
 

DRAFT 
Meeting Summary 

VMAAG (Valley Metro Accessibility Advisory Group) Meeting 
Thursday, September 24, 2020 

WebEx / 2:30 – 4:00 p.m. 
 
VMAAG Members 
Present 
John Federico 
Howard May 
 
Not Present  
Kathryn Chandler 
Katie Griffith 
Jean Moriki 
Toni Young-Excused 
 
 

Valley Metro Staff 
Present 
Nathan Chadwick 
Guillermo Gonzalez 
Brittany Hoffman 
Becky Johnson 
Lee Ann Jones 
Carol Ketcherside 
Nichole Myers 
Omar Peters 
Larry Sanchez 
Lisa Scott 
Wyatt Skar 
Tom Young 

Valley Metro Contractors 
Present 
Jhashe Holloway, Transdev 
James Rosa, MTM 
 
Public Participants 
Present 
Deborah Ferry 
Emanuel Caddy 
David Carey, Ability 360 
Mary Hartle 
Michelle Stokes, City of Tempe 
Nathan Williams, Town of Gilbert 
 

 
1. Welcome and Introductions – Tom Young, Manager, Accessible Transit Services, Agency Business 

and Technical Services, Valley Metro 
 
2. Member Roll Call – Lisa Scott, Administrative Assistant II, Accessible Transit Services, Agency 

Business and Technical Services, Valley Metro 
 
3. Invitation for Comments from the Public – Members of the public are invited to provide comments 

on any item not on the agenda. Each speaker is limited to two minutes, and comments must be 
relevant to the accessibility of Valley Metro programs and services. 

 
Mary Hartle – On Tuesday, I called RideChoice reservations number and attempted to make 
reservations for a taxi to go to a dental appointment;  I called around 8:00 a.m. in the morning and 
the appointment was at noon. It was only four miles from my house and I hadn’t heard anything 
back, so I called about 10 or 10:30 a.m. and they said, “We don’t have any vendors that can pick 
you up.”  They suggested that I reschedule my dental appointment.  I was fortunate in that I was 
able to get a neighbor to drive me and I had to pay her more because she stayed and waited for 
me. It was more for her to drive me than to take RideChoice. So, I am just kind of concerned about 
the ability to get RideChoice trips. They keep wanting people to take Uber, but I am blind and Uber 
does not work for blind people as they expect you to look out for them and wave your arm and run 
over to their car. This  is not feasible if I am traveling alone. 
Tom Young – Is this the one that I heard you talking with Lisa  about just before the meeting 
started? 
Mary Hartle – Yes, and Howard too [John Federico was on the line as well]. 
Tom Young – Definitely get this into the system and from your comment today we will also follow 
up with ALC on this. Thank you for bringing this to our attention. 
Mary Hartle – I remember now, I got a call from a 920 area code, which I didn’t recognize, so I 
didn’t answer the call. Then they called back and I did answer the call and that’s when they said 
they couldn’t schedule a trip and I should reschedule my dental appointment. 
 
Emanuel Caddy – Is this in relation to the minutes sent last week from the August 20 meeting or 
comments in general?   
Tom Young – On anything that is not on today’s agenda. 
Emanuel Caddy – I couldn’t open up a WIN file on my IOS device. I had two things on the under 
ADA to ask. I thought there were provisions already in place for verification of whether you are 
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qualified when you are recertified for ADA services? I thought there were regulations in place to 
verify the documentation? The other one is as you are going back to shared rides, what are the 
capacity of your vehicles that you have in place for COVID? 
Tom Young – On the first question and I understood as far the verification of the disability. The 
requirements of the ADA are that we have to verify somebody has a disability and the method of 
doing that is more of a procedure that we set up as an agency. What was presented at the last 
meet was different ways of making that verification and seeking input on that. 
Emanuel Caddy – Aren’t there procedures already in place? Because I know  when going to 
various cities and using the services and things of that nature, they tell you the procedures are 
pretty much the same on the first thing they gave. It seems that there is one verification that comes 
up quite consistently as opposed to the other one you are presenting and that is the reason why I 
had questions. 
Tom Young – We wanted input on the two different ways done across the county. First way, the 
customer has to take the form to their physician and have it signed and the second is signing a 
release and we will address the medical personnel or the person who knows the disability the best. 
Both of those are acceptable methods;  we are just trying to find what will work best in the valley. 
The second question I understand is  our vehicle capacity for social distancing. For the paratransit 
program we have set up the smaller vans for two people and the cutaways is three people. 
Emanuel Caddy – So when you  talk about the mini-van capability, how do you think we do that? 
Usually they put you behind the driver or on the opposite side is what they have done in the past. 
Tom Young – That is what they have set up in the past and, if you are right behind the driver, the 
other person would be on the other side of the vehicle in the back.  
Emanuel Caddy – That is no more than a foot apart in a mini-van. 
Tom Young – Transdev has set the specific seats at this point and I don’t have them with me right 
now, but we can definitely get them and  for you. Okay? 
Emanuel Caddy – Yes if you can. Can they put that on something other than a WIN file - that 
doesn’t open on IOS for me? 
Tom Young – Yes, we will look at the format before sending. 
 

