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Jean Ryan’s Verbal testimony at 2-24-2023 AAR Oversight Hearing 
 
My name is Jean Ryan and I am president of Disabled In Action of Metropolitan NY, 
DIA for short. I’ve been an AAR rider since 1994. Right now, we are going back to the 
Nineties in the way AAR is working since drivers of the primary blue and white vans 
are filling out paperwork for each ride with literal paper and pencils.  
 
I submitted longer testimony online and in my printed remarks but now I will focus on 3 
problems that AAR has. 
 
1. When we have a problem getting a ride or with a ride, there is almost nothing we 
can do at the time, and we can only complain about it after the fact or maybe call the 
same day trip people, but not much happens in a timely manner. Access-A-Ride needs 
to be much more nimble and have dedicated floaters and people who listen to our 
plight and immediately send someone to come and pick us up. No one should be 
waiting for 45 minutes or more for a ride. Ever. No one should have someone forcefully 
telling them to get out of the car when they are sitting quietly and riding.  
 
2. We need on demand, spontaneous service for everyone who has Access-A-Ride. 
Our lives are rich and varied and busy. Sometimes we have emergencies. There is no 
reason that we should be dependent on a system that still uses manifests, even for 
brokers, and requires that we schedule rides 1 or 2 days in advance. Yes, it is better 
than the 90’s when we had to call 4 to 7 days in advance and then 1 to 4 days in 
advance some years after that. But we need to be able to get a ride today, now. For 
example, no one knows how long this hearing is going to last, but we had to book our 
rides yesterday and try to guess when the hearing will be over or risk having to leave 
early or wait around afterwards for our scheduled ride.  
 
3. We need more and better funding, preferably partly from the federal government. 
This is a federally mandated service that local government and state government is 
struggling to fund. But why are people with disabilities being singled out so that the City 
will have to pay the whole amount for AAR while the state continues to run it? Will the 
state want to give up AAR completely since they never wanted it in the first place? No 
one ever wanted to fund AAR, either, or make subways accessible so we had a viable 
option for traveling our city. Now we are stuck with this. Let’s think of creative funding 
sources as well as reimagine AAR to be the first class paratransit service that people 
with disabilities want and deserve. 
Jean Ryan  917-658-0760 pansies007@gmail.com 
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Testimony of Disabled In Action of Metropolitan NY given by Jean Ryan, President 
For City Council AAR Oversight Hearing with the Transportation, Aging, and Disability Committees,  
February 24, 2023 
 
Back to the Nineties (1990’s) 
 
Here we are again. I almost feel that I could give the same testimony every year that these oversight hearings 
on Access-A-Ride (AAR) are held because the problems persist and the actual solutions are few. The MTA likes 
to talk about numbers, but they do not usually address the serious problems of quality and of people actually 
getting rides. They like surveys, too, but who takes the surveys? We also see the reaction of people accepting 
bad service, not because they like bad service, but because they have no other choice to get places, so they 
compare bad service to no service. That is not much of a choice and makes surveys kind of meaningless. 
 
Once we seem to have some progress on Access-A-Ride, something happens to backslide and we are almost 
back to square one. It is so disconcerting to the many people with disabilities who depend on Access-A-Ride, 
whose lives have been and continue to be upended in many ways.  
 
Overview: 
 
To get Access-A-Ride, you have to be unable to take fixed route buses or subways, at least some of the time. 
You can have a temporary or a permanent disability. There may be no accessible subways near you or the trips 
to your destinations would be too long and cumbersome to manage. You might not be able to be guaranteed 
a seat so you can keep your balance on a bus or subway or you might not be able to walk up or down stairs or 
manage the gap in your wheelchair. Or you might not have the cognitive ability or stamina to travel on fixed 
routes. There are many reasons. You could have COPD or bad asthma that causes shortness of breath when 
you travel. You could have heart disease. You could be blind or have low vision. You could have cancer and be 
on chemotherapy. You could have Long Covid. You could easily have more than one disability, especially as 
you age.  
 
There is an application and AAR requires an in-person assessment at one of a few contracted AAR Assessment 
Centers in NYC. Then a different group evaluates the application according to Federal Guidelines in the 
Americans with Disabilities Act (ADA). AAR has 21 days to evaluate an application after the assessment was 
done.  
 
There are different kinds of Access-a-Ride approvals which are summarized in the Americans with Disabilities 
Act as well as on the MTA website= https://new.mta.info/accessibility/access-a-ride.  In brief, you could be 
allowed AAR trips within your borough, only to other boroughs, or all over NYC. You could be restricted to 
trips only during cold, hot, or inclement weather. You could have intermittent eligibility based on where your 
trip originated or where it ends. You could only be brought to or picked up from a subway station instead of 
origin to destination. You could have full eligibility. 
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People cannot get AAR just because they are old or tired. They must have a disability that affects travel.  
 
Children can get AAR, too, but if they are young enough or disabled enough to need adult supervision or 
assistance, they must have an adult traveling with them.  
 
To take a ride on AAR, you must book the trip one or two days in advance. Who among us always knows what 
they are doing that far ahead in their life? Who knows when the meeting or doctor appointment or visit with 
family will be over? What if it finishes very early? What if it runs over past the return trip time? What if 
something spontaneously comes up that you need to go to or want to do? There is no availability of 
spontaneous rides in AAR. Everything must be booked a day or two in advance. Get asked to babysit your 
grandchild because of a family emergency? You will not be taking AAR for that. I experienced that when my 
daughter had a baby and when my husband was hospitalized for a serious life-threatening emergency. I was 
stuck at home. Your boss asks you to stay later for a meeting or to finish a project? How will you get home 
after staying late if you do not take your AAR ride? Your friends invite you over tonight for pizza? You will not 
be taking AAR to get there, and even if you did have advance notice, would you know in advance when you 
would be finishing?  
 
Access-A-Ride has 30 minutes from the scheduled pick-up time to pick you up, but in actuality, they have as 
long as it takes because what choice do you have? What are your other options to get somewhere, especially 
when you use a wheelchair or really cannot walk very far? Once the AAR vehicle arrives, you must be outside 
within 5 minutes of the pick-up time. When should you book your trip? How do you know how long you will be 
driven around for picking up and dropping off other passengers. When AAR sends an alternate vehicle to pick 
you up, it can take hours of waiting for that vehicle. If they offer you taxi authorization, you have to get your 
taxi or car service yourself and pay up front and be reimbursed about a month later after you send in receipts 
and information. Not everyone can find a taxi or car service or lay out the money for that.  
 
One of the biggest and ongoing problems with Access-A-Ride is the inability to do anything when something 
goes wrong. Complaining afterward does not change the problems that happen when you are supposed to 
leave or while you are in the vehicle or exciting the vehicle. Making a complaint only records the problem 
and does nothing to solve it. This is critical to good service that is not stressful. We need timely and quick 
solutions to a same day trip problem. 
 
Compared to taking fixed route transportation of buses and subways, with AAR, you do not know the route 
you will take nor the stops you will make. There are so many unknowns with Access-A-Ride. You only know 
that you will likely be picked up and you will eventually be dropped off at your destination.  
 
Besides the need to book your trips in advance, the uncertainty and stress of taking Access-A-Ride makes 
people not want to do things and go places in their lives that they would otherwise do. The DOJ talks about 
this in their letter of October 17, 2022.  It is not called Stress-A-Ride for nothing. If people can afford it, they 
buy their own cars and travel independently or ask their adult children, spouses, friends, or parents to take 
them places. Or they travel by car service or Uber if they can afford it, but that adds up and most people 
cannot afford to pay for their own nonpublic transportation. 
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AAR during the first 2 years of Covid:  
 
Access-A-Ride continued to operate during the lockdown and during Covid but it was sometimes hard to get 
rides and wheelchair users were often not properly secured if they were given broker service (cabs and For 
Hire Vehicles) which sends independent contractors to you. App users could ask for a time to be somewhere 
but anyone who called in their request for a trip had to say when they wanted to leave. How can you say when 
you want to leave when you have no idea how much meandering you will be doing picking up and dropping 
off other people? It made for very long days.  
 
No cooperation or working together of MTA, AAR, and TLC even though 70% of AAR rides are in TLC licensed 
vehicles (cabs and For Hire Vehicles):  
 
DIA and Taxis For All Campaign (which DIA is part of) have been pushing AAR and the TLC for many years to 
work together to solve problems that involve both entities. AAR needs WAVs – wheelchair accessible vehicles. 
The public needs WAVs, too. WAV drivers often do not speak English so that passengers and drivers cannot 
have necessary communication about addresses and locations and securements. This can be dangerous. We 
totally accept that immigrants need and benefit from jobs. Our society benefits, too. We are not against that, 
but when we cannot communicate with our drivers about safety issues, it is not beneficial to us, to the drivers, 
or to the brokers or car services or app companies.  
 
We have been trying to work with the TLC on putting a poster in the back of WAVs so we could point to the 
poster to tell the driver that we need to be safely secured and they can see how to do it (even though they are 
supposed to learn this in Taxi Schools). For many years, we have been trying to get the TLC and AAR to 
regularly meet and work together. It seems logical that it would lead to safer and better service, but the 2 
agencies have been reluctant to meet and work together. We understand that one is a state agency and one is 
a city agency. To us, they still need to regularly cooperate to solve problems such as drivers not properly 
securing wheelchair passengers or not securing us at all and not doing call out and assist for blind and low 
vision passengers. There have been horrific instances where TLC licensed drivers dragged an elderly passenger 
out onto the street and where drivers insisted that passengers get out because the app cancelled the trip for 
some unknown reason. It is very upsetting when you are blind and are already riding in the TLC vehicle sent by 
AAR and the driver stops and yells at you to “Get out!” but otherwise cannot communicate enough in English 
to tell you what has happened or to communicate with the dispatcher to find out why the ride was cancelled 
or to explain they have a passenger in the car. It is very upsetting when the non-English speaking driver takes 
you to another part of the city and then ends up dropping you at home and not at your destination so you can 
go to your appointment! It is very upsetting when the broker does not send a car after 2 hours of the pick-up 
time and you are on the sidewalk at 1 a.m. on the phone with Access-A-Ride, trying to get picked up by a 
vehicle and someone comes by and mugs you, steals the phone you are calling AAR from, and gives you a 
black eye. I get told by the MTA that these are anecdotal. Yes, they are, and I know the people these things 
happened to. They should never happen no matter how many people AAR is transporting or not transporting. 
 
AAR needs to have a rule that all drivers must have a working knowledge of English and must be proficient in 
and understand the need to safely secure wheelchair users. All AAR drivers must also be proficient in and 
understand the need to use call out and assist for blind passengers so they can safely enter and exit the 
vehicle and get to their destination, not be ignored at pick-up time or dropped off in the street at their 
destination. It is irresponsible to subject us to unsafe conditions day after day. 
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DOJ Report 
 
The DOJ wrote AAR on October 17, 2022 about AAR’s failure to provide rides that were comparable to the 
time that a bus or subway would take to get to the destination, whichever way is fastest. The DOJ report also 
complained about untimely drop-offs of too early or too late, untimely pick-ups, and long meandering rides for 
the people with disabilities who take Access-A-Ride. Activists and Access-A-Ride Paratransit Advisory 
Committee (AARPAC) members are upset that we happened to find out about the letter months after it was 
sent. We were kept in the dark by the MTA and by NYCT and by AAR. That is not right. How can we work 
together if there is no transparency by these agencies and departments? Even MTA Board Members did not 
know about this letter until activists strongly mentioned it in late January, 2023. Now that we know about the 
letter, we do not know what steps AAR is taking or will be taking to stop the problems from happening, and 
we wonder if we will know in the future.  
 
Untimely drop-offs 
 
There are 2 kinds of untimely drop-offs: arriving way too early and arriving to one’s destination too late. 
Neither one is good. The DOJ and riders are concerned about early drop-offs because in an effort to get us to 
our destination by the time we requested, we are sometimes dropped off an hour or more early. Sometimes 
the building isn’t open yet. Sometimes it is very cold or rainy or very hot outside. Sometimes it is a dangerous 
neighborhood. It means we just have to be there or find a place to go until we can get into the building. When 
I worked, I used to be driven around South Brooklyn for an hour to pick up other people before we headed to 
the City to drop them off very early in the morning. I was the last to be dropped off and still I would arrive very 
early at work at Hunter College and have to go into a dark building, take an elevator, and arrive on my dark, 
unlit floor because no one else went to work more than an hour early. I turned on the lights and headed to the 
locked teacher’s room, entered, and locked myself in for safety until other people started arriving an hour 
later.  
 
Late drop-offs mean we miss meetings, get to work late, get to classes late, miss Broadway shows we have 
tickets to, and miss appointments, among other things. The sinking feeling that you are going to be late and 
there is absolutely nothing you can do about it as the vehicle continues to go pick up other people is 
devastating.  
 
Untimely pick-ups 
 
We are given a specific pick-up time by AAR and we must be outside to get the vehicle anywhere from the 
pick-up time to 5 minutes afterwards. But the vehicles can be 30 minutes or more late. I know someone who 
uses a wheelchair who recently had to wait outside for 2 and ½ hours in the cold for her pick-up to go back 
home. I know people who have never been picked up. If you don’t have a cellphone (and there are people 
who do not have one), if you forgot your cellphone that day, if you do not have a smart cellphone, if your 
batteries died, or if you do not have the dexterity or vision to use your cellphone very well, you are 
guaranteed to have bad AAR experiences. What do you do when the vehicle does not arrive?  
 
Sometimes vehicles arrive way too early and demand that we get in, but what if we aren’t ready yet? What if 
we have something else we have to do in the meantime? Often, the drivers drive off and we have no idea if 
they of someone else will be picking us up on time. This is more likely to happen with broker vehicles.  
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Long meandering rides 
 
This is definitely a problem when the vehicle is shared with other people. On my way to Manhattan, I used to 
often be picked up in Bay Ridge by a blue and white vehicle and be driven to Sheepshead Bay, Marine Park, or 
Howard Beach to pick up and drop off other people. I don’t mind sharing rides and I know that AAR is a shared 
ride system, but going east to go west is not on the way. It is out of the way. When I took my grandchildren to 
the Bronx Zoo, we would usually be picked up at the zoo an hour late, then driven all over the Bronx picking up 
and dropping off people, and finally, after an hour of doing that, we would start heading towards Brooklyn and 
maybe drop off other people. It was exhausting and I felt taken advantage of because of the scheduling 
system. 
 
Trip Denials –  
 
The ADA does not allow paratransit (Access-A-Ride) to deny people trips. Every trip we ask for within the 
boundaries of NYC 1 or 2 days in advance, has to be offered and scheduled. Before 1999, AAR was outright 
denying trips but the MTA was sued by DIA and other groups and ultimately agreed to schedule every request. 
However, when you are not picked up in a timely manner, not picked up at all, or driven all around and you 
miss what you were going for or are exhausted from driving around or having to leave too early and/or arrive 
at your destination way to early or way too late, isn’t that in actuality a trip denial? What about when you are 
told to get out of the car before you get to your destination? The DOJ letter addresses this and says that these 
bad experiences discourage people from taking AAR or make them think twice before they try again. 
 
