
Arlington Transit Advisory Committee 
Accessibility Subcommittee 

Meeting Minutes 
September 15, 2016 

7:00 p.m. 
2100 Clarendon Boulevard 

Cherry/Dogwood Conference Rooms 
 

Members: Alexa Mavroidis, Chair, William Staderman, Laura Miles MacNeil, Herschel 
Kanter 

Staff: County: Andy Wexler, Steve Yaffe; STAR Call Center: Eunice Copeland, Sabrina 
Brown, Mary Blyther; Diamond Transportation: Tyrone Barksdale, Tom Furlong 

Public: Joseph DePhillips, RoseAnn Ashby; Cathryn Bonnette, Scherrone Dunhamn, 
Cressida McKean – representing Geoffrey Bortnuick, Iris Jackson, Kay Halverson, 
Katherine Murray, Debra MacKenzie, Kara Melick, Kent Keyser, Styron Douthit, Nancy 
Yeager, Michael Ross, Rebecca Bridges, Janet Nuzum & John Ziolkowski, Juliana 
Edeke, Jennifer DeRosa, and Emily Zhang – representing Xinjing Zhang. 

 
(NOTE: This meeting was a Public Comment Open Forum and Discussion on proposed 

STAR policy changes. It was advertised in advance via e-mail, web, STAR rider alert, 
and the STAR Points newsletter.) 

 
7:00 pm  Introductions – due to the excellent turn-out, introductions occurred as people 

took their turns commenting on the proposals. 
 
7:10 pm Approval of Minutes – postponed to the end of the meeting at 9:00.  With one 

revision, to use the term “people with disabilities”, approval was moved by Mr. 
Staderman, seconded by Mrs. MacNeil, and approved. 

 
7:15 pm Presentation of Proposed STAR Policy Changes – Steve Yaffe presented the 
rationale for the policy changes, which were described in the August, 2016 STAR Points 
newsletter.  This rationale, with the newsletter, is presented in Attachment A.  Mr. Yaffe 
described the four proposals as mutually dependent.  Technology improvements are needed 
so that individuals would not need to stand outside in inclement weather throughout the 
proposed pickup window.  New technology would alert the rider based on the geographic 
position of the vehicle with sufficient time to go outside to meet the vehicle. 
 

7:20 pm Reading of Written Comments – Steve Yaffe read the comments submitted on-
line, with the exception of those presented by Mr. Keyser and Mr. Ross, who were in 
attendance.  Except for those comments, these are presented in Attachment B. 
 
7:30 pm Public Comment Open Forum and Discussion 
 



A total of 20 people provided comments, including 18 STAR riders and two caregivers 
speaking on behalf of STAR riders. 
 

 Several attendees stressed the importance of STAR in maintaining independence and 
complimented the STAR Call Center staff for their professionalism. 

 Mr. Staderman discussed the need for County staff and the subcommittee to 
periodically reevaluate STAR procedures to ensure that funds are being effectively 
spent and to justify maintaining those expenditures. 

 Mr. Douthit requested that the Culpepper Garden senior loop add a stop at Ballston 
Metro – convenient transfer point and near a church and other popular destinations.  
He suggested this stop replace that at the Ballston Common Mall CVS, which is in a 
construction site. 

 Ms. Bonnette focused on the importance of STAR in enabling people with disabilities 
to maintain employment and observed that shared rides often aren’t workable. 

 Ms. Yeager, Ms. Jackson and Laura Miles MacNeil advocated for the maintenance of 
STAR Will-Call returns from medical appointments.  The taxi voucher option may be 
too expensive for those on fixed incomes.  Will-Call returns are important for those 
who cannot predict the length of their appointments and in any case would not have 
the cell-phone reception in medical offices to call to postpone scheduled pickups. 

 Ms. Bridges expressed concerns as to how the current STAR Call Center groups 
rides, supports new technology, but is unconvinced of the need for a wider STAR 
pickup window.  She does not see the link between improved on-time performance 
and a wider pickup window. 

 Ms. Zhang requested the ability for a STAR driver to call directly if the vehicle is 
running late.   

 Both Ms. Zhang and Ms. Edeke requested that the STAR Zone 1 be expanded to 
include the City of Falls Church.  They live in East Falls Church and many of their trips 
are destined for sites in nearby Falls Church City.  An alternative would be to switch to 
a distance-based fare structure. 

 Ms. Edeke asked whether Lyft could be a STAR provider. 

 In response to Ms. Nuzum’s question, Mr. Yaffe stated that the motivation for the 
policy change recommendations is to enable STAR to provide more rides within 
current budgetary limitations.  Demand is increasing due to increased trip-making 
rates by people with disabilities, longer survival rates, and other factors. 

 Ms. Nuzum, Mr. DePhillips, Ms. Ashby and Mr. Ross stressed that new STAR 
technology be fully accessible both to those with impaired vision and to those using 
flip-phones rather than smartphones.   

 Ms. Nuzum and Ms. McKean stressed the need for new technology to book rides 
according to the program times at the destination, rather than always requesting a 
pickup time.  Some arrivals need to be attached to the destination operating hours. 

 Ms. McKean stressed the importance of the technology being fully integrated and 
tested before implementation with the Call Center as well as the transportation 
providers.  Performance measures in the Call Center contract should provide the 
criteria by which the technology is accepted.   

 Ms. McKean is supportive of offering assistance between the building entrance and 
the STAR vehicle. 



 Ms. McKenzie and several other attendees have difficulty standing – would not be 
able to wait outside during a 20 minute pickup window.  Some disabilities affect the 
need for bathroom facilities as well.  Could STAR find another alternative to improve 
efficiency? 

 In response to Ms. Ashby and Mr. DePhillips’ call for greater transparency, Mr. Yaffe 
mentioned that the lease for the probable next STAR Call Center offices do not 
provide for Sunday hours.  The Call Center is currently open for a few hours on the 
Sunday before a Monday holiday.  Calls are sparse, and finding staff willing to work 
those hours is difficult.  Cessation of Sunday Call Center hours is likely to be 
proposed.  Also, any policy changes would not be implemented before April – and 
riders would be notified at least one month in advance. 

 Ms. Ashby expressed concern that maintenance of the ten-minute wait time policy will 
cause shared-ride trips to run very late.  Mr. Yaffe and the STAR Call Center will work 
together, using the new communications technology and messaging, to enable riders 
to be ready on-time. 

 Mr. Ross advocated for new technology that can provide information to those using flip 
phones, and advocated for policies to encourage use of standing order rides.  These 
are rides that happen the same day and time each week, between the same 
addresses.  The pickup times of standing order rides should be negotiable, to enable 
the Call Center to efficiently group rides.  The incentive for a rider to use standing 
order trips could be a fare discount. 

 Several attendees advocated for the resumption of Star-on-the-web and Interactive 
voice response ability to book rides on-line.  Hopefully, this technology will be repaired 
in a month and improved with the new STAR software. 

 Several attendees asked whether the new technology could be tested and 
implemented before the widened pickup window.  Mr. Yaffe responded that all the 
contractual parameters, expectations, performance incentives, penalties and other 
requirements will be in the same Call Center contract procurement.  With the 
exception of the proposed taxi voucher program, these are mutually-dependent. 

 In reference to the proposed taxi voucher program, Ms. Dunhamn asked how one 
could estimate the cost of the ride.  Staff will follow up with Red Top Cab and identify 
ways to estimate taxi fares.  

 
 
 
 
9:10 pm Adjournment 
 
 
                  Next Meeting Date: Thursday, October 20, 2016 – Birch Conference Room  