4. Review of August 20, 2020 VMAAG Meeting Summary – All 
No comments. 
 

5. Capitol/I-10 West Extension – Nathan Chadwick, Planner 1, Capital and Service Development, 
Valley Metro  

 
I was here in May to present an update on Capitol/I-10 to this group. At that time, we had just begun 
our virtual online public meetings for the May-June period, so I am here to provide a brief 
background summary of our public outreach to date, those virtual online public meetings that we 
held, and update you on some Phase I alignment work that we have done, and next steps. 
 
Just a brief background on our project. In 2012, the City of Phoenix approved this alignment as the 
preferred alternative. At that time, they had the alignment connecting to existing alignment in 
downtown Phoenix and it moves west as a couplet along Washington and Jefferson Streets. At 8th 
Avenue, it runs double track along Jefferson Street to 18th Avenue. From there it has the option of 
either going north on 18th or 19th Avenue to Van Buren, west along Van Buren to I-17, north along 
on the southbound frontage road to I-10 and then it runs west along the median of I-10 to about 
47th Avenue. From there it  jumps to the north side of I-10 along the drainage canal and continues 
west to 79th Avenue Park-and-Ride. 
 
Fast forward to April 2019, the Phoenix City Council gave the project team a couple of directions to 
help accelerate the project and really focus in on what this project will look like. This directive 
included a series of public meetings looking  different transit types for the project - so is it light rail, 
or more of a bus transit, or some other futuristic mode that we are not familiar with yet as well as 
looking  at different funding options, continue to coordinate with our West Valley cities, and also 
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looking at extending the project from the 47th Avenue  where it jumps to the north side of I-10 along 
the drainage canal and continues west to 79th Avenue Park-and-Ride and north to Desert Sky Mall. 
From this directive, we have essentially completed our Phase I Analysis and I will share findings 
from that later in the presentation. 

 
Our public outreach, as a result of the directive, has followed this flow: Starting summer of 2019, we 
started our Listen/Learn Phase where we started to coordinate a lot closer with our City of Phoenix 
partners and our other agency partners in getting feedback from them of what they think the project 
should look like, as well as several stakeholders in the area. From there, we into the 
Discuss/Collaborate Phase that included the January 2020 public meetings that were held where 
we presented what we learned during the Listen/Learn Phase and wanted to get a lot of feedback 
from the community. From that feedback, we continued to coordinate with our stakeholders and our 
city and agency partners and turned that into what we presented at the May-June virtual public 
meetings as we described in the Describe/Review Phase. We are starting to wrap that up now as 
we got feedback from those meetings and are beginning to go into our Prepare/Present Phase.  
 
As I mentioned, last time I met with this group we had just kicked off our May/June online public 
meetings. This was mainly though a website that went active from May 27, 2020 through June 30, 
2020. That website page received 1,355 page views. We held live call-in sessions, holding 2 on 
both June 16, 2020 and on June 20, 2020. In total we had about 60 attendees for those call in 
sessions  where people were able to provide questions and the project team was on the call to 
provide answers in real time. We presented some information on project history, Phase I Alternative 
Option, Phase Two Transit Type Analysis and the project extension to Desert Sky Mall.  
 