Cancellations of rides 
 
Years ago, if we had to cancel a ride, we had to do it by 5 p.m. the day before we were going to take the ride! 
After activists complained to the Civil Rights unit of the FTA twenty years ago, AAR had to shorten the allowed 
cancellation time to 2 or 3 hours. If we have to cancel on shorter notice, especially if it is something beyond 
our control like an emergency or a longer doctor appointment or if we are ill or injured, we do not get 
penalized for it, but if these add up, which can happen when someone is in frail or unpredictable health, we 
will get punished for having too many late cancellations. For example, when someone is doing dialysis, they 
might have to cancel or late cancel more often than someone else.  
 
Cancellation of Stratagen Contract 
 
The Stratagen GPS contract for the blue and white dedicated carriers (which carry about 30% of the AAR 
riders) was recently abruptly cancelled and now AAR is scrambling to try to provide service through the 
carriers. The program that has provided scheduling has been outdated for years. It is so frustrating to have bad 
scheduling. It affects everything. For example, we often ask for a pick-up time that is approximate to or not 
before or not after a certain time, say, for example 3 p.m.. The scheduling system will give us a pick-up time 
that is about 55 minutes earlier or later than the time we asked for. That is allowed by the ADA but in reality, it 
is way too inconvenient. We end up hanging around endlessly for our scheduled ride or cutting short whatever 
we planned to do. Now drivers have gone back to the 90’s and are using pencil and paper to record rides and 
are calling their base to say where they are, who they picked up, and where they are going.  
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Safety Issue - Erratic Call Out and Assist for blind people and people with low vision   
 
People who are blind or who have low vision need Call Out and Assist. That means that when the driver arrives 
to pick up someone, the driver makes an active effort to find their passenger, call out that they are Access-A-
Ride, and help the person safely get to the vehicle and get inside. If the passenger asks where they are during 
the ride, the driver should tell the passenger that information, but the drivers often do not speak English. The 
person might ask to be dropped off right in front of the destination or ask to be guided onto the safety of the 
sidewalk to be guided to the door of the destination. That is the safe way. What often happens is that the 
blind person is waiting on the sidewalk trying to figure out if the vehicle is there yet and listening. The driver 
pulls up and just sits there and never gets out or says anything. In a busy place, it is impossible to know if the 
vehicle is yours. Or if the blind person gets in and takes the ride, they are dropped off wherever and get out of 
the car in the street and have no idea where they have to go or how to get to the sidewalk in a safe manner. 
The driver is supposed to help, but many do not. Some do. Drivers need to be trained better and they need to 
consistently help blind people into and out of the car and to and from their destination. They also need to be 
able to communicate in English.  
 
Safety issue - Broker drivers do not always secure a passenger and their wheelchair 
 
This is a huge safety problem. Drivers often do not have the correct straps to secure a wheelchair and the 
person in the wheelchair. If the cab or For Hire Vehicle stops short or is in an accident, the wheelchair will 
move and the person in the wheelchair could fly out and get severely injured. NYS law now requires everyone 
riding in a vehicle to be restrained by a safety seat belt. But drivers either don’t have the straps or don’t know 
if they have the straps or do not know how to apply them or do not want to take the time. They think it will 
take too much time to secure us. Yes, it does take like 20 minutes if a driver doesn’t know what they are doing 
and we have to teach them how. But if a driver knows what to do, they can secure us in 5 minutes or less, and 
they are paid extra for taking wheelchair passengers. We want the TLC to make a poster showing the proper 
way to secure a wheelchair and a passenger in the wheelchair and have the poster in every cab and For Hire 
Vehicle so that we can point to the poster and say we want to be secured. It is taking too long to get this 
poster. So far, the process has gone on for about 2 years. Training by the TLC as well as the brokers needs to 
be stepped up and improved and enforced. Only the broker vehicles and independent cabs and For Hire 
Vehicles are lacking in wheelchair securement. The training for the dedicated primary blue and white vehicles 
is ok. It is dangerous for us to ride in vehicles without being properly secured. 
 
How the language issue affects drivers and passengers and brokers 
 
As mentioned in various places in this document, when passengers and drivers cannot communicate because 
they do not speak the same language, safety is often compromised. Wheelchair users need to communicate 
with the driver that they need their wheelchairs and their persons to be secured. We need to be able to ask a 
question relating to the trip, and we need to be able to be request to be dropped off in a certain location such 
as the corner or right in front of an address. We need to be able to tell the driver something unique about the 
route such as it will be easier and faster to go straight instead of turning right. If the app cancels the trip (we 
don’t know why this happens), the driver needs to be able to contact the base or the dispatcher and ask why 
and say that they have the passenger in the car already. The dispatcher or base needs to be able to tell the 
driver they will pay the driver anyway and to take the passenger where they are going. What happens now 
sometimes is that AAR passengers are told to get out of the vehicle!  
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There probably are no stats on how often this happens, but I personally know 3 people whom this has 
happened to recently, so it is not rare. And it is always very upsetting. A person with a disability is going to 
willingly get out of the vehicle en route to their destination and then try to figure out how to get there? I don’t 
think so, but the drivers are yelling and ordering us out. It defies common sense and human consideration. 
Riders and drivers need to be able to communicate with each other.  
 
Taxi Authorization and Reimbursement 
 
People can call AAR and request taxi authorization for rides within their boroughs only. Why not rides to 
another borough? People in the outer boroughs often go to Manhattan or a different borough. It may be 
cheaper to have taxi authorization than to route all trips through AAR’s bad scheduling program. For years, 
people who got taxi authorizations were suddenly blocked from all taxi authorizations for 30 days, even if they 
were offered taxi authorizations and did not ask for them. This baffling practice seems to have stopped. When 
someone gets a taxi authorization, they must pay up front and then send the original receipt to AAR along 
with details of the date and trip. They usually get reimbursed about a month later, someone way longer and 
sometimes shorter. A trip to another borough is only given taxi authorization if there is a problem like the 
vehicle does not show up or the person is stranded. The beauty of taxi authorization is that you can bypass the 
archaic scheduling system of AAR.  
 
Ways to complain to or about AAR 
 
One way to really capture AAR complaints would be to require the people who answer the phone about same 
day trip problems (#5) to count the complaints they hear over the phone. AAR has never done this because 
complaints would skyrocket, but it would be more accurate. Now, we can complain by postal mail, by email to 
AAR staff or through the MTA email system, by calling or emailing the few people who work in AAR customer 
service, or by calling the AAR complaint line (#8) M-F between 9 and 5, waiting interminably on hold, and only 
making 2 complaints per person. It seems that the MTA wants to limit our complaints and we soon learn that 
most complaints are useless to make so why waste our time? Some people also complain to public officials.  
 
Pilots that AAR had before and has now 
 
A few years ago, AAR had a wildly successful pilot that many people used and loved. It was called e-hail. 
People still booked a ride the day before but they could get a ride from a cab or For Hire Vehicle and were not 
limited to a certain minute of pick-up. It gave people flexibility and freedom to live their lives in a way better 
way than traditional AAR did, but it was popular and AAR did not like that. Find a program that works and fits 
people’s needs? No way. About 2018, AAR abruptly stopped giving out a lot of rides starting March 1st without 
telling anyone or announcing it ahead of time. People complained because all of a sudden their lives changed 
for the worse. Finally, after we complained at an MTA Board Meeting, they belatedly announced on March 
17th that the program was being discontinued.  
 
A little later, in 2019?, a pilot that AAR has now was instituted. It is called the On Demand program or e-hail on 
demand. 1200 people are in it and they can take unlimited cab or For Hire Vehicle rides through 3 apps. At 
first, it was very unwieldy, especially for people who lived in the outer boroughs or who were wheelchair 
users, but now it is easier to get rides. One disadvantage for wheelchair users is that often the drivers will not 
secure our wheelchairs or us with seatbelts. I do not feel safe when my chair or I am not secured, and I seldom 
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use the on demand program because of that. Is it worth my safety? Again, better training and enforcement 
needs to happen. 
 
There was talk before Covid about seriously limiting the On Demand program but those plans were scuttled 
when Covid hit. Now there is talk that the program will add 1200 random AAR users and will be limited in 
some way but we do not know what the plans are. The time that we hear the changes will happen has gone 
from the end of last year to later this spring.  
 
Using AAR for emergency evacuation 
 
AAR is designated as an emergency evacuation provider by the Office of Emergency Management (OEM) in 
case of any major emergency in NYC. That would be for floods, hurricanes, explosions, fires, wherever many 
people need to be moved from one place to another in an emergency and have disabilities. AAR was used 
during Hurricane Sandy. The blue and white buses (AAR big vans) have spaces for 3 wheelchairs in an 
emergency, but 2 in regular use because it is difficult to get 3 wheelchairs safely into the buses. Are there 
enough straps in the vans to secure 3 wheelchairs? I only see 2 sets when I am in those vehicles. Would one 
wheelchair user be unsecured? Or am I missing something? Are there enough big buses like this to be effective 
in an emergency since not that many people are being carried by the blue and white vehicles? This needs to 
be looked into.  
 
Expensive Assessment Centers and Assessment Process 
 
People hate the assessment centers and the process to get Access-A-Ride. Does it really do anything besides 
keep people out of the Access-A-Ride system? The application wants us to have a letter from a doctor. I don’t 
know if it is required but there is that bias that you cannot be the judge of your own disability and your ability 
to travel. If you’ve had a disability your whole life or most of it, chances are you no longer need to see a doctor 
for that problem. Let’s say you were born blind. Unless you are having a new problem, why would you go see 
an ophthalmologist for your blindness? Or your polio or cerebral palsy? Other doctors are not going to feel 
qualified to write to Access-A-Ride about your disability. And, usually, when we ask a doctor to write 
something, their staff just says something like: “Mrs. X needs Access-A-Ride and cannot take the bus or 
subway.”  That is not detailed enough for AAR but that is usually all we can get. People have had AAR for many 
years and then been turned down with assessment, even though they have good letters but have an unusual 
problem like orthostatic hypotension that AAR does not seem to understand. People are made to walk in the 
hallway to see if they can get to a bus stop or take public transportation but often people with disabilities 
cannot take public transportation because they cannot safely stand on a moving vehicle. The assessment does 
nothing to assess this problem by walking in the hall or climbing a few steps. The whole assessment process is 
demeaning and anxiety producing. The last time I went for an assessment, it was not private. The assessor 
wanted to interview me in a public area because the interview room was impossible to get into with a 
wheelchair. I refused to be interviewed in a public area but I wondered if that would be held against me. There 
were no accessible subways within miles of where I live, I use a wheelchair out of the house, and I cannot walk 
very far at all, and yet there I was being evaluated to see if I was going to get AAR again. At first, they required 
assessments every 3 years, but that turned out to be too expensive. For an assessment, AAR pays for 
transportation both ways and they pay for the contract with the assessment people to take our photos and 
assess us. Then they switched to assessing every 5 years. We kept asking them why they were assessing us 
since we had permanent disabilities. Were blind people going to have a miracle cure? Were people with 
mobility disabilities going to get our mobility back and get out of their wheelchairs or stop using a cane or 
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Disabled In Action is a civil rights, non-profit, tax exempt organization 

crutches as we aged? Finally, they started giving some people continual eligibility as the ADA allows, so now 
AAR is not assessing everyone every 5 years because they have permanent disabilities.  

Is assessment even necessary? That money could be put to good use by providing service to people with 
disabilities! 

Thank you for having this Access-A-Ride Oversight Hearing. I do not think the City should have to pay for all of 
Access-A-Ride. I am fearful that it will lead to AAR being completely separated from the MTA and that service 
will deteriorate even further and people with disabilities will be further marginalized.  

Jean Ryan 
President 
Disabled In Action of Metropolitan NY 
Pansies007@gmail.com 

mailto:Pansies007@gmail.com


















































































































 
Diane Rose Ministries 
P.O. BOX 747832 
Elmhurst, NY. 11374 
 
 
February 24th 2023 
 
Via Online Submission 
 
Attn:  Transportation -  Aging - Mental Health Committees  
New York City Council 
250:Broadway 
New York, NY 10007 
 
Re:   Oversight of Access A Ride 
 
To All Concerned: 
 
My name is Dr. Diane Rose and I am writing on behalf of Diane Rose Ministries Aging 
Gracefully in the City Program.  My background, now retired, includes writing policy and 
procedures forSenate Offices in compliance with FMLA, Academic Research in the field 
of Mental Health and Substance Abuse, as well as Non Profit Oversight for Families and 
Seniirs at risk of displacement in communities.  In addition, I’ve contracted with NYC & 
State providing leadership development and guidance on several Health & Human 
Service Programs while ending my Career as a Private Psychotherapist in NYC.  This 
Ministry brings together all this experience while enabling participants to engage in a 
Christian experience that offers a deeper consolation and meaning of life as they grow 
older.  As such, please accept this written document in addition to my verbal testimony 
given on 2/24/23 at the Subject Hearing.  Although some of what I touch upon is my 
own personal experience, I write on behalf of all Aging (50+)  populations in the five 
boroughs of NYC who have need of and/or have applied and receive transportation 
from MTAs Mobility Program.  Our concerns with the operational and delivery of this 
program are as follows: 
 
It is my understanding that the purpose of providing paratransportation services is in 
accordance with Federal Regulatory Statutes in compliance with the Americans With 
Disabilities Act of 1990.  The ADA requires the provision of accessible transport and 
entry into buildings, transportation, and business establishments and to accomodate 
those in need of such access.  The term transit, for our purposes means:  Automated 



guideway transit system or AGT means a fixed-guideway transit system which 
operates with automated (driverless) individual vehicles or multi-car trains. 
Service may be on a fixed schedule or in response to a passenger-activated call 
button.   Provided to a person with a documented disability defined as Disability 
means, with respect to an individual, a physical or mental impairment that 
substantially limits one or more of the major life activities of such individual; a 
record of such an impairment; or being regarded as having such an impairment. 
 
 I am confident you are well aware of these regulations and my expertise speaks to the 
import of a wholistic approach to determining same.   As a medical professional, we 
diagnose and treat areas of need for a variety of diseases.  Some of these diagnosis 
results in impairment with a number of daily activities to include functional limitations 
with such things as travel.  No limitation is the same with everyone and as such, it is our 
practice, in accordance with needs, that a treatment plan is devised to address those 
needs and followup is done accordingly.  Based upon a persons report, and further 
examination, our plan either remains the same or adjustments are made.   
 
MTA-AAR ASSESSMENT 
 
Our first concern is with the assessment process.  The assessment process, as 
observed and experienced, utilizes a cookie cutter approach towards inducting a 
physical impairment assessment.  Does little, if anything, to explore functional 
limitations for Mental Health Disability, nor considers the trauma experienced and 
resultant disabling conditions of women who experienced some form of iolence 
domestic or otherwise.  No one can determine the impact of same by asking them to 
walk three feet down a hall, climb four steps on a simulated bus, nor ask what the 
psychiatric disability is and medication taken while ignoring a Doctors support for 
providing transport services.  Let me further explain: 
 
Disabilities that impact physical functioning, such as those that are invisible, ie 
Fibromyalgia, Neuralgia, Peripheral Neuropathy, Sciatica, and other wide spread painful 
conditions are experienced on a day to day basis rendering an individual, in some 
cases, unable to move at all or movement is experienced with great limitations 
impacting strength and mobility.   These are not assessed via such examinations. 
 
