scheduled 
time, or they wait for pickup on the scheduled arrival or for the next schedule bus 
or train.  If they miss the bus or train, they can catch the next one.  It's not the 
same.  I am extremely disappointed that the service seems to be getting worse, 
not better, under these proposals.  It would be better to give us vouchers to pay 
for our taxis door to door than to keep us twisting like this! 

 
2. The expanded time windows for pickups are totally unnecessary.  What is 

necessary is that every person who has the privilege of using STAR be familiar 
with the User Guide and adhere to it as if it were the Bible.  And as importantly, 

http://its.dot.gov/attri/index.htm
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Diamond Transportation provide drivers that are properly trained and are 
knowledgeable of the area in which they will be driving. I cannot see how 
expanding the window for pickups in any way is going to benefit anyone except 
Diamond Transportation.  They hire inexperienced drivers, who are not familiar 
with the area, who do not live in the area, they do not train them properly and 
they pay them poorly.  The rules should be changed to accommodate that kind 
behavior.  I should think not. 

 
3. Most of the proposed changes seem reasonable. STAR is a valuable service. 

The one comment I had was on the proposed standing order trip requests. Most 
notably, Standing Order Trip Requests Clients would be able to request a 
standing order (subscription) ride for a trip that they use the same day each 
week. This doesn't have to be a round trip. However, the trip request must 
remain unchanged for a month, unless the ride needs to be cancelled. If my 
interpretation is correct, and there is some ambiguity here, a person who, using 
an example, goes to work every day M-F might have a standing order. If they 
have a standing order, then you are saying they cannot make changes to that. 
That is absolutely ridiculous, Life just does not work that neatly, so I am going to 
stick with my example above. A person may need to change their standing order 
to accommodate a work task such as going to conference or an off-site meeting, 
so they might call and say on Thursday (giving the date), I need to change my 
standing order. What is the problem, you cancel it for the day and change travel 
to the customer's request. Likewise this same person may need to take a day or 
a couple of days off work--for whatever reason, maybe they are sick, so they 
might cancel a few days, but there seems to be an allowance for that. They might 
have to one morning go to a doctor's appointment, so they change a day to go to 
the doctor's appointment, then go to work. These are normal activities for a good 
number of people. So are you saying you cancel a day in your standing order, for 
example, I need to cancel F this week, but I then need to do another trip, in which 
maybe you go to a doctor's appointment. So are you saying once you make a 
standing order, because in our example and I am thinking of a person who uses 
STAR, that you cannot not change the standing order for a month or you cannot 
set up a standing order unless you know your schedule for a month. I am not 
sure at the point So here is a point, would it not be easier to have a standing 
order for a person who keeps a regular schedule and make allowances for 
special things as noted above versus having that person call in every single day 
the day before to set their trip or even calling in at the end of the week to set 5 
trips for the following week, which things happen that are unexpected like doctors 
or family emergencies. Sometimes you even go to work on a day and get sent 
home, maybe there is a problem that happens once you get to work. While I 
understand there has to be policies, and even that some unfortunately make take 
advantage of service enforcing new policies from time to time, there needs to be 
some common sense in implementing rules as well. Life is hard enough with a 
disability, trust me I know, so if you have customers who do not abuse the rules 
and are stable, meaning they do not make that many changes to their schedule 
and when they do, it is for a good reason--the most common good reasons are 
work, family, and medical--could you not exercise some compassion and 
leniency to help that person? Let me go on record and say that I appreciate 
STAR. Without it I would not be able to get to my medical appoints, so I want to 
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do whatever I can to preserve this valuable service, and that includes respecting 
driver's time. However, even with the best calculated plan, sometimes there is a 
glitch. Like once I was getting an IV and I kept saying (like 30 minutes in advance 
so I could call STAR), will this be done, if not I need to call my ride and let them 
know, and the nurses all assured me it would be done in plenty of time, and it 
was not. I tried really hard, allowed 2 hours for service, not including travel of 
course. Now I have learned my lesson, that there is no planning when it comes to 
medical appointments where doctors do not respect patient's time and could 
leave you waiting up to 2 hours over your appointment time to see a doctor, so I 
just set a will call on the return trip. My point is though, sometimes things happen 
outside a person's control--and I am a careful planner and as much as I try to 
control the circumstances, sometimes I just can't. It happens. Now those who 
constantly break the rules, keep driver's waiting so they do not even want to take 
STAR calls because there is a loss of money in wait time, etc., the rules should 
be enforced. 
 