What did we hear? From those online public meetings, website and comment sections, some of the 
feedback we received for the transit type was 77% preferred light rail transit over the busway. A 
picture on left show what the light rail would look like and the other picture what the exclusive bus 
way would look like on the north side of I-10. 16% preferred exclusive busway, 85% had no 
preference and 1% preferred neither option. 
 
For the Desert Sky Mall extension, 77% felt positive about the extension. This would extend the 
alignment one mile north from the 79th Avenue Park-and-Ride north to Desert Sky Mall. Less than 
10% felt negative about it, so it had a lot of positive feedback from the community  on this topic. 
 
Another part of the online meeting was the Phase I Recommendation – what alignment should we 
select and move forward with for that first phase from downtown Phoenix to the State Capitol. This 
map shows a zoomed-in shot of that 2012 approved route that was shown earlier. This is the phase 
I section from downtown Phoenix running west through the couplet and on 18th Avenue to the State 
Capitol. That is where the Phase I analysis started with this route.  
 
In the January public meetings, we presented four alternatives - the first was the Washington Street 
double-track and that option runs double track along Washington from 3rd Avenue, west up to 
Adams through that curve at Wesley Bolin Plaza, and continues west from Adams up to 18th 
Avenue. This option had some pros that it had a higher projected ridership and operational 
efficiency, but the double track configuration poses significant right-of-way and mobility impacts 
along Washington and Adams Streets. The adjustment from that was Concept A  
 
Concept A – Couplet from 3rd Avenue to 7th Avenue along Washington and Jefferson and then 
goes to a double track along Washington Street and continues up to Adams. This one had higher 
projected ridership and operation efficiency, but still had some right-of-way issues and mobility 
impacts west of 7th Avenue. Washington and Jefferson are busy Express route bus streets, so 
making sure we have enough right-of-way for the buses is really important and these first two 
options made that difficult. 
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Concept B – Extended couplet from 3rd Avenue to 15th Avenue and goes to double track up to 15th 
Avenue to Adams Street to 18th Avenue. This did fix some mobility issues that the other two 
options posed, but the curve up to Adams is narrower than Washington and Jefferson streets are, 
so making that fit was tough. 
 
Concept C – This option is essentially a large loop that runs as a couplet from 3rd to 18th  Avenue 
along Washington and Jefferson Streets. The westbound traffic would go along Washington to 
Adams to 18th or 19th Avenue (there is a 19th Avenue design option) and then southbound on 18th 
or 19th Avenue and back east along Jefferson Street. Based off of our analysis and the public 
feedback that we received, Concept C rose to the top. 
 
Some of the criteria that Concept C performed well in were: 
• Optimizes access for current and future residential and employment centers (access on both 

Washington and Jefferson streets). 
• Reduced impacts to right-of-way and culturally-and historically-sensitive areas such as Wesley 

Bolin Memorial Plaza. 
• Reduces impacts to bus operations and traffic and more easily accommodates bicycle lanes on 

both Washington and Jefferson streets. 
• Reduces impacts to bus operations and traffic and more easily accommodates bicycle lanes on 

both Washington and Jefferson streets. 
• Offers a less challenging connection with South Central Extension/ Downtown Hub and Phase II 

of the Capitol/I-10 West project. 
• Consistent with and supports state agency, city planning and economic development goals for 

the area. 
 

From our May and June online meetings we heard that 67% felt positive about this option as the 
leading alternative. 
 
Moving forward with this option there still are a few things we need to continue analyzing. 
• Station/platform locations 
• Detailed alignment of tracks 
• Storage tracks/special track work 
• Traction Power Substation (TPSS) location(s) 
• Streetscape elements (landscaping, bicycle/pedestrian infrastructure, etc.) especially along 

Washington and Jefferson Streets. 
 

Next Steps: 
• Presenting tonight the request action to approve Phase I alignment recommendation to the 

Citizens Transportation Commission and then the Option will be reviewed by Phoenix 
Transportation Infrastructure and Innovation (TI&I) Subcommittee and Phoenix City Council.  

• Then we will start the environmental assessment process and preliminary design for Phase I 
• Continue Phase II Analysis looking at transit types and funding opportunities. 
• Complete the evaluation of extending  to Desert Sky Mall. 
• Wrap up discussions with West Valley communities. 
 