Disabilities involving Mental Health, to include trauma related violence exacted on a 
person, is not captured in your assessment process.   The process fails to assess 
functional limitations when traveling and in particular, completely ignores limitations 
related trauma related violence. 
 



Goals of the ADA: 
 
We fought hard in the 90’s for the sweeping changes the ADA would create for 
individuals.  The challenges, from our lens, were that the ADA and its associated FMLA 
legislation would enable people with disabilities and older persons to do the most basic 
things like Work and/or Secure Employment, Attend Medical Appts, and Go Shopping 
AND Carry Groceries, Reside in or Secure Housing, let alone Recreation and 
Entertainment.  The latter of which we have less concern as relates to the disabilities 
described herein.   We also fought hard to remove the stereotypes of “handicap” from 
the language as it failed to capture all persons with disabilities, especially those with 
invisible disabling conditions.   Thus, though one may be able to walk several blocks 
does not equate to carry groceries that same distance.  Though one may be able to 
travel a bus on a fixed route, as a resident of Queens, there is no such thing for most 
activities requiring at minimum two-three bus routes getting on and off buses, and the 
absence of accessible subways let alone climbing the number of stairs from street to 
platform.  Where someone has been traumatized by violence, traveling or being in 
settings that trigger safety concerns cannot be underestimated.   
Where travel to perform any of these activities require multiple trips per day and travel 
between boroughs render pain and exhaustion for anyone let alone someone with 
functional limitations or fear safety.   
 
In closing, Aging Gracefully means an ability to live, work and play in places where 
people live.  New York City is a wonderful place to do so within.  Yet, a disability that 
limit travel for those older persons and or those with disabilities does the reverse of 
what the ADAs intent meant to do.  That was to enable people to go beyond the walls of 
their homes to live full and productive lives.  That’s what Aging Gracefully means at any 
age and we intend to ensure this one’s into being. 
 
Finally, we do support and recommend Rideshare programs like Uber and Lyft, they just 
make sense.  We also recommend, like some one would do with a Drivers License, that 
one could transfer their Paratransit Services across states since this is a federal 
program.  Other Cities, such as Atlanta, Ga., utilizes a Disability Focused Assessment 
Approach and places high regard for Doctors Recommendations.  They also have one 
card that is used both on para transit as well as regular bus and rail systems so that 
exact fare is unnecessary.  Drivers must speak English or have a translation system (ie 
phone app) to communicate with riders and go through a rigorous training process.   
Sadly, drivers view, I am told, this program as a poverty program not a disability related 
services and therefore treat, in many cases the elderly, in ways that can be 
discriminatory- though they are least likely to file a complaint.  Also, it’s been reported, 
that many older persons fear non compliance with this egregious behavior results in 



retaliation of some sort or complaints are recorded with no followup.  As mentioned 
during the hearing, rising treatment to the level of a DOJ investigation.  Now that’s NOT 
the image for New York City.  As such, my final recommendation is to remove the 
program from under a “transportation” umbrella or focus and make it a Health and 
Human Service category so that Determinations and ongoing provision of services are 
made by professionals with greater understanding of the needs of Older Persons and 
Disabled Populations. 
 
Thank you for receiving this testimony.  I look forward to hearing that a Revamping and 
Reassignment of this service is underway and welcome the opportunity to assist in 
defining what this could and would ultimately look like. 
 
Always 
 
 
Minister Dr. Diane Rose 
Diane Rose Ministries’ 
National Center for Economic  
  and Enterprise Development 
 
 
 
 
 
 
 
 



To: New York City Council’s Committee on Transportation and 
Infrastructure, The Committee on Mental Health, Disability and 

Addiction, and The Committee on Aging 

  
From: Michael Ring 

  
Subject: Written Comments in Response to the New York City 

Council’s Committee on Transportation and Infrastructure’s 
Oversight Hearing on Friday February 24, 2023, at 10:00 a.m. 

Held Jointly With The Committee on Mental Health, Disability and 
Addiction, and The Committee on Aging – T2023-2970  
Oversight – Access-A-Ride 

  
Date: February 24, 2023 

  

Thank you Chair Selvena N. Brooks-Powers, Chair Linda Lee and 

Chair Crystal Hudson for the opportunity to testify today before 
the New York City Council's Committee on Transportation and 
Infrastructure, the Committee on Mental Health, Disability and 
Addiction, and the Committee on Aging.  

 

My name is Michael Ring, And I am a board member of Disabled 
In Action of Metropolitan New York and a member of the 
Transportation Committee for the Downstate New York ADAPT, a 

chapter of national ADAPT. I would like to ask everyone in this 
room to play a little mind game with me. Today is Friday. So, 

imagine if you had to decide on Wednesday or yesterday before 
5:00 p.m. what time you wanted to get to work here and at what 
time you wanted to be picked up so you could go home. Doesn’t 

that sound like it would be a little frustrating? You probably 

wouldn't be able to get your job done, because no one really 
knows what time they're going to finish up. Well, that's what 
Access-A-Ride users have to put up with if they want to go to 
work.  
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So, no. That doesn't work.That's why you don't see many people 
with disabilities in the workplace in New York City. You all know 

what happens when you're at work at 1 minute to 5:00 and 
you're in the middle of something important. You stay a little late. 
But that cannot happen if your Access-A-Ride vehicle is waiting 
for you outside; an inflexible system like Access-A-Ride means 
that New Yorkers with disabilities don't leave their houses to go 

to work. 

 

But a few years ago, I got lucky and I was picked to be in a pilot 
program where I was able to book my rides in real time, similar 
to a system you're all familiar with, Uber. I could press a button 

on my phone when I'm ready to leave my house and I can be 
taken to work in an accessible vehicle. But more importantly 
when I'm ready to go home I can press the same button and get 
picked up. I don't have to decide 24 hours in advance when I 

want to go home. Just like everyone else in this room I can go 
home when I'm ready to go home. Also, I don't always know 
where I'm going to be when I'm ready to go home. It's not 
unusual for people to have an off-site meeting or go out for a 
drink after work. I'm sure everyone in this room has done 

something like that. That’s what makes you a good employee. 
New Yorkers who rely on Access-A-Ride cannot do that. 

 

But wait, did I say I was lucky to get in this program? Luck had 
nothing to do with this. I was not randomly selected. I was told 

about this program by a friend of mine who was actually a 
paralympian. Not your run-of-the-mill person with a disability. 
Other people in this room are also in the program. They are 
disability rights activists, self-advocacy specialists, and MTA staff. 

We are the movers and shakers of the disability rights 
community. People that already have full-time jobs. I didn't get 
this because I was lucky. I got it because I asked for it and so did 
some of the other people who got into this program.  
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So, just before Covid, we were told this program would be 
changed because we were using it too much and it cost too much 

money. Well of course we use it. It works. We get to go to work. 
We get to go home when it's time to go home instead of when we 
decided the day before. Just like everyone else who goes to work. 
We were told the program was going to change to limit the 
amount of money a ride could cost and the quantity of rides we 

can take in a month. These limits would have made it useless for 
anyone who worked 5 days a week. Also, our rides save the MTA 

money compared to regular Access-A-Ride. We get picked up by 
TLC vehicles that are already driving around anyway and we get 
picked up by the nearest vehicle when we request one as 

opposed to Access-A-Ride that sends out vehicles with a 
predetermined manifest that leads them to drive all over the city 

 

Now we are hearing again that the pilot program is going to go 

into phase B and we are all hoping it will not become something 
useless. Putting caps on the distance of a ride and the quantity of 
rides one could take will make this program useless. 

 

I urge the people in this room to direct  the MTA to add people to 

the pilot program. And not the people who've been banging down 
their door asking to be put into it because it works great. But 
they should add a random sample of Access-A-Ride users. That 
would give them actual data on how an on-demand program 
works and how much it would cost. 

  

Thank you. 

 

Very truly yours, 

 

Michael Ring 

Board Member of Disabled In Action 

Member, Transportation Committee, Downstate New York ADAPT 

Email address: michaelring26.2@gmail.com 
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To: New York City Council’s Committee on Transportation and Infrastructure, The 
Committee on Mental Health, Disability and Addiction, and The Committee on Aging  
 

From: Kathleen M. Collins 
 
Subject: Written Comments in Response to the New York City Council’s Committee on 

Transportation and Infrastructure’s, Oversight Hearing on Friday February 24, 2023, at 
10:00 a.m. Held Jointly With The Committee on Mental Health, Disability and Addiction, 
and The Committee on Aging – T2023-2970 Oversight – Access-A-Ride 

 
Date: February 24, 2023 
 

Thank you Chair Selvena N. Brooks-Powers, Chair Linda Lee and Chair Crystal Hudson 
for the opportunity to testify today before the New York City Council's Committee on 
Transportation and Infrastructure, the Committee on Mental Health, Disability and 

Addiction, and the Committee on Aging. My name is Kathleen Collins and I am a Co-
Coordinator for Downstate New York ADAPT, and on the Board of Disabled In Action of 
Metropolitan, New York.  Both organizations are composed of people with all types of 

disabilities advocating for the civil rights of all New Yorkers with disabilities, including, 
but not limited to, the right to live and fully participate in the larger community. I reside 
in Manhattan and have lived my entire life in New York City as a New Yorker with a 

disability. 
 
Under the law, New Yorkers with disabilities are required to be provided with 

paratransit1 service comparable to the level of service provided to individuals without 
disabilities who use the fixed route system. 49 C.F.R. 37.121. Let’s do a comparison. 
 

First, let’s address flexibility in scheduling a trip. Most New Yorkers can decide to take a 
bus or subway a few minutes before they take a trip.  In contrast, Access-A-Ride is not 
flexible - you must book your trip no later than 5 p.m. the day before. Thus, you cannot 

use it if your work hours change from day to day, if you get sick at 7 p.m. and need to 
see a doctor the next day, or if your friends call up today and say let’s go out to dinner 
tonight.   

 
Second, let’s examine reliability. Yes, there are times there are delays in the subway 
and yes, buses do go out of service, but the majority of the time you can get to your 

appointment on time using a bus or subway.  In contrast, with Access-A-Ride, you can 
be picked up earlier than you scheduled pickup time, later than your pickup time or not 
at all. Thus, I never used Access-A-Ride while working because Access-A-Ride was not 

reliable nor flexible, two things I needed to work as a lawyer.  I calculated that it cost 
me about $400,000 to travel only to and from work over 20 years. I lived and worked in 
Manhattan.   

 
1 “Paratransit means comparable transportation service required by the ADA for individuals with 

disabilities who are unable to use fixed route transportation systems.” 49 C.F.R. §37.3. 
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The last eleven years of my working career, my office changed to somewhere close 

enough to my apartment that I was fortunate enough to have someone push me to and 
from my office which saved me about $100,000. 
 

Third, let’s examine safety. Bus drivers and subway personnel must be able to 
understand and be understood in English to perform the duties and responsibilities of 
the position. Additionally, bus drivers and subway engineers receive training from the 

MTA. Further, they are New York City Transit Authority employees. In comparison, 
Access-A-Ride drivers are not employees of the New York City Transit Authority and do 
not receive the same training, if any training.  

 
Riding with Access-A-Ride is unsafe for many customers since you can be dropped off in 
the street and in traffic. If you are a customer with low vision or who are blind, your 

driver may leave without you knowing he was there because the driver did not call out 
to you and assist you to the vehicle.  If you are a customer who uses a wheelchair, and 
a black car or taxi picks you up, you more than likely will not be provided with a 

seatbelt, and shoulder belt and sometimes not all the wheelchair securement devices will 
be operational. 
 

Before the pandemic I specifically testified at an MTA meeting about the systemic lack of 
seatbelts and shoulder belts in broker vehicles. However, there has been very little 
improvement despite the fact that in New York State every occupant in a vehicle must 

wear a seatbelt and shoulder belt. N.Y.S. Vehicle &Traffic Law §1229-c. 
 
Further, unlike the direct employees of the New York City Transit Authority, the drivers 

who are working for the black cars and taxis, which provide approximately 70% of the 
rides to Access-A-Ride customers do not need to speak or understand English which is 
putting my and other Access-A-Ride customers' safety in jeopardy when we cannot 

communicate with the driver. In my case, I cannot even resort to hand gestures. This is 
unacceptable. 
 

In sum, my testimony and the testimony of many others demonstrate that we, New York 
voters and taxpayers with disabilities are not receiving transportation services 
comparable to New Yorkers without disabilities.  This needs to be corrected NOW. Please 

review the testimony submitted by Disabled In Action, Downstate New York ADAPT and 
other disability organizations. Thank you.  
 

Very truly yours,  
Kathleen M. Collins,  

Email address: kclawprof2@gmail.com  
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Date: February 24, 2023 

 
Downstate New York ADAPT (“DNY ADAPT”) is a grass 

roots, non-hierarchical community of people with all 

types of disabilities advocating for the civil rights of 

people with disabilities, including, but not limited to, the 
right to live and fully participate in the larger community. 

Downstate New York ADAPT covers the five counties in 

New York City, the two counties on Long Island as well as 

Westchester, Dutchess, Orange, Rockland, Putnam, 

Ulster and Sullivan counties in New York State.  
 

The Greater New York Council of the Blind ("GNYCB") is a 

chapter of the American Council of the Blind of New York 

State ("ACBNY") which is a nationwide member - driven 

advocacy organization that strives to increase the 
security, independence, economic opportunity, and 

quality of life for people who are blind and experiencing 

vision loss.  

 
Downstate New York ADAPT and the Greater New York 

Council of the Blind submit these comments in response 

to the New York City Council’s Committee on 

Transportation and Infrastructure’s, Committee on Mental 

Health, Disabilities and Addiction’s and the Committee on 
Aging’s Oversight Hearing on Access-A-Ride that is being 

held at 10:00 a.m. on Friday, February 24, 2023. 

 

Everyone agrees that accessible, affordable, reliable,  and 
safe transportation that a New Yorker can use 24 hours a 

day, seven days a week, with little or no pre-planning is 

essential to live a full life in New York City. Here we are 

again, many of us here today spoke to members of a 
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previous City Council about Access-A-Ride either in 2018 

or 2019. Unlike our fellow New Yorkers, New Yorkers with 
disabilities who must rely on Access-A-Ride and who are 

not on the demand pilot program1 cannot decide anytime 

during the day to change their scheduled pickup time to 

do anything, such as  to get to a hospital, go out to a 
business dinner with a client, meet up with a friend, work 

past their pickup time scheduled before 5  p.m. the day 

before, or do anything requiring the services of Access-A-

Ride that was not scheduled by 5 p.m. the previous day. 

Besides not being flexible, Access-A-Ride customers also 
encounter uncertainty with respect to their safety and 

their ability to  even get to their destination at all, let 

alone on time.   

