
Arlington Transit Advisory Committee 
Accessibility Subcommittee 

Meeting Minutes 
August 16, 2021 

5:00 p.m. 
  

Microsoft Teams Meeting 
 

Attendees: 
Members: Alexa Mavroidis, Laura MacNeil, Herschel Kanter 
County Staff: William Jones, Cala Fils, Paul Mounier, Kirk Dand 
Public: Roseann Ashby, Eva Decorsi, Joseph DePhillips, Cammie T.  
 
Introductions 
 
Attendees introduced themselves. The June draft minutes were not shared with the 
Subcommittee prior to the meeting. The Subcommittee will review the June and August minutes 
at its next meeting in October. Approved meeting minutes will be posted on the TAC website. 
 
Public Comments 
 
Members of the public discussed the following topics: 
 

Red Top does not have enough drivers, which causes difficulty for STAR customers and  
the Call Center. 

 
STAR customers do not have the ability to choose their provider. One customer waited 
three hours on a Sunday to be picked up because Red Top had only one driver available 
that day. Another customer was 1½ hours late for a doctor’s appointment. 

 
One customer feels that Red Top vehicles are not clean and drivers are unsafe. Red Top 
needs more wheelchair-accessible vehicles. 

 
Regarding the presentation given by County staff at the meeting, One attendee would like 
to have ridership numbers from several months before the COVID pandemic to compare 
with numbers during the pandemic.  
 
County staff will look at daily average ridership for pre-pandemic and during the 
pandemic per the attendee’s feedback. The following weekly ridership chart was shared 
with attendees via Teams chat during the meeting:  



 
 
County staff will look at daily average ridership for pre-pandemic and during the 
pandemic per the attendee’s feedback. 

 

• County staff shared information about Red Top having difficulty to recruit independent 
cab drivers, which is related to the pandemic. 
 

• One attendee asked for more information about the STAR Call Center procurement 
process. County staff affirmed that the Call Center customer experience will not change 
as a result of the procurement process. County staff confirmed that negotiations are 
ongoing and  taking longer due to a change with the parent company. 

 

• One attendee requested that the STAR Call Center allow passengers book trips until 
4:30pm instead of 4pm on Saturdays. 

 
STAR FY 2021 Service Performance 
 
County staff presented a FY 2021 evaluation report for STAR, emphasizing systemwide and 
provider-specific ridership, no-shows, and other performance metrics.  
 
Current STAR Service Levels 
 
County staff explained that the STAR service providers have been working very hard since late 
May to recruit and train drivers, using a process similar to MetroAccess. Red Top has had 
difficulty bringing in independent contractor drivers, which has impacted the availability of 
wheelchair-accessible vehicles. The Call Center has been working to schedule wheelchair trips 
on Diamond when possible, and also to determine system capacity by monitoring how many 
vehicles each contractor has available for specific days and times.  
 
Customer Service Report 
 
County staff presented a report on customer complaints received between June 16 and July 31. 
Most of the complaints are related to tardiness and no-shows by STAR drivers; drivers 
shortages are currently an issue nationwide due to the pandemic. No accessibility comments 
were received for ART during the period. 
 



The full report can be viewed online at https://commissions.arlingtonva.us/transit-advisory-
committee/. 
 
Other Business 
 
County staff announced that the STAR Call Center will return to normal operation hours in mid-
September 2021. Operating hours will be 7am-7pm Monday to Friday and 8am-5pm on 
Saturday. The County will notify customers through an alert and the STAR website, and e-mails 
will be sent to notify all riders. The County is looking at a new procurement process for the 
service providers and will provide more information at a later date. 
 
Adjournment 6:10 PM 
 
 
Next Meeting Date:  October 2021 via Teams 

Date and time TBD 

https://commissions.arlingtonva.us/transit-advisory-committee/
https://commissions.arlingtonva.us/transit-advisory-committee/

