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Maryland Department of Transportation Maryland Transit 

Administration (MDOT MTA) 

Meeting for the Citizens Advisory Committee (CAC) 

 

The following meeting occurred on Tuesday, March 17, 2020, starting at 1:13 p.m. Due to the 

COVID-19 pandemic, the meeting was held via teleconference call. 

IN ATTENDANCE: 

Susan Sperry    CAC Chair 

Jed Weeks    CAC Member 

Linda Greene    CAC Member 

Peach Dolar CAC Member 

Brian Holley    CAC Member 

Jennifer Cupp    CAC Member 

Marlene Hendler   CACAT Chair 

Peggy Clark    CACAT Member 

Roan Bennett Director, MTA Office of Customer and Community 

Relations 

James Lewis Deputy Director, MTA Office of Customer and Community 

Relations 

Denise Hagans   MTA Office of Customer and Community Relations 

LaToya Eff    MTA Office of Customer and Community Relations 

Eleni Flannery    MTA Office of Customer and Community Relations 

Tarria Burwell    Manager, MTA Transit Information Contact Center 

Thomas Curtis    Guest (formerly with the MD Dept of Disabilities) 

 

PROCEEDINGS 

Roan Bennett, Director of MTA Customer and Community Relations, called the meeting to order 

at 1:13 p.m.  

 

WELCOME AND INTRODUCTIONS 

Roan Bennett welcomed everyone to the March 2020 Citizens Advisory Committee (CAC) 

meeting.  Mr. Bennett asked the newest member, Ms. Peach Dolar, to introduce herself and 

provide an overview of her experience.  Mr. Bennett asked everyone on the call to introduce 

themselves.   

Mr. Bennett provided an update based on changes made to mass transit because of the 

Coronavirus pandemic.  Mr. Bennett stated that the status of all transit modes is available on the 

MTA website at www.mta.maryland.gov.  

MTA will be making updates to transit schedules and posting them online.  These updates are a 

result of the recent press conference held by Maryland Governor, Larry Hogan. 

http://www.mta.maryland.gov/
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Mr. Bennett provided key points of the press conference and the changes that will affect mass 

transit.  Some changes included: 

• The BWI airport will be closed to the public.  The only people that will be admitted 

inside the airport will be ticket holding passengers and personnel that work there. 

• All Maryland VEIP stations will be closed and used for COVID-19 drive through testing. 

 

Mr. Bennett stated that MTA is communicating with other transit agencies throughout the region 

to ensure that everyone is on the same path. 

Mr. Bennett provided an overview of the MTA changes listed on the MTA website. 

• City Link – No Changes. 

• Local Link – The 21, 31, 33, 34, 37, 38, 51, 52, 57, 59, 62, 69, 70, 71, 75, 81, 82, 83, 89, 

91, 92, 93, and 95 routes are temporarily suspended. 

• Express Routes – Temporarily suspended. 

• Light Rail – Monday – Friday will operate on a Saturday schedule. 

• Metro – Operating on a Saturday schedule. 

• The entrance for the Johns Hopkins Station, in front of the Johns Hopkins Outpatient 

Center, is closed until further notice. 

• Commuter Bus – Currently operating on a S schedule. 

• MARC Train – Currently operating on a R schedule. 

 

Jed Weeks stated that he is concerned about the suspensions of so many bus routes, as several 

medical professionals rely on mass transit to report to work.  What are the first responders 

supposed to do about getting to work during the pandemic? 

Mr. Bennett responded that he understands his concerns.  The ridership of the suspended services 

was considered when the decision was made.   Mr. Bennett stated that he will share the feedback 

with the MTA management team and provide an update to the CAC. 

Mr. Brian Holley asked if the updates will be provided to the media and made available through 

radio stations and television. 

Mr. Bennett responded that he believes the updates are provided to the media as well as posted 

online.  However, he will check and follow up with Mr. Holley. 
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PRESENTATIONS 

Mr. James Lewis, Deputy Director of the MTA Office of Customer and Community 

Relations 

 

James Lewis reviewed a presentation he previously provided to the CAC Committee via email.  

The presentation was an overview of the MTA Office of Customer and Community Relations.  

Key points included: 

• The MTA Office of Customer and Community Relations is comprised of 4 areas: 

o Customer Complaints/Customer Feedback 

o Community Relations 

o Transit Information Contact Center (TICC) 

o Mail Room 

 

• The MTA Office of Customer and Community Relations strives to contact customers 

within 1 business day of receiving a notification. 

• The MTA Office of Customer and Community Relations strives to resolve matters and 

provide an update within 5 business days of receiving a notification. 

• The MTA Office of Customer and Community Relations engages a quality review panel 

that deals with the customer feedback. The quality review panel serves as a forum where 

feedback, best practices, and training is shared internally in order to improve the service 

MTA provides.  

• The MTA Transit Information Contact Center is comprised of 17 agents.  The Transit 

Information Contact Center can be reached at 410-539-5000.  The hours of operation are 

Monday - Friday 6:00 a.m. – 7:00 p.m.  The comment line can be accessed by calling 

410-539-5000 or 410-333-2354 and a compliment, complaint, or concern can be left with 

a representative on Monday – Friday 8:00 a.m. – 5:00 p.m. 

• The MTA Transit Information Contact Center is the first contact for MTA Lost and 

Found. 

• The MTA Transit Information Contact Center also provides directory assistance.  If 

customers need to obtain a contact number for a specific MTA Department, customers 

can call 410-454-7222. Assistance is available Monday – Friday 8:00 a.m. – 5:00 p.m. 

• The MTA Transit Information Contact Center receives over 1.5 million calls a year.  

More than 1 million calls are handled by the automated system and TICC agents receive 

over 500,000 calls per year. 

 

Brian Holley requested clarification on “Business Hours” since the buses run Sunday – Sunday.   

James Lewis clarified that “Business Hours” are considered Monday – Friday.   

Marlene Hendler requested a copy of the presentation that was presented by James Lewis.    
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Denise Hagans responded that all CACAT Committee members will receive a copy of the 

presentation. 

Susan Sperry greeted everyone and welcomed Peach Dolar and Jennifer Cupp to the CAC 

Committee.  Susan Sperry also thank the MTA for their continued efforts through this difficult 

time with the Coronavirus pandemic.   

Roan Bennett reminded attendees to visit the MTA website at 

https://www.mta.maryland.gov/coronavirus to obtain transit updates during the Coronavirus 

situation.   

The next meeting will be held on Tuesday, April 21, 2020 at 1:00 p.m. 

The meeting was adjourned at 2:13 p.m.  

https://www.mta.maryland.gov/coronavirus