  

Addressing safety, Access-A-Ride customers who use 
wheelchairs are not guaranteed that the vehicle sent has 

working securement devices at all four points for their 

wheelchairs, nor lap safety belts and shoulder harness 

belts available to wear, a clear violation of law.   
Moreover, Access-A-Ride customers who have low vision 

or who are blind are placed at risk of being injured or 

killed since drivers assigned to pick them up consistently 

fail to call out to the customer and assist them to the 

vehicle even though they are required to do this. Further, 
many times the drivers drop off customers who are blind 

or have low vision anywhere in the street instead of 

escorting the customer to the sidewalk and their actual 

drop off location. 

 
1 Those who are part of the demand pilot program experience a long wait for vehicles during peak 
demand times for vehicles and can end up being forced to scramble for another alternative or wait. 
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Significantly, to work for the MTA "[y]ou must [at least] 
be able to understand and be understood in English" and 

for some positions "[y]ou must be able to understand 

and be understood in English to perform the duties and 

responsibilities of the position. See, 
https://new.mta.info/careers/upcoming-exam-dates and 

https://new.mta.info/careers  In stark contrast, the 

people who drive 70 percent of New Yorkers with 

disabilities are taxi drivers and black car brokers who 

are not required to speak English, despite the fact  that 
the need by customers of Access-A-Ride to communicate 

quickly safety issues to a driver can mean the difference 

between being injured or not. So too, we cannot ask a 

driver to drop us off at the location closest to our 

destination or near a crosswalk when the driver does not 
understand what we are requesting. This has resulted in 

our being dropped off in dangerous areas such as in 

traffic and on busy avenues, placing us in danger of 

being injured or killed. Further, Access-A-Ride customers 
with speech and/or hearing disabilities are further 

disadvantaged when the driver cannot speak or 

understand English.  

 

Apparently, the MTA's position is that its Access-A-Ride 
customer does not deserve the same caliber of driver 

that other New Yorkers who travel on MTA's buses, 

subways and trains deserve even though the law requires 

"[e]ach public entity operating a fixed route system2 shall 

 
2  Fixed route system means a system of transporting individuals (other than by 

aircraft), including the provision of designated public transportation service by 
public entities and the provision of transportation service by private entities, 

including, but not limited to, specified public transportation service, on which 

https://new.mta.info/careers/upcoming-exam-dates
https://new.mta.info/careers
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provide paratransit3 or other special service to individuals 

with disabilities that is comparable to the level of service 
provided to individuals without disabilities who use the 

fixed route system. 49 C.F.R. 37.121. Significantly, it is 

"considered discrimination" for a public entity which 

operates4 a fixed route system, such as  the New York 
City Transit Authority: 

  

"[T]o fail to provide with respect to the operations of its 

fixed route system, in accordance with this section, 

paratransit and other special transportation services to 
individuals with disabilities, including individuals who use 

wheelchairs, that are sufficient to provide to such 

individuals a level of service (1) which is comparable to 

the level of designated public transportation5 services 

provided to individuals without disabilities using such  
 

 

 

 
a vehicle is operated along  a prescribed route according to a fixed schedule. 49 

C.F.R. §37.3. 
 
3 “Paratransit means comparable transportation service required by the ADA for 

individuals with disabilities who are unable to use fixed route transportation 
systems.” 49 C.F.R. §37.3. 

  
4 “The term ‘operates’ as used with respect to a fixed route or demand responsive 
system, includes operation of such system by a person under a contractual or other 

arrangement or relationship with a public entity. 42 U.S.C. §12141(4). 
 
5 “The term ‘designated public transportation’ means transportation (other than 

public school transportation) by bus, rail, or any other conveyance (other than 
transportation by aircraft or intercity or commuter rail transportation (as defined in 

section 12161 of this title)) that provides the general public with general or special 
service (including charter service) on a regular and continuing basis.” 42 U.S.C. 

§12141(2). 
 



Downstate New York ADAPT 

Greater New York Council of the Blind  February 24, 2023 

6 

system; or (2) in the case of response time, which is 

comparable, to the extent practicable, to the level of 
designated public transportation services provided to 

individuals without disabilities using such system." 42 

U.S.C. §12143(a). 

  

In the case of Access-A-Ride customers, we are picked 

up at times twenty minutes, thirty minutes or an hour 

before our scheduled pickup time. There are times when 

this has occurred, and the driver refuses to wait to the 

designated scheduled time and decides to leave despite 
the fact that the Access-A-Ride rules state that the 

customer does not have to be ready until the designated 

scheduled pickup time. Other times, we are picked up on 

time, but then driven to several locations and dropped off 

late, missing important appointments and events. Then, 

There are times we are picked up at the scheduled pickup 

time, but the time scheduled by Access-A-Ride is so early 

that we arrive at the destination more than 30 minutes 

before our appointment.  The scheduling of rides is very 
poor and does result in customers arriving an hour before 

the time requested to arrive.  If the destination is not 

open yet, the Access-A-Ride customer is literally left out 

in the cold and having to find a place to stay warm until 

the appointment time when the location opens.  
Similarly, other Access-A-Ride customers worry about the 

ride coming so late that the place where they are waiting 

to be picked up from will close and they will have to wait 

outside. In this case, the Access-A-Ride customer cannot 
leave the location and must remain outside until the 

vehicle shows up. 
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Additionally, there are the times that the driver or 

dispatcher claim we are a "no show" even though we 
have been sitting and waiting past the scheduled pickup 

time for Access-A-Ride to arrive. Additionally, there are 

times when thirty minutes after our scheduled pickups, 

we call and are told by Access-A-Ride or the contractor 
they are still "looking" for a car to pick us up even though 

they had more than twenty-four hours’ notice of our 

pickup time even though Access-A-Ride chose the time 

for our pickup. Access-A-Ride nor the contractor reach 

out to let us know there is a delay; instead, we are 
required to be proactive and contact Access-A-Ride, the 

contractor or both to inquiry about the vehicle now late. 

Moreover, after we contact and inform them of their 

delay, most times, neither Access-A-Ride nor the 

contractor are proactive in giving us updates on what is 
happening, instead we have to continue contacting them 

for updates. 

  

Another problem Access-A-Ride customers’ face is that 
they cannot receive a taxi authorization to go between 

boroughs in advance.  An Access-A-Ride customer can 

only receive a taxi authorization to go between boroughs 

when an Access-A-Ride vehicle does not show up.  

 
In sum, we, New Yorkers with disabilities who 

unfortunately have to rely on Access-A-Ride have no 

control over our commute even though we pay taxes and 

vote. We live in fear of being stranded, missing important 
heath appointments, once in a life-time family events, 

and even being injured or killed. We weigh how 

necessary is this trip to my physical and mental health 
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and try to avoid taking Access-A-Ride. This is no way to 

make any New Yorker live. 
 

The MTA's and the New York City Transit Authority's 

complete failure to provide New Yorkers with disabilities 

the same level of service that is safe, reliable, affordable 
and spontaneous as that available to other New Yorkers 

is discrimination and a violation of our civil rights and can 

no longer be tolerated. Now is time for you, our 

representatives that we have supported and voted into 

office, represent us, New Yorkers with disabilities, the 
largest minority so we do not have to be rehashing this 

again next year. 

  

Thank you for this opportunity to submit comments on 

this very important matter. 
 

Very truly yours, 

 

Downstate New York ADAPT 
Email: dnyadapt@gmail.com 

Telephone: 917-590-2944, ext. 102 

Website: dnyadapt.com 

 

Greater New York Council of the Blind, a Chapter of the  
American Council of the Blind of New York State  

Website: gnycb.org 
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Chair, Selvena Brooks-Powers 
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Oversight - Access-A-Ride  

My name is Brianna Paden-Williams and I am the Communications and Policy Associate at LiveOn NY. 
Thank you for the opportunity to testify. 

LiveOn NY’s members include more than 110 community-based nonprofits that provide core services 
which allow all New Yorkers to thrive in our communities as we age, such as older adult centers, home-
delivered meals, affordable senior housing, NORCs, and home care. LiveOn NY is also home to the 
Reframing Aging NYC Initiative, part of the national Reframing Aging Initiative aimed to counteract 
ageism and improve the way policymakers, stakeholders, and the public think about aging and older 
people. With our members, we work to make New York a better place to age.  

Background 

Age friendly transportation is a key element of allowing older adults to age in community and thrive in 
our city. With a 65% customer satisfaction rating in the most recent MTA customer satisfaction survey, 
Access-A-Ride is not meeting the needs of its users. We have also heard complaints from our providers 
whose clients rely on Access-A-Ride to get to and from their centers. Through our network, we’ve seen 
the importance of transportation as a top concern for older New Yorkers and one’s ability to access 
reliable and safe transit. And yet, we know that for many older adults who live in transit deserts getting 
to doctors’ appointments, going grocery shopping, or taking advantage of the City’s resources including 
Older Adult Centers is a constant challenge.  

Furthermore, our members have reported fundamental issues with Access-A-Ride program reliability, 
timeliness, and ease of use. We have heard reports that older adults have arrived hours late to 
programming at older adult centers, fully missing the programs that they intended on attending. We 
have also heard that cars did not arrive when called and required multiple calls from the older adult and 
center staff to book another car, which stranded the older adult at the center with no way to return home 
until hours later. Issues like these undermine the purpose of a program meant to reliably transport 
people who cannot access traditional public transportation.  

Creating a robust and completely accessible public transportation system is just one part of turning 
NYC into an age friendly city. Looking ahead we should incorporate universal design principles in all 



 
 

elements of our built environment to remove travel barriers to those with limited mobility. 

Recommendations 

Firstly, we invite the City to utilize our aging policy agenda, Aging is Everyone’s Business, released 
by LiveOn NY in partnership with Hunter College Brookdale Center for Healthy Aging, which is a bold 
policy agenda that provides actionable policy solutions, including transportation, to make New York a 
better, more equitable place to age.  

Second, in order to address these challenges and created long-term solutions to improve access to 
transportation for older adults, LiveOn NY recommends the following:  

The City should partner with the state to make our public transit system truly accessible for all 
New Yorkers through the installation of elevators and ramps at all subway stations throughout the city. 
We applaud the recent announcement by the MTA to install new elevators and ADA enhancements at 
MTA stations. Currently, only one in four New York City subway stations have elevators, ramps, or 
other accessible entrances, rendering most inaccessible for people who use assistive devices. The 
expansion of new elevators and enhancements is a step forward to ensure transportation is accessible for 
all New Yorkers including older adults and people living with a disability. Nonetheless, we know there 
is more work to be done. We encourage the City to continue to work with the State and agencies to 
remove one of the largest barriers of use for many older adults and New Yorkers with limited mobility.  
 
Increase investments in the reliability and speed of bus services. The city’s bus service is already 
accessible and reaches every corner of the city, however reliability issues and slow bus service times can 
discourage use. The city must invest in reducing bus headways and creating reliable routes free of 
traffic. 
 
Expand and increase investment for the Metropolitan Transit Authority’s Paratransit E-Hail 
program, which uses the city’s fleet of taxis to allow older adults and others with mobility 
impairments to get around.  Given the divergent experiences between traditional Access-A-Ride and 
the E-hail program, expanding on-demand E-hail, and establishing its permanency, should be a priority 
for the City and the agency. 

Improve real time reporting of elevator and escalator outages and prioritizing timely repair.  
Reliably planning travel is a key component of effective public transportation. Without clear 
notifications of outages and adequate confidence that elevators and escalators will be repaired in a 
timely manner, public transit can become a non-option for people who would otherwise choose to use it.  

LiveOn NY encourages the City to adopt universal design principles in all repairs and 
reconstructions of streets and other public spaces. Universal design makes the city a better place for 
everyone. For example, curb cuts not only help people who move around using a walker, but also 
parents pushing strollers and tourists pulling wheeled suitcases. 



 
 

 Thank you for the opportunity to testify. 
_____________________________________________________________________________ 

Testimony provided by Brianna Paden-Williams, Communications and Policy Associate at LiveOn NY For 
questions, please email bpaden-williams@liveon-ny.org 

 
LiveOn NY’s members provide the core, community-based services that allow older adults to thrive in their 
communities. With a base of more than 100 community-based organizations serving at least 300,000 older New 
Yorkers annually. Our members provide services ranging from senior centers, congregate and home-delivered 
meals, affordable senior housing with services, elder abuse prevention services, caregiver supports, case 
management, transportation, and NORCs. LiveOn NY advocates for increased funding for these vital services to 
improve both the solvency of the system and the overall capacity of community-based service providers. 
 
LiveOn NY also administers a citywide outreach program and staffs a hotline that educates, screens and helps 
with benefit enrollment including SNAP, SCRIE and others, and also administers the Rights and Information for 
Senior Empowerment (RISE) program to bring critical information directly to seniors on important topics to help 
them age well in their communities. 
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I. Introduction 

 

Mobilization for Justice’s (MFJ) mission is to achieve justice for all. MFJ prioritizes the needs of 

people who are low-income, disenfranchised, or have disabilities as they struggle to overcome 

the effects of social injustice and systemic racism. We provide the highest-quality free, direct 

civil legal assistance, conduct community education and build partnerships, engage in policy 

advocacy, and bring impact litigation. MFJ also promotes diversity, equity, and inclusion in our 

workplace, and understands the need to eliminate all racial disparities to achieve justice for all. 

 

Since 2012, Mobilization for Justice has advised and represented in administrative appeals 

hearings and Article 78 proceedings individuals who have applied for and been denied Access-

A-Ride (AAR) service. Based on clients’ experiences challenging improper eligibility 

determinations, we filed a class action lawsuit against the New York City Transit Authority 

(NYCTA) for denying due process to Access-A-Ride applicants and recipients. In 2016, we 

settled that case with NYCTA agreeing to revise its application denial and appeal process, 

providing case-specific rationale for its decisions, providing access to individuals’ records to 

help them correct assessors’ mistakes, and providing continuing eligibility to people whose AAR 

was terminated, pending the appeal decision. In 2020, we, with New York Lawyers for the 

Public Interest, worked with NYCTA and the Human Resources Administration to enable low-

income New Yorkers to use Fair Fares on Access-A-Ride. We currently represent plaintiffs in a 

putative class action challenging NYCTA’s exclusion of AAR riders from its fare discount 

programs. If successful, this lawsuit would allow people with disabilities to have access to the 

discount programs people use on subways and buses, such as the 30-day unlimited and senior 

reduced fare discounts, when they use AAR. 

 

MFJ also participates in non-litigation advocacy to improve AAR with its partners—Brooklyn 

Center for Independence of the Disabled, Center for Independence of the Disabled – New York, 

and New York Lawyers for the Public Interest—in AARRG!, the Access-A-Ride Reform Group. 

  

II. Key Recommendations 

 

MFJ suggests the following measures to improve paratransit service for New York City 

residents, as more fully set forth below: 

 

1. Fund Access-A-Ride’s on-demand service.  NYCTA’s pilot for 1,200 AAR users 

demonstrates that on-demand service changes lives. The program allows participants to 

get around the city with the same flexibility as all other transit riders have always 

enjoyed. On average, on-demand service costs half what traditional AAR trips cost, so 

it’s an efficient use of funds. But because traditional AAR’s bad service suppressed 

demand and this program allows people who are excluded from the bus and subway to 

get where they need to go, riders use it more. The City should contribute to save and 

expand this life-changing program. 

