MARTA Accessibility Committee (MAC) — Meeting Summary & Follow‑Up Actions
Date: September 8, 2026
Duration: 1 hour, 13 minutes
Format: Hybrid (in‑person and virtual)
Meeting Opening & Introductions
The meeting began with introductions from MAC committee members and MARTA staff, both in-person and virtually. - Lossie, Robert, Peterson, Jimmy, Willis, Kim, Gibson, Kim
Chair: Robert Smith
Key MARTA Participants: Brown, Denise, Choi, Jessica, Davis, Calisha, Wiley, Carla, Stripling, Roosevelt, Kasprzyk, Kevin, Daniel, Russell T, Armour, Angelita, Smith, Mercedes, Quarles, Delton, Nash, Paula, Morris, Tyson, Hunt, Jonathan, Kwate, Victor, and others.
Robert Smith (Chair) and Brown, Denise (Title VI Administrator) led the session, emphasizing the importance of accessibility and engagement
Executive Summary
MARTA leaders briefed the MAC on the transition of MARTA Mobility from outsourced vendors to an in-house delivery model, targeted for completion on December 12, 2026, with stabilization continuing into early 2027. The team outlined near‑term investments (RideCo paratransit software, 32 vans entering service by December, driver tablets) and long‑term plans (continued fleet renewal in FY2028–FY2029, new training modules with stakeholder input, and integration of Mobility with other MARTA modes).
CEO Remarks — Jonathan Hunt (GM & CEO of MARTA)
Jonathan Hunt addressed the committee and emphasized the following points:
MARTA Mobility is a vital lifeline for thousands across Metro Atlanta, enabling access to work, medical appointments, loved ones, and community life; riders deserve a seamless, reliable, high‑quality experience every trip.
MARTA has fallen short at times; bringing Mobility in-house will give MARTA direct control to meet and exceed expectations of MAC and riders.
Significant investments are underway in fleet, technology, and people, including board approval of 80 new vehicles now in manufacturing.
Transition will involve some friction over the next 6–9 months, but MARTA leadership is confident customers will be happier once changes are fully implemented.
Hunt thanked MAC for its guidance; the Mobility “SWAT team” and cross‑department support will drive improvements while centering dignity and reliability for patrons.
Key Discussion & Decisions
The presentation framed the transition using four themes: Review, Renew, Refresh, and Reinforce. Highlights and commitments below reflect the discussion and Q&A:
Modern Mobility Transition
Transition to an in‑house service model to improve operational discipline, consistency, and customer experience (Dec 12, 2026, target).
Centralization to reduce trip loss and enforce training standards across operators and dispatch.
Short‑Term Investments (2026)
RideCo software rolled out to modernize trip booking and dispatching.
Fleet additions: 32 mobility vans entering service by December 11, 2026; 46 ProMaster vans delivered by the end of 2026 with onboard equipment installation for early 2027 service entry.
Driver tablets and related hardware to improve wayfinding, location accuracy, and customer information. 
Long‑Term Investments (FY2028–FY2029)
Programmatic fleet renewal to replace aging vehicles within a three‑year window.
Development of new employee training modules informed by customers, advocates, and stakeholders.
Integrated approach to align Mobility with bus, rail, BRT, streetcar, and supporting systems and facilities.
Stakeholder Engagement & Outreach
Review eligibility requirements, procedures, and levels of service with accessible transit/paratransit consultants.
Introduce “family of services” to broaden transportation options while enhancing Mobility for customers most in need.
Execute a phased outreach plan with accessible, consistent communications and partner toolkits (internal readiness; customer notification; community partners).
Decisions & Commitments Noted
In‑house transition completion target: December 12, 2026; stabilization in early 2027.
Fleet milestone: 32 vans in service by December 11, 2026; 46 ProMasters delivered by year‑end and equipped for early 2027 service entry.
Personal‑vehicle subcontractors to be phased out as prime contracts end; all trips to be operated on MARTA‑owned vehicles.
MAC engagement to continue with updates during and after transition; next MAC meeting on November 10, 2026.
MAC/Community Member Feedback Highlights
Community members—many of whom are riders with disabilities, seniors, and individuals who rely on MARTA Mobility as a primary transportation mode—offered detailed, firsthand feedback during the MAC meeting. Their comments reflected both practical service concerns and broader expectations for the upcoming Mobility transition.
1. Vehicle Accessibility & Fleet Configuration
· Several members discussed the accessibility of vehicle interiors, including aisle width, wheelchair maneuverability, lift operation, and seating space.
· Riders appreciated being invited to test new vehicle models and emphasized continuing this practice as MARTA purchases new fleet vehicles.