4. Do riders have to ask for door-to-door service with every trip they book, or is this 
something that can entered into the system’s Client File for individuals who 
always need that service? 
 

5. With the seat belt policy, please make sure that all drivers are giving riders a 
chance to secure their seat belts prior to pulling off. Also, many times particularly 
on Diamond Vehicles, there are no seat belts to fasten. This needs to be 
addressed as well. 
 

6. A standard is a guideline and STAR is a supplemental service, not a paratransit 
service; so why is STAR making provisions to emulate Metro Access? A 30 
minute window is ridiculous and diminishes the quality of STAR transportation. 
 

7. A 30 minute window is going to increase rider’s time on vehicles. This will be bad 
for people with tight schedules and busy lives. This extended window is very 
concerning. Please allot more time for additional dialogue regarding these 
changes, and more time for riders to comment. 
 

8. This new pick window now yields to one full hour of rider’s time every time they 
use the service. How many people without disabilities would use this? It seems 
as though the assumption has been made that, because people have disabilities 
there is little to no regard for the use of their time. It appears that the County is 
saying, people with disabilities are not important and have nowhere to go. 
 

9. A 30 minute window for MetroAccess, which serves the entire metropolitan area, 
is appropriate.  A 30 minute window for STAR, which primarily serves a much 
smaller geographic area, is not. 
 

10. It’s understood that STAR may be in a tough position because of the economy, 
but it is unfair to expect a person to ride an extended period of time as a result. 
You cannot make such a change at the expense of the service. This is 
completely diminishing the service, and it seems as though the County is 
allowing the public to speak but will make this change regardless. The process 
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for making changes really needs to be adjusted to fully engage the public in a 
sufficient amount of time. 
 

11. Several people who are not in attendance to this meeting have said, had they 
been given more sufficient notice they would have been able to attend. The 
current policy needs to be given a fair chance, and riders that violate the existing 
window need to be held accountable. A lot of times when rides are cancelled, 
Diamond drivers are not even notified. Let’s make the existing system work, 
rather than jump to making drastic provisions that will negatively impact the 
quality of the service for all riders. 
 

12. I was told that this policy was changed because off excessively late riders. Why 
is the entire group being punished? Hold riders accountable for their actions, and 
do not attempt to emmulate the horrible service provided by Metro Access. 
 

13. Is Red Top changing their dispatch system? This pick window only applies to 
Diamond. There are only 14 dedicated vehicles, and there are only so many 
rides that can be produced. Arlington STAR is moving backwards. I moved here 
specifically for the quality of the paratransit system in Arlington County, and now 
its quality is progressively declining. Why is there no dialogue with Red Top? In 
the past, meetings included contractors, drivers, staff, and riders. There was a 
very healthy relationship that no longer exists. Changing an entire system to 
accommodate one problem is poor management. 
 

14. I filled out a survey in 2011, and never heard anything about it ever again.  
Despite changes and inefficiencies since then, the program has continued to 
thrive and I am very thankful for the service. The question is, why are changes 
always slashing services to the rider? The rider typically is not the problem, it is 
the provider. 
 

15. I truly value the services provided by STAR. Incremental changes need to be 
made, as opposed to up and deciding to change the entire program at the 
expense of the rider. A 5 minute call out assumes that the rider receives the call, 
and this does not happen a lot. Work on making standing orders more appealing, 
and be sure that the appeal is implemented. It’s good to know that Diamond is 
making improvements in their dispatch system. Paratransit really needs it. 
 

16. Give people an incentive to book standing orders. Based on past experience, 
consistency is not how I would characterize standing orders. A lot of people use 
STAR for medical appointments. This new 30 minute window would require 
riders to use additional leave from their jobs to accommodate this. Changes need 
to be made to serve the community more efficiently, and not treat people as 
though their time is invaluable. 
 

17. It is not 0-10 minutes currently. We’ve always thought the window was +/- 0-10 
minutes. 
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18. The real problem is that the more we attempt to emulate Metro Access, we will 
begin to see a decline in service. STAR has been fantastic, give the new 
technologies and software a chance before making extreme policy changes. 
 