 

2. Demand accountability for poor performance. NYCTA sets unreasonably low 

performance metrics for its paratransit service, and then touts its “success.” The City 
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should require meaningful and transparent data reporting that acknowledges the reality 

AAR users experience. 

 

III. On-Demand service changes lives and must be funded 

 

AAR requires passengers to make trip reservations at least a day in advance. That means riders 

have no way to make same-day plans. If a rider plans a trip in advance and then those plans 

change, the rider is penalized for a late cancellation (less than two hours prior to pick-up). 

Decades ago, when paratransit vehicle dispatch routing was planned by hand, that inflexibility 

was a necessary evil. It’s now an archaic barrier to inclusion in the life of the city.   

 

The roughly 170,000 people with disabilities who must rely on AAR for transportation—

including tens of thousands of seniors—cannot get everywhere they need to go relying on AAR 

as it is. Pick-ups are scheduled unreasonably early, actual pick-ups are generally late, trips are 

circuitous and often result in a tour-of-the-boroughs. The unemployment rate for people with 

disabilities is almost 30 percent, and transportation is cited as one of the main barriers to 

employment. AAR’s unreliability and inefficiency robs New Yorkers of their livelihood and 

reduces the City’s tax revenue. 

 

The on-demand program has revolutionized travel for 1,200 pilot participants who are excluded 

from buses and subways because of their disabilities. The pilot allows these riders to work late 

without advance planning, to accept a last-minute social invitation, or to make an emergency 

medical appointment. On-demand service provides flexibility and independence to AAR riders.  

And it’s not just good for riders: the average cost per trip is half what traditional AAR service 

costs. The pilot, which relies primarily on medallion taxis to provide the service, has also 

provided needed income for taxi drivers when that industry has been hurt by companies like 

Uber and Lyft and the pandemic-era reduction in taxi riders in Manhattan’s Central Business 

District.   

 

The on-demand program began slowly at the end of 2017 and ridership increased over the course 

of 2018 before reaching its peak in the summer of 2019, when riders averaged 28 rides per 

month—still less than one ride per day. That year—the year of the highest ridership—the 

program cost less than $16.5 million, including thousands of “on demand” rescue trips for non-

pilot participants who were stranded by traditional AAR service. 

 

The unqualified success of the on-demand pilot must be expanded. It is a life-changer for 

individuals and a game-changer for the City, improving access to employment, education, health 

care, and social and cultural integration for people with disabilities. But the future of that pilot is 

uncertain. NYCTA is concerned that, if it made on-demand service available to all AAR users, 

those riders might start taking as many trips as other transit riders. Before the pandemic, NYCTA 

announced changes that would have essentially ended the pilot’s usefulness by drastically 

restricting the number of rides and the distance of those rides so that it could only be used rarely, 

mostly for trips within a neighborhood.1 Thankfully, that plan has not been implemented, but 

NYCTA has signaled that a new plan for “phase two” is coming this spring.   

 
1 The proposed restrictions limited pilot participants to only 16 one-way trips per month, with a cost to the MTA of 

up to only $15 on the meter for each of those trips, limiting a trip length to only two or three miles.   
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We support a second phase of the pilot that expands the number of participants, both so that 

more riders can experience life-changing service and so that NYCTA can learn how a true cross-

section of AAR riders would use the on-demand service. That means adding users in 

neighborhoods across the city, of different ages and with different travel needs. However, we 

oppose rationing this life-changing service. The second phase of a pilot without limits will allow 

NYCTA and State and City officials to make accurate cost projections for future expansions of 

this life-changing service. Imposing restrictions on the number of trips and their cost at this stage 

will only measure how people with disabilities choose to navigate artificial transit scarcity not 

imposed on other New Yorkers.   

 

We think NYCTA’s cost fears are overblown. The original 1,200 pilot participants were first-in-

line, highly motivated users. That means the cost of the current pilot per user is probably higher 

than the cost per user for a representative sample of users. While we expect current high users’ 

demand to stay relatively constant, we expect the new, representative sample of pilot participants 

will use the program less, because it will include many low-ridership users.   

 

NYCTA agrees with us that the future of paratransit is primarily on-demand. Our proposal is an 

affordable step toward that better, more equitable future in which New Yorkers with disabilities 

have equal access to employment, education, health care, and social and civic life. We urge the 

City to fund the continuation of on-demand service without NYCTA’s proposed trip rationing.  

We do not ration the use of the subways and buses, and we should not treat people with 

disabilities differently than other transit users.  

 

IV. NYCTA must provide accurate and meaningful performance data 

 

NYCTA has recently touted its on-time performance and customer satisfaction. When we look at 

AAR’s performance, we do not see cause for celebration. We see a system that fails to get 

customers where they need to go when they need to be there, that causes lost employment 

opportunities for customers, wasted appointment slots at medical and other offices, and lost tax 

revenue for the City and State as a result, and more broadly, we see a system designed to 

discourage use of this essential service. Indeed, that design is so successful that in a given year, 

roughly half of people approved for AAR do not use the service. To obfuscate its poor 

performance, the MTA grades AAR on a special scale, far more generous than the metrics the 

agency uses for bus and subway service.   

 

On-Time Performance 

 

On the subway, the MTA measures on-time performance as the percent of trains that reach their 

terminus within five minutes of their scheduled arrival. On AAR, the MTA measures on-time 

performance by picking up or dropping off customers within a half hour of the scheduled time.  

The extra 25-minute cushion unreasonably inflates AAR’s on-time performance. Even with the 

30-minute window, AAR does not strive to meet 100% on-time performance. Instead, the agency 

sets the bar lower, at 94 percent. Amazingly, even then, it regularly falls short. Broker service, 

which provides nearly 65 percent of AAR trips, failed to meet that monthly benchmark more 

than half the time in 2022. The poor performance is even more stark when measuring on-time 
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performance with a 15-minute grace period. NYCTA reduces the goal to only 85 percent of trips 

being less than 15 minutes late and it consistently misses the mark. In fact, broker service failed 

to meet that lackluster goal in every month of 2022. The traditional blue-and-white AAR 

vehicles performed a little better, but reached 90 percent of trips within the 15-minute grace 

period for only one month in 2022.   

 

Some AAR customers choose to schedule their travel based on drop-off time rather than pickup 

time, in hopes that they will not miss important appointments. Yet, roughly one in 10 

appointment-time trips are still late. But that does not measure the full picture of poor 

performance. Roughly one in five appointment-time trips drop off passengers more than 45 

minutes early. Sometimes this means AAR users get up before dawn for the privilege of being 

left out in the cold, or the heat, or the rain, long before the place they are going to has opened. 

This is not merely a gross inconvenience, but is a risk to the person’s health and safety. 

 

Trip Length 

 

NYCTA is also generous to itself when measuring trip length. On buses and subways, NYCTA 

measures how many riders experience trips more than 5 minutes longer than scheduled. On 

AAR, NYCTA measures how many riders experienced trips 25, 50, 200, and more than 200 

percent longer than anticipated. NYCTA has also generously inflated its maximum allowable trip 

length. Federal law requires transit authorities to offer paratransit service comparable to its fixed 

route service. That means total trip times must also be comparable. But they aren’t. NYCTA set 

its maximum acceptable trip length for AAR several times longer than a comparable trip on the 

subway. Below are the benchmarks for maximum trip length AAR uses: 

 

Trip distance 

(in miles) 

Maximum scheduled time 

Up to 3 50 minutes 

>3 to 6 1 hour and 5 minutes 

>6 to 9 1 hour and 35 minutes 

>9 to 12 1 hour and 55 minutes 

>12 to 14 2 hours and 15 minutes 

>14 2 hours and 35 minutes 

 

If NYCTA President Richard Davey wanted to watch a Yankees-Red Sox game after work one 

night this spring, his trip from MTA headquarters at 2 Broadway to Yankee Stadium would take 

32 minutes door-to-door on the train. On AAR, NYCTA would allow two hours and 15 

minutes—more than four times as long. Even then, on trips of that length, NYCTA is missing its 

target once in every 50 trips. AAR maximum trip times are excessive even on much longer trips 

without direct subway connections.  For example, a trip from the Queens Public Library branch 

in Rosedale to Times Square takes unreasonably longer on AAR than using fixed-route service. 

That trip would take about an hour and a half using a combination of the bus and subway. On 

AAR, it could take more than two and half hours.  
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The bottom line is that AAR is failing to deliver comparable service. NYCTA’s performance 

benchmarks for AAR demonstrate what AAR customers already know: they are second-class 

citizens in our transit system.   

 

V. Conclusion 

 

Mobilization for Justice thanks the Committee on Transportation and Infrastructure, the 

Committee on Mental Health, Disabilities, and Addiction, and the Committee on Aging for 

holding this hearing. We are committed to helping the City and the New York City Transit 

Authority improve AAR, which provides critical transportation services to disabled and older 

New Yorkers that allows them to live healthy, rewarding lives integrated into the social fabric of 

the city we all call home.  
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Written Testimony of Marc Safman, CoFounder New York DeafBlind Advocates 

  

 

1. As Is, Access A Ride (AAR) is ineffective, inefficient and supports institutionalized 

casual discrimination against DeafBlind New Yorkers.  

 

2. My name is Marc Safman. I am DeafBlind. I reside in D22, CM Tiffany Caban. In 2021, 

I helped start New York DeafBlind Advocates. We are an informal group of New Yorkers 

living with deafblindness. The New York City area has one of the state’s largest 

concentrations of deafblind. Blind groups do not represent our community. They are 

afraid of us because we don’t hear. Deaf groups do not represent our community. They 

are afraid of us because we are can’t see. Deafblindness is a combined hearing and vision 

challenge. A 2020 Texas Governor’s Commission on People with Disabilities report 

indicated there are approximately 70000 DeafBlind in America.1  

 

3. I thank you for the opportunity to present my own experiences with the Access A Ride 

(AAR) program. I will also add a few things that I have learned from members of our 

community.  

 

4. I was declared legally blind in 2011. I went out to Helen Keller and they told me about 

the MTA reduced fare card. They did not mention Access A Ride. Getting a reduced 

farecard based on disability was easy. All I had to do was walk into the MTA customer 

service center at Stone Street, take a number and wait for my turn. I filled out the 

application on the spot. I showed them my legally blind document. I waited some more. 

They took my snap and then gave me a temporary card. MTA staff told me I would 

receive my card in a few weeks. No appointment. I picked a date and just walked in. 

MTA staff took all of five minutes to review the document. Hand it back to me.  

 

5. I contrast this simple incredibly pleasant experience with the nightmare that is Access A 

Ride. Using the phone is really hard with speech to text services, especially when you 

have a voice menu to deal with. Once I finally got to a human, I had to repeat I was 

deafblind multiple times. The person kept asking if I meant blind. Once over that hurdle, 

they refused to tell me when the appointment was scheduled for. They said it would be 

mailed to me. I looked at the paper when it finally arrived. I was amazed they needed all 

that documentation and expected me to drop everything in order to meet their schedule. I 

did not bother keeping the appointment. It was set well into the future. In short it seemed 

 
1 According to the Helen Keller National Center (HKNC), approximately 70,000 people in the United States are 
DeafBlind. I  https://gov.texas.gov/uploads/files/organization/disabilities/GCPD-SSP-CN-Report-2020.pdf , Page 6 
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like a big hassle. When someone mentioned the Access A Ride MetroCard provided free 

rides, I decided to try again. I experienced the same appointment will be mailed to you. It 

was again well into the future.  

 

6. Key takeaway is that AAR onboarding should be merged with the MTA operations. If 

MTA staff can process disability related reduced fare cards on a walk up basis with 

simple documentation –why is AAR so complicated and lacks a customer friendly 

approach? Why am I made to feel like a criminal? Given the MTA’s budget problems, 

merging AAR with MTA’s reduced fare card operations would save a lot of money and 

improve customer experience. 

 

7. AAR’s recertification process sounds offensive. Why haven’t they been able to set out 

guidelines that identifies from day 1 permanent disabilities versus temporary challenges 

that a person is expected to recover from. Why do programs meant to help disabled 

persons end up making them feel like criminals? 

 

8. I have become more familiar with AAR problems being involved with the deafblind 

community. After a great 2021 Deafblind social event, I learned a few days later that 

AAR had stranded a group of our senior citizens on the streets for hours. 

 

9. These are comments from people in our community about AAR: 

 

10. drivers not being able to effectively communicate in English-- many times drivers don't 

write English. People have presented notes for a driver and they give non-verbal 

response, e.g., nodding their head when I ask a question and expect the answer.  

 

11. Even though people requested the AAR van that has distinctive shape and markings that 

make them easier to identify, AAR sends vehicles lacking distinct markings. 

 

12. drivers are not aware a person is deafblind and they drive away because the person 

doesn't see or hear the van. 

 

13. When we had to show up at AAR place. They didn't provide an interpreter. I told the 

front desk we were here to please approach us when our names were called. I think we 

had to wait for an hour. I notice people who came in later went first. I had to approach the 

front desk to ask why we were cut off. They never told us what happened and all sudden 

we were brought in and do the interview process.  

 

14. Many times AAR drivers never show up at JJFK or LGA. They frequently show up at 

wrong gate. It gets confusing because they run late.  

 

15. AAR drivers routinely don’t understand how to communicate with deafblind. Voice calls 

to our community members instead of texts. 
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16. The problems with timeliness are well known. Last October someone nearly missed a 

flight because AAR had the date wrong. Only because there was a CoNavigator present 

did the person get it resolved. 

  

Marc Safman  

CoFounder New York DeafBlind Advocates 

Astoria, NY. 

February 26, 2023 



Jackson Chabot, Open Plans’ Director of Advocacy and Organizing,
Access-A-Ride Hearing Testimony

Feb. 24th, 2022

Good afternoon, my name is Jackson Chabot, and I am the Director of Advocacy and
Organizing at Open Plans, an over 20-year-old non-profit dedicated to safe and livable streets.
Part of having safe and livable streets is a dignified way to get around. For too long, New
Yorkers with mobility impairments have been treated with substandard service and inhumanely
by the MTA, NYCT, and Access-A-Ride.

Ahead of this hearing, advocates shared several universal concerns with me that I want to
elevate:

1. In the current two-part Access-A-Ride system, the MTA doesn't want to talk about the
broker experience, which carries about 70% of riders, because it's so
unpredictable and bad. Many drivers do not know how to or want to secure
wheelchairs and/or the person. It's NYS law that riders must use a seatbelt and shoulder
harness, and some drivers don't want to help people.

2. Riders have to arrange their trips one or two days in advance. How do people know
that they won't have to stay later at work, or how long a meeting or doctor's appointment
or errand or shopping trip, or fun activity will last? They don't, but AAR will leave if
passengers are more than 5 minutes late.

