MARTA Accessibility Committee (MAC) — Meeting Summary & Follow‑Up Actions
Date: July 14, 2026
Duration: 2 hours
Format: Hybrid (In‑person — 575 Uptown Building & Virtual via Teams)
Meeting Opening & Introductions
MAC members and MARTA staff introduced themselves, representing Mobility Services, Customer Service, IT, Corporate Compliance & Engagement, and External Affairs.
Executive Summary
The committee reviewed ADA‑linked complaint trends (March–May 2026), a live demonstration of the new RideCo paratransit platform and Mobility app, operational performance and maintenance metrics for May–June, call‑center service levels, staffing increases, and upcoming outreach/training for riders and community partners.
Key Discussion & Decisions
ADA‑Link Customer Complaints Report — Presenter: Angelita Armour
Total authority‑wide complaints: 663
ADA‑linked complaints: 162 (24.43%)
Valid ADA complaints: 80 (49.38%)
Top ADA complaint categories (May): late pickups; no‑shows; extended travel time; late drop‑offs; discourteous interactions; incorrect vehicle stopping location; slow/no response to assistance requests
Non‑Mobility ADA complaints: limited occurrences such as pass‑ups or boarding refusals
Clarifications: ADA‑link complaints are extracted from general MARTA complaints; long wait times may count as ADA complaints when Mobility customers are affected; riders reported unresolved complaints; Customer Service clarified MARTA does not use voicemail for complaint intake
RideCo System Update & Demonstration — Presenter: Lisa Massaro (RideCo Project Manager)
Transition: migration from Trapeze to RideCo completed between late May and June 20
New Mobility app launched July 1, 2026: booking, cancellation, tracking, trip status, and SMS alerts; accessible via mobile app or web portal
Access: riders must confirm their email with MARTA; first‑time users set passwords via ‘forgot password’ link
Accessibility: app supports assistive technologies; blind riders requested clearer audio descriptions for vehicle tracking
Community outreach: workshops planned with seniors, disability organizations, and residential communities; video tutorials available on MARTA’s website
Mobility Operations & Performance — Presenter: Delton Quarles
Fiscal Year 2026 Summary:
Total Mobility trips: 709,633
Ridership growth: +4% over FY2025
On‑time performance (OTP): 89.5%
Monthly Operations:
May 2026 — 58,995 trips (7% decrease), 83.95% OTP
June 2026 — 56,678 trips (3.9% decrease), 87.12% OTP
Mobility Maintenance — Key Metrics:
Mean Distance Before Failure (MDBF) May: 8,126 miles
MDBF — June: 9,407 miles
FY2026 MDBF: 16,118 miles
Call Center Performance:
ETA Line — May: 36,830 calls; 86.06% answered; 181 sec average wait
ETA Line — June: 37,781 calls; 81.12% answered; 259 sec average wait
FY2026: 393,467 calls; 92.19% answered; 96 sec average wait
Reservations Line — May: 32,122 calls; 66.48% answered; 23 min 18 sec average wait
Reservations Line — June: 30,943 calls; 53.98% answered; 31 min 40 sec average wait
FY2026: 419,149 calls; 64.52% answered; 14 min 53 sec average wait
Staffing & Special Activities:
Reservations staff increased to 16; four more agents are planned
World Cup support (June 15–July 15)
Breeze Card replacement available at MARTA Headquarters
MAC/Community Member Feedback Highlights
Extended call wait times
Missing SMS notifications
GPS routing issues
Difficulty using the app and password reset
Accessibility needs for blind riders (clearer audio descriptions)
Requests for additional community workshops
Follow‑Up Actions
Customer Service to improve complaint follow‑up and clarify intake procedures (no voicemail)
Mobility & IT to evaluate RideCo app accessibility enhancements (audio descriptions, notification reliability)
Outreach team to schedule community workshops and publish video tutorials
Operations to monitor OTP and routing performance as RideCo stabilizes
Call Center leadership to continue staffing increases and reduce average wait times
Key Takeaways
MARTA is modernizing Mobility operations with RideCo while closely tracking service reliability, addressing ADA‑linked complaint themes, and strengthening customer communications and support.
Next Meeting — September 8, 2026
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