19. Metro Access covers way more ground geographically than STAR does. +/- 15 
minutes increases riders commutes, which adds on to preexisting mobility 
impairments that riders already are dealing with. This proposed window is very 
serious, and will have major impacts personally and on other riders with 
preexisting conditions. As bad as Metro Access is, they do dynamic scheduling, 
and STAR needs to work toward implementing this. The new requirements for 
standing orders are more livable than the +/- 15 minute window. Reduce times by 
reassessing fare payment methods. Develop incentives for riders using taxis. 
 

20. We need to prioritize where we are making changes. There are multiple solutions 
and approaches, and time needs to be given to work out and evaluate these 
solutions. 
 

21. Metro Access has huge problems, and it does not make since to emulate them. 
Hold people accountable for missing their windows. Violations of existing policy 
really needs to be enforced. We have to make the policy itself strong, and not 
just make changes based on individual issues. 
 

22. How are customers compensated when drivers are late? Customers are 
penalized for certain infractions, but nothing happens to drivers unless the rider 
really complains. Here driver is late almost every day, and she is not 
compensated for this. 
 

23. Call Center recordings can be used to assess the volume of riders calling in to 
inquire where their ride is. 
 

24. Why do people have to call 45 minutes to cancel their trips now? Even if a trip is 
cancelled, that trip still is not filled. 
 

25. What is an example of how a 0-10 minute window does not work? 
 

26. The consensus is that STAR riders do not want this 15 minute window. What 
should people do beyond tonight, and what are the next steps for staff? 
 

27. Prior to approving these new proposed changes, let’s try out some of the new 
technology and work on call outs. 
 

28. Assessing other improvements that can be made to existing service is a 
reoccurring suggestion. What kind of alternatives have been implemented prior to 
the decision of completely altering services with a 0-15 minute pick up window? 
 

29. This is all relative to Diamond vehicles and not taxi dispatch. Paratransit was 
derived under the presumption that riders with mobility impairments travel the 
same route every day, with no regard to them leading regular lives. 
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30. How many times have the 8 vehicle person vans been filled with more than 3 
people? Dedicated vehicles should be used for longer trips such as Alexandria, 
Prince Georges County, and D.C. trips. 
 

31. If a ride is a standing order can the pick-up window not be so great? 
 

32. When does the 5 minute window start? When the rider is called, or when the 
vehicle arrives? 
 

33. When she takes her son to school the 15 minute window will not work. She is not 
concerned with recreational trips, but with trips to work and dropping her child off 
to school. There needs to be more discussion on this policy change and in 
general, not once a year when the decision is being made to make changes and 
revisions to policy. 
 

34. More discussion and opportunity to comment is needed. Please table any 
decisions making until further time for dialogue has been given. 
 

35. Can the door-to-door policy be changed since this a federal requirement, and all 
other revisions remain contingent on further discussion? 
 

36. Can service hours be extended?  
 

37. Making the decision asking people to be waiting fifteen minutes before their pick-
up time and waiting 15 minutes after their pick-up time to consider this.  For 
many people fatigue is also a component.  Many of us already factor in the time 
to be waiting at least five minutes and knowing the cabs aren’t always on time. 
 We have to leave a lot of extra time in our transfers at both ends also not 
knowing when appointments will end and allowing extra time to be sure we are 
ready for our transfer home.  If there are more share rides and they get where we 
have more and more waiting time or time in transit, it will be very draining.  I hope 
you do more to not wait on the habitual late people who make it harder on 
everyone else.  We all have a time or two we run late, but most of us give it our 
best.  I am also someone who is sensitive to the cold and don’t want to be sitting 
outside waiting for a half hour in the cold or rain.  If anyone has any questions, 
they may contact me by email or phone.  I truly appreciate the service provided 
by all Arlington County representatives, the STAR Team, and all of the drivers 
with both Red Top and Diamond.  I don’t know what those of us with disabilities 
would do without the assistance. 
  

38. When Door-to-Door assistance is provided, will the driver assist the passenger 
with the building’s exterior door? 
 

39. Some individuals received the STAR Points only two days before.  Please check 
why, since the newsletter was mailed the previous Wednesday.  More notice 
would have been appropriate. 
 