3. Drivers are required to call out and assist people who are blind and people with low
vision. They must get out of their car and tell the person they are there and help them to
and from the car. They often do not call out and then drive off.

4. Riders have to endure long rides when they are frequently taken way out of their
way to drop off and pick up other people. For example, one advocate lives in Bay
Ridge, and AAR would pick them up and take them to Sheepshead Bay, Marine Park, or
Howard Beach on the way to Manhattan. Entirely out of the way.

All of these aspects are frustrating, discriminatory, and demeaning for passengers. On top of all
that, riders report the complaint line is always backed up, only open from 9-5 M-F, and just takes
2 complaints at a time. People are too tired and too busy to complain about all the problems.
Accountability is impossible if the systems in place do not facilitate it.

One advocate told me, “why is it ok to outsource transportation services for people with
disabilities? They don't do that for the buses and subways. All transportation for people with
disabilities except buses and subways are private, not NYCT.”

In addition to the customer service issues noted above, we want to raise design, infrastructure,
and enforcement points that could improve AAR. AAR vehicles can and should use dedicated
bus lanes whenever they are available in order to speed up the aforementioned long rides. But



too often bus lanes are blocked by illegally parked vehicles, meaning that the benefits are
erased. The City Council should pass a home rule resolution supporting state bill S153 which
would make the bus lane enforcement program more effective. Improving bus services through
better bus lane enforcement is an equity issue and should be a priority for this Council.

Similarly, AAR users report issues with accessing the curb. When cars are parked bumper to
bumper all along a block, users are forced to board and exit vehicles at the ends of blocks, often
in the middle of the street meaning their experience is unsafe and difficult to access their actual
location. Designated pick-up/drop-off zones would help to alleviate this issue. But those zones
will not be effective if they are not enforced (and therefore become parking spots for private
vehicles). This Council should support automated enforcement of the curb lane, something for
which we will need permission from Albany.

We appreciate this hearing and urge you to take immediate action to ensure New Yorkers with
mobility impairments can access mobility options.

https://www.nysenate.gov/legislation/bills/2023/S153
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Good morning Honorable Chairpersons and Members of the Committees:  

My name is Liam Blank, and I am the Associate Director of the Permanent Citizens Advisory 

Committee to the MTA, an independent organization established by the State Legislature in 

1981. As the coordinating body for three rider councils, our mission is to give subway, bus, and 

commuter rail riders a voice in the formulation and implementation of MTA policy, to hold the 

MTA Board and MTA management accountable to riders, and to advocate on their behalf, as we 

are doing today.  

I am here to urge you to increase New York City’s contribution to Access-A-Ride (AAR), a vital 

service for fellow New Yorkers with disabilities or health conditions that prevent them from using 

public buses and subways. AAR operates 24/7/365 within NYC’s five boroughs and nearby 

areas of Nassau and Westchester counties, enabling disabled individuals to travel safely and 

reliably around the city, while also providing access to employment, education, and recreational 

opportunities, as well as critical health care and other appointments.  

In recent years, the MTA has made several improvements to the program, such as introducing 

an on-demand e-hail service, expanding same-day and advanced reservation options, adding a 

mobile app reservation system, and reducing trip denials and no-shows. These efforts, along 

with better customer service and communication, and expanding the use of accessible taxis and 

for-hire vehicles, have increased customer satisfaction, reduced costs per trip, and enhanced 

mobility and independence for users. However, as its riders will tell you, the system is still far 

from perfect.  

Therefore, it is crucial that AAR receives the funding it needs to provide safe and reliable 

transportation to our fellow New Yorkers with disabilities. Governor Hochul’s proposed $1.6 

billion Executive Budget, which calls for the city to pay for the net operating expenses of the 

program—$273 million in 2024—is a necessary step to ensure the continued operation of this 

vital service. Paratransit riders need your support to make this funding a reality.  

We also urge you to support a proposed bill (S20/A00923) in the state legislature to add a 

paratransit user as a voting member on the MTA Board, in addition to giving votes to our three 

rider representatives. This will ensure that the needs of riders and people with disabilities are 

better represented in the MTA's decision-making processes, giving them not just a voice, but a 

vote.  

https://www.nysenate.gov/legislation/bills/2023/S20
https://nyassembly.gov/leg/?default_fld=&leg_video=&bn=A00923&term=2023&Summary=Y&Actions=Y


 

   
 

As we collectively work to improve Access-A-Ride, we must also continue to make our entire 

transit system more accessible. The MTA's commitment to making 95% of subway stations 

accessible by 2055 is a good start, but it's not enough. We urge the city to provide additional 

funding and zoning incentives, like Zoning for Accessibility, to deliver accessibility upgrades on 

a faster timeline. We also believe there may be an opportunity to expand the ZfA program to 

consider bus stops and other bus-related improvements; it’s something we’re exploring in-depth 

and will come back to you and the city with more detailed recommendations.  

You have an opportunity to make a real difference in the lives of our fellow New Yorkers and a 

chance to create a more just and inclusive city. We strongly encourage each of you to seize this 

opportunity.  

Thank you for the opportunity to testify before you today.  
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 The Legal Aid Society appreciates the opportunity to comment on the subject of 

Access-A-Ride and thanks the Committees on Aging and Transportation and Infrastructure 

for convening this hearing.   

WHO WE ARE 

The Legal Aid Society is the oldest and largest not-for-profit public interest law 

firm in the United States, working on more than 300,000 individual legal matters annually 

for low-income New Yorkers with civil, criminal, and juvenile rights problems in addition 

to law reform representation that benefits all two million low-income children and adults in 

New York City. The Society delivers a full range of comprehensive legal services to low-

income families and individuals in the City. Our Civil Practice has local neighborhood 

offices in all five boroughs, which include robust eviction defense practices with designated 

attorneys representing seniors in housing court in our Brooklyn and Bronx offices, along 

with centralized city-wide law reform, employment law, immigration law, health law, and 

homeless rights practices. 

 

ACCESS-A-RIDE IS A VALUABLE RESOURCE AND SHOULD BE MADE 

MORE ACCESSIBLE FOR THOSE WHO NEED IT MOST 

 In our work with seniors and others living with disabilities (the riders), many are not 

able to travel via bus and subway and rely upon the services of Access-A-Ride. In our 

experience the individuals whom this service seeks to assist often struggle to access and 

utilize this form of transportation, leaving some of the most vulnerable and isolated New 

Yorkers unable to travel to access the services and assistance they need.  

 

 Through speaking with our clients, it has come to light that there are several issues 

which present great challenges to obtaining safe and accessible transportation. First, there 

can be long periods of the riders having to wait for the ride to pick them up causing them to 

have to wait outside for extended periods of time, exposed to the weather and possibly 

putting them at risk of crime, depending on the time of day and location they may need to 



 

 

 

wait. It can also be very challenging for seniors, many of whom have a multitude of health 

challenges, to wait the hours it often takes for a ride to come after their appointment or 

court appearance. An outing can be mentally and physically draining on the senior and this 

effect is then compounded by the arduous wait and worry regarding how they can get home.  

 

Even if the senior has somewhere they would wait indoors, this is often not 

advisable as it can be difficult for riders to get to the vehicle quickly enough, resulting in 

the driver leaving without them. There are additional time gaps created by the way the 

communication is handled between the rider, driver, and Access-A-Ride. Specifically, it is 

Access-a-Ride, not the driver that communicates timing and whereabouts to the senior 

leading to a delay in the relay of information, causing further challenge to the senior 

knowing when the ride will be there and getting down to the sidewalk in the allowable 

window of time.  

 

This entire process is heavily reliant on phone communication, which is a source of 

stress for many seniors to ensure the phone is working properly, can hold a charge long 

enough and so on, as without a working phone, they may not be able to obtain their ride. 

Lastly, if they are not able to get to the ride in the allowable window or the driver makes a 

mistake on the address, there is no accommodation made such as the ride returning to pick 

up the senior or going to the proper address, rather the senior must restart the process of 

requesting a ride, which often results in an additional hour long wait period.  

 

 We recommend that the system is revisited to be more accessible to the population 

which it seeks to serve. The initial recommendations include shorter waiting times for 

pickup and more flexibility in the way the driver provides the senior with full opportunity 

to get to the ride through waiting longer for them and more direct communication between 

driver and rider. Lastly, the system should provide more support for the most vulnerable 

riders including adjustments should a mistake in address or timing occur. 

 

 

 



Conclusion 

Thank you very much for your review of our testimony and for the opportunity to 

comment as part of this oversight hearing and for considering how the Access-A-Ride 

service can best serve New York City’s seniors and those living with disabilities. 

*** 

For more information, please contact Jeannine Cahill-Jackson at 

jcahilljackson@legal-aid.org. 
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From: Hans Anggraito <hanggraito@adaptcommunitynetwork.org>
Sent: Thursday, February 23, 2023 2:57 PM
To: Testimony
Cc: Peter Cobb; Shaniece Frank; Natasha Bryant; Hazel Barrow
Subject: [EXTERNAL] Written Testimony by Ms. Yshevia Sessoms for Joint Committee Meeting 

on AAR 2/24

To whom it may concern, 

My name is Hans Anggraito, I'm a community specialist at ADAPT Community Network, a service provider 
organization for people with IDD. I'm writing on behalf of a person I support, Ms. Yshevia Sessoms. The 
following is her testimony for the Joint Committee Meeting on Access‐a‐Ride service to be held Friday, 2/24, at 
10AM. Thank you for your consideration. 

My name is Yshevia Sessoms from Brooklyn. I'm an Access‐a‐Ride user and I've been riding AAR since 2005. The 
main issue I'd like to bring up is lateness. Since the beginning of taking AAR, the driver is often times late by 
more than 30 minutes and they do not provide a courtesy call informing me of their lateness. In my experience, 
for every other pick‐up time the driver had been late by more than 30 minutes. I can count about 5 times in 
recent years where the driver is significantly late that I had to miss my medical appointment. This is 
unacceptable because this means that my health could be affected by these missed appointments. Another 
issue related to the lateness is the lack of courtesy calls. In the wintertime, when the van is late and the agency 
would give me no warning, that means that I would have to wait in the cold to look out for the van, thus 
putting my health and safety at risk. I understand that there could be traffic and other unforeseen issues, but 
at the very least they should always provide courtesy calls, so I don't have to constantly be waiting outside 
during bad weather. Because of the lack of public transportation options for a motorized wheelchair user like 
myself, I depend on AAR for my daily transportation needs. Thank you for listening.   

Hans Anggraito (he/him/his) 
Community Specialist, Self-Advocacy. 
5030 Broadway | New York, NY 10034 

hanggraito@adaptcommunitynetwork.org  
www.adaptcommunitynetwork.org 
(formerly United Cerebral Palsy of New York City) 

The mission of ADAPT Community Network is empowering people through innovative 
solutions, one person at a time. 
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From: aitisme2@aol.com
Sent: Thursday, February 23, 2023 2:24 PM
To: Testimony
Cc: Sandy11271@yahoo.com; Martin, William
Subject: [EXTERNAL] Accessoride/ Proposed Changes

 
 

 
  
The proposed changes do not take into account that some of the suggested locations are in the midst 
being of no where near a location that has shelter from the elements.  (So-called safe street 
locations).  Ofttimes there are just trees (which is where you don't want to stand in a serious storm). 
Additionally standing there, away from the security of the building that is structured with shelter 
means the use of an umbrella, cane, purse, and maybe a package because the accessoride vehicle 
can't enter thereby making the disabled more vulnerable .or easy prey. The city belongs to everyone, 
not just the young or able-body individuals. 
  
Respectfully submitted, 
  
 
 

Alfrieda Thompson 
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From: Anna Pakman <annapakman@gmail.com>
Sent: Tuesday, February 28, 2023 12:12 PM
To: Testimony
Subject: [EXTERNAL] NYC Council 2-24 Access-a-Ride Transportation Committee Hearing 

Testimony

 
 

 
  
Dear Council Members, 
 
I am writing to ask you to put in a requirement that Access-a-Ride offer a masks-required option for all riders 
who need it due to COVID-risk, and to bring back taxi reimbursements for all rides regardless of the origin and 
destination. Creating masked options would be akin to one's ability to request a vehicle with a lift, and would 
still give other riders who cannot or do not wish to mask the ability to book mask-optional rides.  
 
People with disabilities have been one of the groups that have borne the disproportional cost of the ongoing 
COVID-19 pandemic. While it's the #3 cause of death for the general population, COVID has been the #1 cause 
of death for people with intellectual & developmental disabilities. Many of us in the disability community also 
have higher incidences of other secondary health conditions that further put us at higher risk of COVID. 
 
As someone living with Cerebral Palsy, I have had to be exceptionally careful as COVID is not only the #1 
cause of death but also comes with a 50% risk of developing Long COVID from each infection. Since the mask 
mandate was removed from transit, I have not been able to visit family and friends in other boroughs because 
traveling in a vehicle where others aren't masking is a major health risk for me.  This should be considered a 
reasonable accommodation under the ADA and would be easy for NYCT to execute as they already provide 
other disability related modifications and accommodations. 
 
I have been able to get around thanks only to individual Uber and Lyft drivers who agree to mask for my rides, 
made manageable by the ability to get a taxi reimbursement for same borough rides from Access-a-Ride.  In 
2020 and 2021, I was able to get taxi authorizations for  rides between boroughs, though this option 
inexplicably went away last year. The average cost of these rides was lower still than what it costs the MTA to 
execute the same ride using main line Access-a-Ride service. Even with the privilege of being able to wait for 
reimbursements for several months, this requires a lot of legwork on my end to call Access-a-Ride to put in 
reservations and to submit paperwork for reimbursement after each ride. Can you imagine having to tell the 
MTA exactly where you're going by 5pm the day before and then have zero flexibility to travel somewhere else 
if same day plans change and you need to take the bus or subway? That is the reality disabled New Yorkers who 
rely on Access-a-Ride face, even in the best case.  
 
Thank you, 
Anna Pakman  
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From: Arturo Valbuena-M. <arjbvmtc@gmail.com>
Sent: Thursday, February 23, 2023 8:26 AM
To: Testimony
Subject: [EXTERNAL] Oversight: Access-A-Ride

 
 

 
  
To Whom It May Cocern: 
 
 
Please consider these impact factors by OpenStreets on disabled people like me. 
 
1.  Disabled people cannot enjoy the park in Jackson Heights because neither Access-A-Ride or private vehicles 
can access it because it is blocked by barricades. 
 
2.  I cannot visit my daughter easily because OS blocks the front of the building on 34th St where the access is 
along with one of the side streets, where there is not even "No standing" that would allow me to use my NYC 
HP tag. 
 
3. OS makes it impossible for me to walk to my car because it is too far due to the reduction of parking spaces. 
If it was to be continued, perhaps dedicated HP parking should be provided on wasted space at the end of every 
block. 
 
Thank you very much for listening to my plight and the plight of many others. 
 