2. Service Reliability, Timeliness & Rider Vulnerability
· Riders expressed the high personal cost of severely delayed vehicles—missed medical appointments, missed work shifts, and safety risks while waiting in unfamiliar or unsafe areas.
· One rider emphasized “vulnerability” as a central issue, noting situations where late pickups left them isolated or exposed.

3. Communication Gaps (Dispatch, Operators, and Customers)
· Many riders noted frustration with unclear or inconsistent radio communication between dispatchers and operators, some of which riders could hear aboard vehicles.
· They requested more professional, discreet communication practices during operations.
· Riders also asked for enhanced communication when vehicles arrive, including more reliable app notifications.
 
4. RideCo App Issues & Transparency Requests
· Members raised concerns about the RideCo app not saving cancellation reasons or showing why a trip was missed.
· They requested full transparency within the app, including notes on late arrivals and operator‑initiated cancellations.

5. Eligibility & Recertification Concerns
· Members questioned the need for recertification for riders with lifelong disabilities.
· They asked MARTA to streamline processes and to reduce unnecessary trips for documentation when conditions will not change.

6. Fleet Composition & Use of Personal Vehicles
· Some riders reported preferring sedan‑style or personal‑vehicle subcontractor options, noting comfort and familiarity.
· Riders expressed concern about losing these options once MARTA transitions to fully MARTA‑owned vehicles.

7. Need for Immediate Trip Solutions
· In cases of severe delays, community members suggested using services like Uber or Lyft (as some transit agencies do) to prevent missed essential appointments.
· MARTA confirmed this is not feasible during the current transition but acknowledged the importance of exploring future contingency options.
8. Appreciation for Improvements
· Several riders noted recent improvements in communication, especially receiving text/phone alerts when vehicles arrive.
· They encouraged continued refinement in this area.
9. Role of Community Voice in Decision-Making
Across multiple MAC materials, community members reaffirmed their role as essential contributors to accessibility decisions, providing lived experience feedback, identifying barriers, and helping shape service improvements.
Follow‑Up Actions
Program & Operations (Mobility Leadership: Jessica Choi, Victor Kwate, Calisha Davis)
Complete in‑house transition by December 12, 2026; manage stabilization into early 2027.
Deploy 32 new mobility vans by December 11, 2026; receive 46 ProMasters by end of 2026 and equip them for early 2027 entry into service.
Finalize fleet reconciliation and vehicle mix; phase out non‑MARTA personal‑vehicle subcontractors.
Continue rider involvement in vehicle design/configuration over the next two years of fleet investments.
Customer Support & Communications (Carla Wiley)
Reinstate the dedicated assistance line for RideCo/app setup by training new hires; Reservations to assist in the interim.
Execute phased outreach: Internal readiness (through September); Customer notification (Sept–Dec); Community partners (overlapping).
Ensure accessible, inclusive, and consistent messaging across direct mail, phone, email, in‑person sessions, website, social media, press. 
Technology & Data (Mobility + IT: Tyson Morris’s group)
Leverage AI‑assisted customer engagement tools to improve trip notifications and call‑center assistance.
Evaluate RideCo app enhancements (e.g., visible reasons for cancellations/no‑shows); escalate to vendor for feasibility.
Eligibility & Rider Records (Support Services: Roosevelt Stripling)
Prioritize review of “unconditional” riders to streamline recertification and keep records current while reducing unnecessary re‑applications.
Maintain 3‑year recertification with streamlined processes and targeted outreach as appropriate.
Operator/Dispatcher Practices
Improve radio decorum and over‑the‑air communications; set explicit standards post‑transition to avoid passenger exposure to disputes.
MAC Engagement
Return to MAC for progress updates during the transition and post‑transition.
Prepare status update for November 10, 2026, meeting (fleet deployment, assistance line, app transparency, outreach progress).
Route additional questions to Denise Brown for assignment to appropriate staff leads.
Key Takeaways
MARTA Mobility is moving in‑house to deliver a more reliable, consistent service experience.
Significant investments in fleet, technology, and training are underway to support the transition.
Stakeholder input and accessible communications are central to implementation success.
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