Howard May – There were some concerns about the route going on 18th Avenue versus 19th 
Avenues. 18th Avenue was a better route to go up to Van Buren because of making that bridge at 
19th Avenue. I noticed there was a lot of support for this to extend to Desert Sky Mall and I think the 
Maryvale Council may have something to say about that. That is just feedback from previous 
meetings that I have attended.  
Carol Ketcherside – Nate, you already talked about the Phase II or was this just mainly Phase I? 
Nathan Chadwick –This was mainly Phase I, I mentioned that Desert Sky Mall was part of the 
public meetings and we got a lot of support from that. Last week we presented to the Maryvale 
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Village Planning Committee (VPC) and they continued to express support for this extension. That is 
also in line with the Maryvale Urban Core Plan which anticipates light rail on 79th Avenue. 
Carol Ketcherside – I just wanted to make sure that Howard knows what is going to council and 
what is going on through this formal process is a Phase I recommendation and there is a Phase II 
Lisa Scott – What does TI&I stand for? 
Nathan Chadwick – Transportation Infrastructure and Innovation (TI&I) and it is a subcommittee of 
the Phoenix City Council. 

 
6. VMAAG Membership Recruitment Update – Guillermo Gonzalez, Project Coordinator, Accessible 

Transit Services, Agency Business and Technical Services, Valley Metro 
 
Just wanted to thank those of you who reached out from last month’s meeting to give us feedback 
on the medical verification.  
 
With VMAAG recruitment, we have a social media ad with five proofs and it is being finalized right 
now. I did talk with marketing today and there are some updates, which will change the dates on the 
slide. The bus car cards are scheduled to be completed on October 12, 2020 for the bus and 
October 9, 2020 for the light rail. 
 
Social Media Proof 1: Purple background that has both bus and rail vehicles and has a voice bubble 
reading, “Join the Valley Metro Accessibility Advisory Group” and another line reading “Let your 
voice be heard!” This will have more information on how to contact us and be used for the 
Facebook and Twitter Page. 
 
We would like to know which of the car cards you prefer and would like to see more often; also, any 
edits that you think we should consider. On the same token, on these media proofs we would like 
your feedback of which ones you would like to see as car cards on the bus and rail. Obviously 
having 5 different car cards is not something that is currently planned; we are hoping to have one or 
two and hoping to receive your feedback on which ones you believe  work best. 
 
Social Media Proof 2: Green background with dots at the back, has a voice bubble reading “Join the 
Valley Metro Accessibility Advisory Group” and another line reading “Let your voice be heard!” 
 
Social Media Proof 3: Purple background with a green silhouette of a person speaking, “Let your 
voice be heard!” and reads “Join the Valley Metro Accessibility Advisory Group”. 
 
Social Media Proof 4: White background with two silhouettes one purple and one green high-fiving 
and reads “Let your voice be heard” and “Join the Valley Metro Accessibility Advisory Group!” 
 
Social Media Proof 5: Black background with 9 blocks, 3 blocks high stacked, with a diverse group 
of faces (looks like the introduction to the Brady Bunch Show or the set on Hollywood Squares) 
reading “Join the Valley Metro Accessibility Advisory Group” and another line reading “Let your 
voice be heard!” 
 
These are the five proofs we have and we want to get feedback on these and find out which ones 
you would like to have as a car card. 
 
Michelle Stokes – The concern I have is the folks that don’t have a voice; people who are deaf 
may or may not have a voice, so just that tag line if there is a way to change it? That is the  first 
thing I thought of. The other thought is I like number 5 the best, simply because it is more 
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streamlined. The only thing I would add perhaps adding a QR1 or some contact information so 
somebody knows where they can go to get more information. 
Guillermo Gonzalez – That extra information will be listed, this is just a template.  
Michelle Stokes – Can it have a QR code? If I am on the bus or light rail, I can just hold my phone 
up to it and get it; that  would be easier. 
Guillermo Gonzalez – I have noticed everyone is using QR codes at restaurants and people are 
getting savvy with them, so that is a great point;  I will bring that up to marketing as well. 
Michelle Stokes – Social Media Proof 1: on the word Join, where the “in” is in purple and not a 
white font it is a little distracting. The others are good with the exception of “Let your voice be 
heard”. 
 