Arturo Valbuena-M. 
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From: Chris Obrien <obrienc1963@yahoo.com>
Sent: Sunday, February 26, 2023 1:27 AM
To: Testimony
Subject: [EXTERNAL] Negative Impacts of Open Streets Program and their Barricades. d

 
 

 
  The Open Streets program negatively, effects seniors and the disabled. Barricades are extremely, difficult for 
them to move to get to their homes and impede services for them.  The Open Streets program is a hindrance to 
the Police, Ambulance, and Fire Department response times during emergencies.  Additionally, Sanitation 
trucks have a difficult time maneuvering on Open streets.. The term Open Streets is misleading. This program 
impedes emergency vehicles and should be scaled back. A compromise should be made. Perhaps, only have 
Open Streets on a summer holiday. City government should focus more on making affordable housing not Open 
street programs.  Thank you. 
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From: debperrin <debperrin@nyc.rr.com>
Sent: Wednesday, February 22, 2023 5:51 PM
To: Testimony
Subject: [EXTERNAL] Access-A-Ride on Open Street

 
 

 
I reside in Jackson Heights on 34th Avenue, one of the so‐called "Open Streets". I am 72 and a dialysis patient. When I 
take Access‐A‐Ride to my dialysis center or to a doctor's appointment, I cannot get picked up in front of my building. If it 
is during the 7am to 8pm hours, on any day of the year, Access‐A‐Ride drivers will not move the barricades out of the 
way to get to my front door. I can only get picked up on the corner. Several times, I have come out on the 86th Street 
side of my building, where I live, only to find that the driver has stopped on the 87th Street side of the building and will 
not come around the block to get me because they have to go up to Northern Boulevard to get me. I use a cane to get 
around as I have neuropathy in my feet, so there are days when walking is painful. The Open Street isn't very open for 
me. 
 
Regards, 
Deborah Perrin 

 
 

Jackson Heights, NY 11372 
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From: Stewart, Diana (ACS) <Diana.Stewart@acs.nyc.gov>  
Sent: Sunday, February 26, 2023 5:34 PM 

 
Subject: Testimony on Access‐A‐Ride 
 

Testimony on Access‐A‐Ride  

By Diana Stewart, dstewartlmsw@gmail.com,   

Facts: It’s the Law in the State of New York to “provide opportunities for the transportation disabled to participate fully 

in the economic, educational, recreational and cultural activities available to the rest of the population”. 

The current system of Access‐A‐Ride needs to enable the passenger to communicate clearly and respectfully with the 

driver. This is difficult when the driver does not clearly speak or understand English. Also, when during a courtesy call 

the driver says he is 1 minute away and then hangs up as the passenger attempts to determine exactly where he is, then 

twenty or 30 minutes go by and he does not pick up his phone, this undermines the communication. We users of Access‐

A‐Ride often have a very difficult time waiting on the sidewalk for extended periods of time for vehicles that may not 

show  up as indicated by the driver. Then there was the driver who locked me into the vehicle without informing me 

where he was going or when he would be back.  This occurred near my surgeon’s office on a hot day at 1 pm in the 

afternoon. I was unable to reach the front door to open it or even a window. I banged on the window and a passer by 

came over and was  able to manipulate the front door lock through a tiny opening in order to let me out. I leaned 

against the vehicle to cool off. Eventually when the driver returned his first words to me were “How did you get out?” 

This is totally unacceptable. This driver should have been fired. I believe he may have been fined for his behavior but he 

should never be allowed to put future disabled persons at risk.  

Thank you for the opportunity to express this concern. Diana Stewart, dstewartlmsw@gmail.com,   



To:  Transportation Infrastructure Committee 

 

   

February 24, 2023 

   

 

Good morning, Councilwoman Selvena Brooks‐Powers 

 other councilpersons and the entire Committee:     

Thanks for allowing to testify at this very important session. 

My name is Fay D. Hill, I am a District Leader 31st Assembly District, Part B.  The 

31st Council District is part of my representation but I am here to testify on a 

personal and community basis.  

I have been living in Springfield Gardens for over 46 years, I have seen our 

neighborhood being neglected for so long and treated as a stepchild.   It has 

been a cry of disparity and injustice that are overwhelming.  Living here in 

Springfield Gardens I had the hope of seeing improvement but no avail nothing 

has been done. 

I am also here to testify on behalf of our seniors and retirees (which I am) 

who are now suffering from the lack of transportation wherein they are unable 

to drive, (if they use to drive) and are now depending on public transportation 



which has been a disaster for so long.  Most of the elder depend on public 

transportation, e.g., Access Ride and buses to take them to doctor’s 

appointments, shopping for groceries and even to the senior centers to interact 

with others to keep their sanity. 

From several surveys as well as discussions with other Access Riders the 

system is a total disgrace.  Oftentimes riders are left waiting for several hours 

for the transportation to arrive to take them to and forth to their specific 

destinations and there is a “NO SHOW” they have to either make last minutes 

arrangements to get transportation to their homes or destinations with no 

apology from the system that they are or were depending on.  THERE NEEDS TO 

MAKE A TOTAL RESTRUCTURE OF THIS SYSTEM. 

To give an account of my personal testimony.  As an elderly I have applied four 

times for Access Ride to assist me in attending meetings (pre COV19) in 

representing my district on various issues at City Hall.  My application was 

turned down on four occasions even though my doctor had written several 

medical letters recommending on my health conditions should have service 

from Access Ride but was turned down by a decision from someone sitting 

behind a desk to decide whether or not I should have access to Access Ride not 



knowing my conditions and pain in walking long distance and climbing several 

staircases and out of breath.  This is not a FREE availability there is a fee and I 

pay taxes for several years and should be able to apply the dignity to receive 

service as a New Yorker and senior.   I suffer from asthma and shorten of breath 

and is unable to climb those steps in the subways. 

I am not here to abuse the system in using Access Ride only for long distance 

travels.  So far, I am able to use my vehicle to do short trips independently, e.g., 

shopping, visit friends, volunteering my time to have my neighborhood a better 

place and improve the quality of life. 

I have petition on various times to have a route in the community more 

accessible to seniors, students, etc. to connect to buses and subway have less 

time commuting.  That was ignore by MTA. 

YOU NEED TO CHANGE AND RESTRUCTURE THIS SYSTEM. 

Respectfully submitted, 

Fay D. Hill 



The Council of the City of New York Joint Hearing of the Committee On Transportation and 

Infrastructure; Committee on Aging; Committee On Mental Health, Disabilities & Addiction on February 

24, 2023 

To: The Honorable City Councilmember Selvena Brooks-Powers 

From: Florence Ferguson, Far Rockaway, NY 

Re: Access-A-Ride  

 

Dear Councilmember Brooks-Powers,  

Good afternoon, and thank you for the opportunity to address this joint hearing regarding the services 

provided by the paratransit system known as Access-A-Ride. 

I am a retired insurance executive from  Arverne, New York on the Rockaway Peninsula in the County of 

Queens. As one of the approximately 170,000 users of the Access-A-Ride service for more than 10 years, 

I am deeply concerned with the continued lack of secure, timely and efficient services provided to those 

of us with physical and mental disabilities  and mobility issues.  

The ADA of 1990 required that the paratransit system provide a level of service comparable to the public 

transportation services made available to non-disabled users. It has been my experience that the MTA 

continues to fail the disabled public in violation of this requirement on a daily basis. The nondisabled 

public are able to access bus and subway at will. However, Access-A-Ride users must continue to 

schedule trips in advance and are denied the convenience and critical necessity of on-demand service 

extended to over 1200 of the programs current users.  Plans to extend on demand service to a total of 

2400 users, is woefully inadequate. An unscheduled doctors visit or an impromptu outing for any reason 

remain impossible for many of us who depend on this service.  At the mercy of seemingly unregulated 

blue bus carriers, broker services and the patchwork of yellow cabs, green cabs and livery drivers,  riders 

are forced to schedule rides in advance, pray that the drivers show up at the appointed time and accept 

long travel times to accommodate built in “shared” ride pickups. Such rides can see a direct 1 hour trip 

turn into 3 or 4 hours if the ride is split between passengers with unreasonable pickup points and 

destinations that are far apart. System monitoring is manual and antiquated costing huge amounts of 

lost time.  Add poor communications because of language barriers between drivers and passengers and 

a lack of enough interpreters/dispatchers to bridge the gap, and you have a horrendous level of 

frustration for disabled passengers. It is worth mentioning here that many times broker drivers avoid 

more direct routes because they want to avoid paying tolls or ask that passengers pay the toll  in order 

to get a shorter route. This was especially true for trips coming and going between the Peninsula and 

the City highlighting some of the glaring inequities riders throughout various sections of the city face 

daily. 

 The pandemic showed us that the nightmare scenarios described above do not have to be the norm. 

Pandemic restrictions limited the number of passenger pickups per ride and therefore increased the 

number of on-time Drop-offs and pickups.  While clearly a result of low ridership, it gave us an inkling of 

what is possible. 



As we resume near prepandemic levels of travel, It is time to pull the entire Access-A-Ride system into 

the 21st century so that true equity for disabled passengers can be achieved. We cannot continue the 

slow crawl to parity with the nondisabled as proposed public transportation improvements project 

almost full accessibility 30 years into the future.  

The disabled and those with mobility issues continue to depend on Access-A-Ride services in the here 

and now and have suffered enough. The funding for such an overhaul is not a political football to be 

tossed back and forth between various levels of government. A successful overhaul of the system will 

require collaboration in funding from federal as well as state and local sources to deliver the kind of 

transportation service parity needed and deserved.  At the very least,  it should begin by pledging to: 

• Immediately implement  same day/on-demand service for all users of Access-A-Ride. If Uber 

and Lyft can dispactch same day service it proves that the technology already exists.  

• Develop/enforce carrier and driver standards and accountability protocols with incentives for 

those who meet or exceed performance standards. 

• Commit to funding a central fleet of modern, wheelchair accessible buses, cars and livery cabs 

with standardized training program for all drivers and dispatchers on how to deal with the 

elderly and disabled.  

These are the basic changes the disabled ridership need to have in order to begin to achieve minimum 

levels of transportation equity. I know they can be attained with the appropriate  funding from every 

level of government and appeal to you to advocate accordingly.  

I thank you and the committee for convening this hearing and for  listening and hope that you will use 

all the resources at your collective disposal to move forward with consideration and implementation of 

these improvements. The time is now. 

Best, 

Florence Ferguson 

 

 

 



Access‐A‐Ride Testimony for Feb 24 2023 

My father when he was alive used Access‐A‐

Ride.  He was confined to a wheelchair.  He 

used Access‐A‐Ride or the city buses.  He 

preferred the city’s buses.  Access‐A‐Ride 

required scheduling pickup times on both 

ends of a trip.  If you were a bit late the 

Access‐A‐Ride would leave.  You could be 

picked up and dropped off mid street 

because there was often no room to pull 

over due to parked cars.  The Access‐A‐Ride 

was at the mercy of car traffic.  The buses 

were too.  I traveled with him using both 

modes so I experienced this all first hand. 
Ira Gershenhorn 
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From: Ioana J. Cabanos <auntyio@yahoo.com>
Sent: Thursday, February 23, 2023 11:43 AM
To: Testimony
Subject: [EXTERNAL] Access-A-Ride

 
 

 
Open Streets program has created a burden for those who need Access‐A‐Ride , their only affordable mode of 
transportation , often to keep doctor appointments.  
 
Patients  found that the restrictions  for drive thru traffic, parking safely to disembark, & available parking for pick up 
made it impossible navigate; thus people were forced to change medical teams which then had impact on practices 
losing patients. 
 
The OS program in our Jackson Hts community has effected negatively on the daily living , not only of seniors & disabled 
citizens , but on the general population & businesses as well.  
 
It’s imperative that the restrictions be reviewed so that residents, & businesses can be served by Access‐ A‐ Ride and the 
like with ease . 
 
Yours truly, 
Joan Cabanos  
 
Sent from my iPhone 



To Whom It May Concern: 
 
Due to my visual disability, I have had to avail myself of the Access-A-Ride 
services for about sixteen years. These services are supposed to provide 
support to those citizens who have had to cope with the effects of extreme 
health concerns, but there have been instances  where they did not live up to 
expectations. 
 
The following list is comprised of adverse incidents and experiences I have 
had to deal with while using the Access-A-Ride broker services in the past, as 
well as recently, although I admit that there have been some good 
experiences as well. 
 

 On the night before this past Thanksgiving (2022), I had to wait over 2 
hours for transportation services; my job was closed down, and I was all 
alone waiting in the dark on W. 125th St. 

 

 Due to delayed arrivals, I have been repeatedly late for medical 
appointments and for work. I don't assume that my experience is 
unique. 

 

 On one occasion, I was in the vehicle for over 2 hours because the 
driver had to drive around, picking up and dropping off other 
passengers. This prolonged, cramped seated experience impacted my 
physical ability to finally get out of the cab. 

 
 

 I live close to the Brooklyn and Manhattan Bridges. On more than one 
occasion, I was picked-up, driven farther into Brooklyn to pick-up 
someone else, and then driven back past my home to get back to the 
Brooklyn Bridge. I understand it’s a shared ride, but to double the time 
in the car by doubling back is unfair to me, due to my physical needs, as 
well as any passenger. 

 

 Appointment times are not always met by the drivers, impacting my 
ability to meet my own professional obligations. 

 

 On several occasions, it was difficult to communicate with the driver 
since their fluency in English was limited. Passengers sometimes had to 
act as translators to facilitate the driver’s ability to state the location and 
make of the car to another waiting passenger.  

 



 Drivers often do not get out of the car to aid passengers when needed, 
if the passenger is on the side of oncoming traffic.  The passengers 
have had to assist one another, and this needs to be addressed. 

 
 Drivers sometimes talk on the phone while driving.  Not all drivers will 

desist when requested to stop talking on the phone.  
 

 If the driver is early for a pick-up time when you are at a work or at a 
medical location, they often insist that you come down to get into the car 
early and threaten to leave if you do not.  Unfortunately, they 
sometimes do leave. 

 

 I was once in the car when the police pulled over the driver for 
speeding.   The driver got a ticket for speeding 
(88th Precinct).  Obviously, speeding places the car occupants at risk. 

 

 I’ve been in vehicles, both alone and with other passengers, when we 
have had to ask the driver to slow down when he is speeding on the 
bridge.  Speed limit enforcement should not be the obligation of the car 
occupants. 

 On one occasion, the driver backed into oncoming traffic on the Kent St.  
          entrance to the BQE because he made an error in choosing that 
          entrance, thus endangering the safety of the passengers. 
 

 Reported incidents are accepted when reported. It would be 
advantageous if the community were apprised of the results of the 
investigations into these reports.  

  
 Elderly passengers have been inconvenienced by being kept in the cab 

going past their destination to pick up another passenger. My 83-year-
old mother called me at work while in the cab coming back from 14th St. 
(the NY Eye and Ear Infirmary). She stated that the driver went past her 
house to drop off another passenger, taking her all the way to Pitkin 
Ave. in Brooklyn, before returning to her home, which is close to the 
Brooklyn Bridge that he had initially crossed. 

 

 The cleanliness of the vehicles can be called into question. 
 

 I understand what a difficult job it is to be a driver for this broker service 
program that is contracted by Access-A-Ride.  But respect is mutual, 
and this needs to be stressed to all of the drivers. 

