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CUSTOMER SATISFACTION 

COMPLAINTS PER 100,000 BOARDINGS 

Definition: Average number of customer complaints per 100,000 boardings. This indicator measures 
service quality and customer satisfaction. 

Calculation: Customer complaints per 100,000 Boardings = Complaints/(Boardings/1 00,000) 
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WORKERS COMPENSATION CLAIMS 

New Workers Compensation Claims per 100 Employees 

Definition: This indicator measures the total new indemnity claims per 100 Transit Operations 
employees filed each month (Includes: Transportation, Maintenance, Rail and all Administration) . 

Calculation: Workers Compensation Claims per 100 Employees-Month= Total New Workers 
Compensation Claims filed by Transit Operations Employees/(Total Transit Operations positions in 
which there is an incumbent during the month/1 00). 

Transit Operations Trend 
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NEW CLAIMS PER 100 EMPLOYEES BY BUS DIVISION & RAIL 

Definition: This indicator reflects a three-month view of Bus & Rail new indemnity claims per 100 
employees in which there is an incumbent each month. 

Mar-02 

Calculation: New workers compensation claims per 100 employees by Division & Rail for three 
months= Total new workers compensation claims filed by Division & Rail employees/(total positions 
occupied in the Division & Rail durinq the month/1 00) . 
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031180722012000 

Metropolitan 

Transportation 

Authority 

One Gateway Plaza 

Los Angeles, CA 

90012-2952 

April 25, 2002 

Federal Transit Administration 
Office of Civil Rights, Room 9102 
ATTN: Ms. Clarissa Swann, TCR-1 
400 - 7th Street, SW 
Washington, DC 20590 

Dear Ms. Swann: 

Enclosed is the January-March 2002 update on the Los Angeles County 
Metrop61itan Transportation Authority (MTA) Voluntary Compliance 
Agreement (VCA). 

This update identifies MT A progress and timelines on the two areas remaining 
in the VCA: reducing the gap between platforms and train doors and 
addressing the slope of three ramps/walkways to light rail stations. All other 
items in the VCA were completed by December 31, 2001. The revised VCA 
matrix identifies projected completion dates for the two remaining items. An 
explanation page which discusses the progress to date on these two items 
follows the matrix. 

Requests for bids to make the modifications to correct the platform-train gap 
and to modify the walkway slope were released between December 2001 and 
March 2002. Bids on both projects are due by the end of this month. 
Completion of the work under each contract is scheduled for September 2002. 
We will continue to work closely with the disability community on these items, 
and we expect the final modifications to result in improved use and 
accessibility of the rail system for both disabled and non-disabled riders. 

Also included is an addendum providing an update on the items identified in 
the October 2001 FTA review of key stations. This addendum consists of a 
matrix identifying the projected completion dates for each item identified in the 
five stations reviewed, and an explanation page providing further information 
on accomplishments to date and tasks remaining for each identified item. 
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If you have any questions about this update, please contact Ellen Blackman at 
(213) 922-2808. 

Sincerely, 

JimM 

cc: Leslie Rogers, Regional Administrator 
Darrin Jourdan, Regional Civil Rights Officer 
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NOTE: Changes from 
previous schedule In 
bold 

- Items remaining 
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LOS ANGELES COUNTY MTA- VOLUNTARY COMPLIANCE AGREEMENT MATRIX-QUARTERLY UPDATE·· JANUARY· MARCH 2002 
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Ramps 

Platforms 

VCA UPDATE- JANUARY-MARCH 2002 --EXPLANATIONS 

Walkways leading to platforms were designed to have a slope under 5%, 
to qualify as sloping walkways rather than ramps. MTA surveyed all ramp 
slopes, reviewed measurements at some stations with consultants 
conducting ADA rail station reviews, and worked with a task force of 
persons with different mobility disabilities to determine the impact of the 
slopes on their ability to access the stations. 

Three light-rail walkways with slopes just over 5% will be modified by 
September 2002. Requests for bids were issued in March, with bids due 
by the end of April. Work under the contract will be done between June 
and September. 

MTA is also working with the disability community to identify additional 
modifications which can improve access to rail stations. 

MTA originally focused on reducing the platform-train gaps through a 
construction contract, to add less than one inch to the edges of platforms 
with gaps exceeding 3 inches. This strategy was revised in mid-2001, to 
reduce the gap by modifying the door-entry of all rail cars. MTA has 
worked with the disability community on this option, and considers it 
preferable to the construction option since it will enhance accessibility at 
all stations rather than just the key stations. 

A request for bids was issued in December 2001. Technical concepts 
were received in late March, with price quotes due in late April. 
Installation on trains is scheduled to be completed by September 2002. 

The construction option was kept for the Metro Center/Blue Line Station, 
as part of an existing construction contract for that station, and was 
completed in December 2001. 

All items in the VCA, except the two discussed above, were completed by December 2001. 
The explanatory comments therefore provide updates and progress reports only on these two 
items. 

A separate matrix and explanations are included with this update, as an addendum, covering 
tasks identified during the November 2001 review of five key stations. Because these items 
were not in the original VCA, progress of these items is reported separately. 
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LOS ANGELES COUNTY MTA- VOLUNTARY COMPLIANCE AGREEMENT ADDENDUM- KEY STATIONS REVIEW NOVEMBER 2001 
UPDATE-- JANUARY- MARCH 2002 

This addendum identifies issues raised during the FTA review of 5 rail stations in November 2001, and 
the actions and timelines proposed In the MTA response. The matrix provides an update on actions 
taken through March 2002 

Dates In bold font are modifications from original MTA plan. 
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