If you have any other comments you can reach us through Lisa Scott at lscott@valleymetro.org or 
email me at ggonzalez@valleymetro.org and I will be happy to talk to you about the social media 
proofs and the potential call card. 
 

7. Paratransit and RideChoice Updates – Wyatt Skar, Paratransit & RideChoice Program Supervisor, 
Accessible Transit Services, Agency Business and Technical Services, Valley Metro 

 
I was going to talk a bit about the ridership and how it has been going the last few months. Starting 
in January of this year (and I won’t go through all the numbers)  
• Trips started decreasing in March in response pandemic closures and stay home orders. 
• In April, we see the lowest point of trips being taken. 

o Total trip counts down about 63% from last year. 
• In May trips start to slowly increase. 

o Currently sitting about 49% down from last year. 
• Currently September trips are still showing a trend of increasing. 
 
January 2019 ridership was at an all-time high followed by  the drastic drop in March and April 
2020. We then broke it down by average weekday ridership for paratransit and the next graph 
compares the Saturday rides and how they dropped down this fiscal year  almost 60% and the last 
slide is the Sunday trip average. September we are on track and the averages are a little higher. 
 
The same with RideChoice, our average weekday dropped a little bit, but July through September 
are a little higher The next slide is the Saturday average, and the next slide our Sunday and rides 
are trending up in September.  
 
Paratransit Updates – Facilities Opening 
• As facilities are opening, they are making procedure changes and sharing these changes with 

Valley Metro. We were doing a lot of subscriptions and have told customers to give us a call 
when they are ready. A lot of facilities are calling us to give us updates of their new policies and 
we are reminding them of the following:  
o Valley Metro is going over what we can and cannot do: 
 With public transportation services, some facilities are taking additional steps and they 

are wanting us to do some additional steps, but we are reminding them who we are. 
 Still will do door to door services 
 Vehicles cannot be the waiting areas while facilities conduct pre-entry testing. One thing 

a lot of facilities wanted us to do was allow them to conduct testing on the vehicles and 
have the vehicles wait, we need to keep them on schedule. We have explained that our 

                                                           
1 A QR (quick response) code is a type of barcode that can be scanned by certain smartphone applications to direct 
users to a website or display other useful information. A QR code consists of black squares arranged in a square 
grid on a white background. 

mailto:lscott@valleymetro.org
mailto:lscott@valleymetro.org
mailto:ggonzalez@valleymetro.org
mailto:ggonzalez@valleymetro.org


VMAAG Meeting Summary 
September 24, 2020 
Page 7 
 

  

vehicles cannot be in waiting areas of the facility and they would have to conduct their 
tests somewhere else. Also, medical tests cannot be done on the vehicles. 

 Pre-entry medical testing cannot be done on vehicles 
 Drivers and vehicles cannot wait while pre-entry procedures are being conducted on 

customers 
 If customer is refused entry to a facility, a call can be made for next available vehicle; the 

facility can call and Valley Metro Paratransit will do a will-call pick-up and send the next 
available vehicle. At times that might be the supervisors van, but we will get them home 
right away. We do not want to hold up the original vehicles for riders. 

 Remind clients that if they are feeling sick that they should not travel and the facilities 
are reminding of that; also, as we book trips, we are reminding them as well. We have 
been talking to facilities to update their customer base to make sure who their current 
clients are and that is helping us be more productive on our trips.  

 
Paratransit Updates 
• Service Changes 

o Chandler no longer doing same day and Non-ADA trips. Moved them to RideChoice 
(completed). 

o Tempe will no longer be doing same day and Non-ADA trips starting October 26. Will be 
moving them to RideChoice. We have already started outreach and have sent out letters. 

o POGO suspended 
 5 additional route changes moved to April 2021. 
 Customers who originally would have not lost Regional Paratransit service will continued 

with service Friday through Sunday, 10 a.m. to 10 p.m. 
 Peoria Dial-a-Ride still available. 
 Letters being sent out. 

 
RideChoice Updates 
• Face coverings required 

o Some providers have face masks to hand out if needed. 
• Phone app and online portal 

o Valley Metro I.T. department completed testing. 
o Pilot group of customers to test and evaluate.  
o Full roll out to all customers by November. 