 



I am often afraid to advocate for myself and others, but I am compelled do so 
anyway. Others may not have that ability or willingness. I am, surely, not the 
only client with these issues regarding service. I urge you to reopen the Pilot 
Program so people will be able to call for service, at any time, when they have 
changes in their schedule which are beyond their control. Employing 2023 
technology to improve routing and allow for more flexibility in scheduling 
would greatly improve the quality of life for New Yorkers with disabilities. 
 
 

Your service is a blessing, but under adverse conditions, when things go 
wrong, can feel like a curse. I am legally blind from birth and currently 
declining in health. These issues alone can create enough stress for me, so 
that I should not have to frequently hear this statement from other 
passengers, that: “Access-A-Ride has become A-Stress-A-Ride.” 
 

The failure of your company to address and rectify these issues is not in the 
best interest of your company or its patrons and might be misinterpreted as 
complete indifference to your patrons’ needs. It is in all of our interests to try to 
ameliorate these problems.  
 

Thank you. 
 

Respectfully submitted, 
 

Latrel Mosso 
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From: Lucy Koteen <lucy.koteen@gmail.com>
Sent: Wednesday, February 22, 2023 11:25 PM
To: Testimony
Subject: [EXTERNAL] Open Streets are a disaster

 
 

 
  
For anyone who cares about the needs of older people and the disabled, they have to see the 
hardship that the Open street program has on them. Para transit riders are forced to walk to the 
corner as the driver will not move the barricades in order to pick up the passenger at the door. The 
driver is not allowed to leave the van to move barricades. Then the passenger is left at the corner on 
the return trip. At night they fear for their safety. 
 
Older people or those who have a disability can not move the barricades. It is also a danger for them 
to get out of the car especially at night as car jackers are just waiting for an opportunity to steal their 
keys or to jump in the car which is often left with the motor running. 
Ambulances are slowed down as they have to move the barricades to enter the streets. IThe delay 
can cost lives. It is hard for ambulances to navigate as there are large planters and sometimes big 
cement blocks in the way. We have seen cases where people are carried on stretchers to the corner 
because the ambulance can not access the street. 
 
Fire hydrants are not available to fire engines where streets have been totally blocked with large 
planters creating a danger to all who live on the street. 
 
Fire engines can not get down some of the streets because of the same large obstacles of large 
planters and cement blocks. 
 
It is a danger for pregnant women to move those barricades as they should not be moving heavy 
objects.  
 
To be clear, the residents on these streets never asked for the street to be closed to them and 
certainly no disabled or elderly people wants these streets to be closed. The closed street was forced 
on them by an outside group of people who have no connection to the street and clearly do not care 
about the needs of those who have disabilities or other needs.  
 
--  
Lucy Koteen 
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From: noenyy25 <noenyy25@aol.com>
Sent: Thursday, February 23, 2023 2:55 PM
To: Testimony
Subject: [EXTERNAL] Open Streets Not Safe

 
 

 
This Program on 34th Avenue in Jackson Heights is  completely unsafe! 
Over 2000 signatures have been collected from residents who oppose this program in front of their houses. DOT and the 
Coalition in charge disregard many of not all of our concerns, safety issues and complaints.  
•Loud music outside co‐op residents es and rental apartments •Numerous thefts in our buildings from outsiders that do 
not live here •Litter across our homes from coalition events, homeless that sleep on the rocks added by dot, no street 
cleaning and litter in summer from open alcohol •No supervision, no crossing guards, no alerts on bad weather days 
•Children are left to walk on green lights by parents and users who use the road as a means of walking when the 
sidewalk is unused. Cross streets have drivers who rush to exits the avenue intersections due to added delays •More 
gridlocks added by delayed red lights and shorter green lights •Sanitation back up and slowed due to barriers blocking 
ease of traffic •Fire men and police response times have been slowed down and residents have witnessed an 8 alarm 
fire in which the Coalition responsible did not clear path to firemen who navigated over the barricades •Music speakers 
right in front of elderly  and disabled pushed in events by Jim Burke and Nuala O'Doherty who are NOT CONSIDERATE  of 
the residents that pay high rents to live in peace acucsing residents as haters •drivers harrased for simply looking for 
parking •elderly and disabled not dropped off in front of residences facing the avenue •children used for photo ops and 
videos to push Trabs Alt members agenda whom are in conflict of interest as members of our community board 3 
 
This program was to be a COVID relief space. With COVID over and vaccine rollout many children are used to create hate 
towards vehicles but residents and elderly use and need transportation too. As a historic district many Ada violations, 
residential complaints and 311 complaints have gone unnoticed and left with no solution as our own councilman 
Krishnan is part of TA and gives Coalition in charge full support violating many of our rights including freedom of speech 
when demanding back our quality of life. Open Streets has got to go and DOT should be focusing on roads, bridges and 
transport instead of pushing everyone to ride a bicycle. Enough with the nonsense and political agenda pleasing TA as 
they shut the real community that lives here!  
 
 
Noe Ciriaco 
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From: rmreid885@aol.com
Sent: Thursday, February 23, 2023 4:42 PM
To: Testimony
Subject: [EXTERNAL] Open Streets

 
 

 
  
Thank you for this opportunity to express concerns with Open streets. The open street plan has 
created a hardship. It is impossible to get door to door car service. Transportation for appointments, 
food deliveries and general day to day life necessities are not available with Open Streets. This 
program leaves many unable to enjoy a comfortable quality of life Serving all residents of the 
community is important not serving some residents of the community.  
 
R. Rogers  
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From: s. brevda <earbears@yahoo.com>
Sent: Thursday, February 23, 2023 12:55 PM
To: Testimony; Speaker Adams
Subject: [EXTERNAL] Statement for Oversight Hearing on Access-a-ride on feb. 24, 2023

 
 

 
  
As a retired hospital administrator (Rehabiliation Medicine Dept) of a HHC hospital, I 
wish to add my observations to this hearing. Please note at this time I am also an 
elderly and disabled resident.  
 
Access-A-Ride handbook calls for door-to-door service for their clients (our disabled 
residents). However, because of the imposed Open Street & Plaza that has been 
imposed on 26 residential blocks, this does not happen. Our disabled residents have to 
get to the corners and wait for a pick-up or drop-off. This is a hardship which can result 
in much pain and fatigue. In many cases this is just not possible. Therefore, disabled 
residents are reluctant to go to their doctor, lab work or other vital appointments. It is 
also a major negative impact on their Quality of Life.  

I have been told by the DOT that this is not a problem and not a denial of their civil 
rights. Yes, this was told to me by several employees of the DOT - including their ADA 
consultant. However, the regulations of the Americans with Disabilties Act (ADA), the 
Rehabilitation Act and various other federal, state and city regulation plainly discuss the 
reasons for paratransit (as Access-A-Ride). These accommodations are not optional. 
They are not over and above what is required. These accommodations are the legal civil 
rights that our disabled residents are guaranteed. They are the basic services that are 
required to give our disabled and elderly residents their freedom to live their lives. 
 
The DOT partners, Transportation Alternatives - via their Queens representatives, have 
told people that the disabled residents can wait in the loading zones for their paratransit. 
How blantantly insulting! Our disabled residents are not packages to be loaded. 
 
One of the co-founders of the DOT partners that run the Open Street in Jackson Heights 
admitted that AAR will not move the barricades. Also that they are blocked by the other 
barriers that have been placed by the DOT. He also admitted that since he does not live 
along the Open Street his mom and other residents of his building would not have an 
issue getting picked up at their home. The other co-founder denied being told that there 
was a problem despite the fact that this is made a fact at every Community Board 
meeting - she is a member of the Board. Just a total falsehood. As a lawyer, she should 
be held to the truth. 
 
Disabled resident can also be elderly and this caused many more issues. They can be 
fraile, weak and unable to stand and wait for a car. Increased pain, fatigue and a just 
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overwhelming despiration is usually the result. This wait might - and usually is - a very 
long wait. Then the intermitable long drive with other pick-ups and drop-offs makes the 
journey a long, painful one. 
 
If I had the power to improve the service, I would primarily enforce the reason for 
Access-a-Ride and the City's commintment to care for their disabled residents. The 
Federal government are watching what is being done - or not being done. The sorry fact 
is that this service is in violation of the law.  
 
I call on this Committee to honor it's purpose in honoring our elderly and disabled 
residents' civil rights.  
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From: teri - <teriananda@hotmail.com>
Sent: Friday, February 24, 2023 5:21 PM
To: Testimony
Subject: [EXTERNAL] Testimony for Access-a-Ride Hearing 2-24-23

 
 

 
   
Please find my written testimony for today's hearing, Teriananda (Loonan) 

                                                                                                                                                                                    
February 24, 2023 

 
 
TESTIMONY for NY CITY COUNCIL HEARING on MTA ACCESS-a-RIDE PROGRAM  
Teriananda (Loonan) –  East 5th St. ; New York, NY 10003 –  

 
 
   I am a 75 year old disabled woman who has been using Access-a-Ride for about 15 years. Even with Access-a-
Ride I am not able to get around very well due to severe chronic pain throughout my body, therefore I am 
submitting only written testimony. I am organizing my comments into 2 sections: 
 
1) Certification/Recertification: Ever since my initial certification for Access-a-Ride I have had problems with 
limitations and restrictions on my service level even though I have been disabled due to a back injury in my teens 
which was not treated properly due to limited diagnostic techniques and tendency to disbelieve a young woman 
back then.  
  When I finally found a surgeon to help in 1980, I was partially paralyzed in one leg. Ever since then I have had 
continual and progressively more severe pain, nerve damage and other associated problems. Finally in 2016, 2017 
and in 2021 surgical techniques had improved and I was able to have a series of spinal reconstructions and now 
have 10 screws, 3 rods and 5 “cages” in my back. I have severe nerve damage in my legs and feet and also have 
disk problems in my neck. 
   As well I have had to have both knees replaced and have torn tendons in my shoulders, wrists and hands. 
   I am only able to go out a few times a week for a few hours due to pain when sitting upright and walking (with 
the aid of a rollator). The fact that I find it easier to take short bus rides in my neighborhood does not mean that I 
shouldn’t have full Access-a-Ride coverage available to me when I am going a longer distance or am not feeling 
strong enough for the bus. (The free Access-a-Ride Metrocard is great!) Every time I have been re-certified I have 
presented doctors letters from both my Primary Dr. and Back Surgeon, as well as copies of x-ray, cat scan and 
MRI reports. Still I have been placed on partial coverage which doesn’t match my physical situation and needs.  
  The Evaluation center near Wall St. was very difficult for Access-a-Ride vehicles to drop off and pick-up at and 
during the pandemic I understand one was required to ride for a lengthy period of time (more than ½ hr.) to the 
only centers that were open. I am in too much pain to sit in a vehicle that long and certainly not twice! 
   I believe that folks like myself that have only become more and more debilitated over decades should not have to 
recertify every 5 years, but perhaps just fill-out a form every so often attesting that their conditions have not 
improved. (Access-a-Ride insisted that my 85 year old mother, who was blind and deaf, as well as severely 
debilitated go in person for an hour’s ride to and from for recertification.) 
 
 Booking Access-a-Ride Vehicles, Taxi Authorizations and Trips Themselves: The current booking system is very 
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limited, even when it works properly. The phone operators are usually very competent and polite. It’s the system 
itself that needs modifications. Not being able to book or change a trip a few hours in advance is a real problem. I 
rarely know how I’m going to feel the day before a trip. There also is no way to consistently request a vehicle that 
matches one’s physical needs. I cannot climb into a large taxi. I also have trouble sitting in the upright seats in the 
vans. I also cannot sit and ride for an extended period of time without really debilitating pain. This means that 
being taken to other riders locations, or to pick them up before being taken to my locations is untenable. 
    Therefore I almost always request a Taxi Authorization, which means that I have to try and hail one, which is 
also difficult and not ideal. If I could request a sedan (Access-a-Ride or taxi), have a bit of  
                                                                

                                                            - 2 - 

 
scheduling flexibility, and be taken directly to my location, it would be much better. Also, it is my understanding 
that one can not get taxi authorization to go from one borough to another and this is quite limiting. I live in lower 
Manhattan and would occasionally like to be able visit downtown Brooklyn. 
   Lastly, I have encountered serious problems a few times when there was innocent address confusion, or GPS 
mis-information and the drivers are not permitted to use their common sense and have a hard time trying to 
explain the situation to the dispatchers while in traffic. Some discretion in the system would be a big 
improvements. (I can give specific examples if you’d like). 
      
Conclusion: Although I understand the difficulties of a system as large as the Access-a-Ride system is trying to 
accommodate all the various wants and needs of its subscribers and potential subscribers, I do think that the 
limitations that I’ve encountered over the past decade an a half could be ameliorated. I think there generally are 
rigid ways of thinking about what disabilities are and how they should be evaluated. I have experienced this both in 
the medical field, the governmental bureaucratic world and in the world at large. I think there needs to be far more 
education by disabled folks with the full spectrum of conditions, to sensitize those who are charged with helping 
us, to really be able to do so effectively. 
I hope that my comments, along with everyone else’s will help improve Access-a-Ride for all its users. 
                     Many thanks for holding these much needed hearings, 
                                                                                      
                                                                                                teriananda (Loonan) 
 
                                                                       
 
 
                                                                             

 
 
 



1

From: Trish and Ethan Browning <browningtillman@gmail.com>
Sent: Friday, February 24, 2023 9:41 PM
To: Testimony
Subject: [EXTERNAL] Accessing cars from my home

 
 

 
Dear members of the council, 
 
I am writing to express my concern about the Open Streets and how it prevents people like me who have occasional 
health emergencies getting to and from my home to the hospital. Because of the blockades, a car service or access‐a‐
ride will not get out to move the barriers or even come to the closest corner near my home. They will not drop me off 
near my door either which is especially worrisome when coming home from a medical procedure and having to worry if I 
can walk down the street and inside safely. Many people do not understand that this isn’t just an inconvenience, but it 
can be a life and death matter and has been detrimental to the health of many residents here.  
 
Thank you for your time.  
 
Trish Browning  
Berry Street resident  



To	Whom	May	It	Concerns:	
	
My	name	is	Tucker	Salovaara	and	have	been	using	AAR	for	almost	20	years.	Throughout	my	
time	using	this	service,	I	have	seen	the	highs	and	lows	with	AAR.	I	want	you	to	urge	the	MTA	to	
try	to	change	the	shared	rides	policy	and	make	the	rides	more	streamlined	because	COVID	is	
still	a	thing.	Also,	I	would	like	you	to	urge	the	MTA	to	keep	the	funding	for	the	same	day	E-hail	
pilot	program	as	the	way	it	is,	and	hopefully	add	more	people	to	this	program	because	I	think	
this	is	a	cheaper	option	than	a	traditional	AAR	ride.	For	someone	who	has	a	lot	anxiety	about	
AAR,	I	think	my	suggestions	are	reasonable	and	I	hope	these	changes	can	be	implemented	
soon.	Thank	you	so	much	for	your	time	and	your	consideration!	
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