40. The call that the driver is about to arrive must be dependable.  The second call 
that the driver has arrived also must be dependable.  Providing the ability to have 
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drivers and riders directly communicate if they can’t see each other would avoid 
no-shows and call-backs. 
 

41. Cancellations are often not communicated to Diamond drivers.  Red Top isn’t an 
issue with cancellations, as those trips are usually not dispatched until shortly 
before the pickup time. 
 

42. Provide a financial incentive to encourage use of standing order rides.  A similar 
incentive might be useful to encourage riders to change their pickup times slightly 
to enable improved grouping of rides. 
 

43. Requiring that rides be cancelled 45 minutes in advance (instead of 30) is not a 
problem. 
 

44. STAR should enable riders to pay in advance – which will reduce dwell time at 
the pickup location. 
 

45. STAR should study spontaneous point scheduling for those transferring from 
transit/metrorail stations to designated neighborhoods. 
 

46. Late pickups should be better documented, beyond complaints recorded in the 
customer comments system.  Every time someone calls the Call Center for a 
Where’s My Ride call – and that pickup is late, that call should be documented. 
 

47. Riders should be compensated for late pickups. 
 

48. Try to prioritize these proposals and specify the evaluation period. 
 

49. Ask MetroAccess about lessons learned in implementing door-to-door. 
 

50. Improve communications with drivers to make riders who are slow to come to the 
vehicle accountable. 
 

51. Describe the cascading effect of the current pickup window, perhaps graphically. 
 

52. Proposed + or – 15 minute window, which generated a great deal of concern.  
Would it be possible to try a + or – 10 minute window instead?  This would add 
ten minutes to the current window time.  Perhaps this could be done as a pilot 
program.  If it is not successful in terms of allowing for the grouping of riders, 
then STAR could go to the proposed + or – 15 minute window. 
 

53. Pick up sequence, second step, in which the Call Center would assign a No 
Show upon being called by the dispatcher.  Having reflected on this – and 
notwithstanding my appreciation of the problem being faced by STAR when 
riders are not ready – I have a concern with the proposed change.  Having 
experienced (1) two instances of (mistaken) drivers insisting to the Call Center 
that they were outside of my house – this occurred after I called to see where my 
ride was – when they were not, (2) instances when drivers have gone to the 
wrong entrance of a building, and (3) instances of the driver not being able to find 
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the way to the rear entrance of a building even though there is a driveway, I am 
concerned – because of driver errors -- about a procedure in which the Call 
Center would issue No Shows  without calling the rider.  In addition to the 
instances at my home, in some of the other of the aforementioned instances, it 
became apparent that the driver was in the wrong place because I called the Call 
Center looking for my ride.  It is important to note that at present a rider can call 
in looking for his/her ride five minutes into the window.  In the future, however, 
we will have a longer window and the rider will not be able to call in to inquire 
about his/her ride until the conclusion of the window. 
 

54. Pick up sequence, second step, in which the Call Center would assign a No 
Show upon being called by the dispatcher.  Some community members 
expressed concern that the proposed change would not allow time for people 
who have disability-related reasons for needing to wait inside to get out to their 
rides.  There are several reasons a rider might need to wait inside, e.g., he/she 
cannot stand and wait, he/she has a medical condition that is adversely affected 
by heat, cold or other weather conditions, or he/she cannot see the vehicle 
arriving and needs to be somewhere where he/she can here the phone 
announcing the arrival.  However, such a rider could wait in a first floor, common 
area in most instances and, when necessary, receive word of an arrived vehicle 
via cell phone.  This would cut down on the time required to get to the vehicle.  
STAR could communicate this expectation to riders.  This notwithstanding, STAR 
could consider offering riders with disability-related reasons for needing to wait 
inside the opportunity to self-identify, explaining the reason.  In the case of these 
individuals only, whose names could be put on a list for reference, the Call 
Center would call on the rider’s cell phone – not the home phone -- before 
issuing a No Show to ascertain if there has been some legitimate, unforeseeable 
delay or difficulty as the rider attempted to exit the building.   
 

55. There was concern expressed by one community member, who uses the STAR 
to take her son to school about getting him there during the school’s open 
window in the morning.  I am wondering if there is a way STAR can meet the 
needs of these riders – even with the proposed changes. 
 

 
Tuesday June 2, 2015 Room - TBD 