 
Tom Young – One thing I wanted to add when you were going through what the ridership is 
currently doing from August to September looking it at as weekday averages is kind of exciting to 
see people starting to move again on both. On paratransit we are seeing almost an 11% increase 
on an average weekday and RideChoice is almost at 13%, so people are definitely starting to travel 
once again. 
 

8. Comments by Members and Announcements 
 
John Federico – The City of Tempe has begun their discussion of transit service reductions on the 
bus and there is a meeting this afternoon and another on Saturday; they are both virtual and the 
recording of today’s meeting should be up tomorrow. I would encourage anyone who works, plays, 
or transfers to another bus in Tempe to participate. There is a survey that you can fill out and make 
comments at the meeting or send comments in. The main website for the information would be 
tempe.gov/transitchanges and I hope people can participate. 
Carol Ketcherside – Brittany can correct me if I am wrong, however, everything that Tempe is 
talking about is being included in the Valley Metro service change process The Service Planning 
Working Group will be at this meeting next month to talk about what is being proposed for April and 
how this group can make comments on those proposals. 
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Brittany Hoffman – I know that Tempe is also looking at other mapping information from our 
service changes as well, so they will be discussing some of that at the meeting. I haven’t seen the 
finalized survey from Tempe, but I know it did a little bit of both. 
Carol Ketcherside – So they are having a bigger conversation, but the service changes that they 
pushed forward will also go through the Valley Metro process which we will keep this group in that 
loop. 
 
Howard May – I will be submitting new customer service cards on NextRide signs, because I am in 
Tempe and one thing, I wish is that the Next Ride numbers were included on the Google Maps 
somewhere like they used to be. I found two signs that are up high and no one can see them at the 
top of the structure; I will contact Tempe about that.  
Tom Young – Carol, thanks for the update. Howard we just documented those comments and you 
said you have contacted Tempe specifically on those? 
Howard May – Yes. 
Brittany Hoffman – Jessica Parks has been working with the Tempe on the outreach that they are 
doing; I specifically have not but have just been receiving the information. 
 
Emanuel Caddy – When Wyatt Skar was giving the information on the numbers for paratransit, it 
would be helpful if he gives specific numbers as those of you with sight can see that information as 
he is presenting it. If he could just read out the information for those who can’t see, they could be 
fully informed by him stating what the numbers are so we can follow along with you as well. 
Tom Young – That is definitely noted and we will improve on that starting the next meeting. 
 
Deborah Ferry – I was unable to download the ap, so I only have audio. I just wanted to make a 
comment. I use the RideChoice and the service looks very good on paper, but I have had serious 
issues with the program. Most serious being when I call, this has been within the last 3 months, 
there have been five times where no person in the RideChoice  call center would answer their 
phone. I would be on hold listening to the music sometimes for an hour or more. A couple of times 
this has put my husband and I in potentially dangerous circumstances. We have been outside 
remote locations and, of course, in the heat here in the summer. I filed complaints with Valley Metro 
and they forward me to ALC and they will call me back and they have admitted to me a couple of 
times they had low staffing in their call center, a couple people call in sick, and no one is there. 
Other times they have said they have problems with their computer and/or phone system. I know 
ALC is not a small company and they do business in a number of other states. Now again, I came 
in late today and I heard mention about an app being developed that may circumvent some of these 
problems, but I have to bring in the caveat that I am visually impaired and sometimes cannot use 
aps because of that. Also, I am assuming at least the percentage of the ridership for RideChoice do 
not have smart phones or that type of technology, so there is still going to have to be the call-in 
option. 
Wyatt Skar – I actually have you on my list to give a call to this afternoon after the meeting. I have 
pulled all of your appointments and have been reviewing them and want to verify and get more 
information from you. We can discuss this more if you like. 
Deborah Ferry – That would be fine. Again, it is a good program, but if ALC is not going to provide 
the staffing to answer the phones, it could put people like myself in dangerous circumstances. 
Tom Young – Thank you for those comments Deborah and we definitely will be following up with 
ALC. We do understand the app won’t be appropriate for everybody, but we are hoping it will 
assess some of the issues that are occurring right now. 
 

9. Next Meeting – Next meeting is on October 29, 2020 from 2:30 p.m. to 4:00 p.m. 
 
10. Adjournment 
 


