
 

Minutes  
SAN GABRIEL VALLEY  
SERVICE COUNCIL 
Regular Meeting 

Monday, January 9, 2017 
5:00 PM 

Metro El Monte Division 9 Building 
Third Floor Service Council Conference Room 
3449 Santa Anita Ave. (Santa Anita Ave. & Ramona Blvd.) 
El Monte, CA  91731 
 

All Metro meetings are held in ADA accessible facilities. Meeting location served by all Metro, 
Foothill Transit and El Monte Shuttle lines serving the El Monte Station. 
 

Called to Order at 5:01pm 
Council Members: 
Harry Baldwin, Chair 
Roger Chandler 
Alex Gonzalez 
John Harrington  
John Harabedian  
Steven Ly  

Officers: 
Gary Spivack, Deputy Executive Officer 
Wayne Wassell, Transportation Planning Mgr. 
Lilian De Loza, Community Relations Mgr. 
Dolores Ramos, Council Admin Analyst 
Kelly Blanton, Transportation Associate 
Pamela del Valle, Administrative Intern 

 
For Metro information in English, please call the following phone number: 213-922-1282. 
 
Para más información de Metro en español, por favor llame al número que aparece a continuación: 
213-922-1282 
 

Մետրոյի մասին հայերեն լեզվով տեղեկություններ ստանալու համար, խնդրում ենք 
զանգահարել այս հեռախոսահամարով՝ 323-466-3876 
 
Для получения информации о Metro на русском языке, пожалуйста, позвоните по указанному 
ниже телефонному номеру: 323-466-3876 
 

需要都会运输局的（语言名称）资料, 请拨打以下电话号码: 323-466-3876 
 

Metroに関する日本語での情報は、以下の電話番号でお問い合わせください：323-466-3876 
 

สําหรับข้อมลูเก่ียวกบัรถโดยสารเมโทรเป็นภาษา [ไทย] กรุณาติดต่อท่ีหมายเลขโทรศพัท์ด้านล่าง: 
323-466-3876 
 

េដើម្បនិយជមមអ�កបកែ្ប Metro ម� ក� សូមទូរស័ព�តមេលខ 323.466.3876។ 
 

메트로(Metro) 정보를 [한국어]로 알아보시려면, 아래 번호로 전화하십시오: 323-466-3876 
 

Để biết thông tin về Metro bằng tiếng Việt, vui lòng gọi số điện thoại dưới đây: 323-466-3876 
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1. PLEDGE of Allegiance 
 
 

2. APPROVED Minutes of November 14, 2016 Meeting 
 
 

3. RECEIVED Report on Annual On-Board Survey, Jeff Boberg, Senior Manager, 
Transportation Planning 
 
Every year Metro does a survey of its passengers to help gage satisfaction with service as 
well as other things within the system. Focus groups are used on various issues like Ticket 
Vending Machines. Small-scale line and/or bus stop surveys are used for a better 
understanding of system users. County-wide telephone surveys are done of non-users as 
well. The data is used for Federal programs such as Title VI and Limited English 
proficiency.  
 
A semiannual intercept survey of bus and rail users within Los Angeles County is fielded 
by bi-lingual surveyors. In spring 2016, 16,272 total surveys were completed with 2,500 of 
those completed on San Gabriel Valley lines. The survey is designed to collect data on 
changes in Metro satisfaction levels, demographic shifts among riders, quality of Metro 
services and ways in which people obtain Metro information. The online version of the 
survey is available in 11 languages.   
 
Systemwide trends are as follows: 
• On-time performance has been increasing since 2005 with bus coming in at 82% and 

rail coming in at 88% for 2016. 
• Rider tenure is also increasing with the percentage of bus riders riding for 5 years and 

more being 63% and rail being 46%. 
• 90% of bus riders and 88% of train riders are generally satisfied with Metro’s service. 

 
Councilmember Chandler asked whether the responses regarding safety are statistical or 
the rider’s opinion. Mr. Kridler answered that the survey measures the customers’ 
perception of safety. Ninety-three percent of people said they either strongly agree or agree 
that they feel safe while riding the bus.  
 
Councilmember Chandler asked whether the perception of cleanliness issue has anything 
to do with the age of stations. Mr. Kridler responded that if a bus stop is small and usually 
crowded, people are more likely to perceive it as being dirty. Mr. Kridler added that all of 
the data from the current and past surveys is available on the website and additional 
analysis can be provided upon request.  
 
Chair Baldwin noted that that the San Fernando Valley has the Orange Line which is a 
dedicated line and is much more protected and safe than average bus stops. Mr. Kridler 
replied that the Orange Line is counted as rail in the analysis as it functions more like a rail 
service and has similar features compared to bus service. Rail was not included in the 
regional analysis as rail tends to span multiple regions.  
 
 



 

San Gabriel Valley Service Council January 9, 2017 Minutes   3 

4. RECEIVED Report on Cesar Chavez Bus Stop Improvement, Marie Sullivan, Principal 
Transportation Planner 
 
The Cesar Chavez Bus Stop Improvement project is a small portion of the Union Station 
Master Plan project. Improvements are to take place at 6 potential sites at bus stops on 
Cesar Chavez at Vignes and Alameda. Project improvements include a shade structure, 
seating, system maps, real time signage, bike lockers and racks, a bike share kiosk, and 
enhanced landscaping.  
 
A project designer has been selected, and site analysis completed. The design vision is to 
build a strong conceptual design that satisfies both operational and maintenance needs.  
 
An on-site outreach event has been held, and another will be held in late January for one 
peak period. The feedback received in the popup event was that the space should have 
green space, long term bike storage, innovative shelters, real time signage, and a food 
vendor.  
 
Project goals include making the space comfortable, intuitive, informative, maintainable, 
and beautiful. The project team is in the design phase and hopes to begin construction by 
the end of the year. 
 

 
5. RECEIVED U-Pass Pilot Program Update, Devon Deming, Commuter Services Director  

 
The objective of the 2-year U-Pass Pilot Program for colleges, universities, and trade 
schools is to increase college transit ridership and create a new generation of transit riders. 
Strategies include transitioning to a more feasible pricing structure, making the process of 
obtaining a student pass easier, reaching a broader range of college students by reducing 
units required to participate, and collecting the data and establishing best practices 
necessary to establish a permanent program.  
 
Since the launch on August 29, 2016, 2,570 new riders have participated in the U-Pass 
program. Of those riders, 1,285 or 50% of the new participants did not previously ride 
Metro. This is an increase of 13% over previous ITAP participation in the first semester. 
Part time students (8-11 units) make up 29% of participants. CSUN, LATTC, Rio Hondo 
College, Pasadena City College, CalTech, and Santa Monica College were the first schools 
to participate in the pilot program.  
 
Title VI analysis was required in the first 6 months of the pilot program. In the Metro 
service area, 77% is minority with 15.9% as low income. The U-Pass participation is 93% 
minority with 75% as low income. No disparate impact or disproportionate burden was 
found in the analysis.  
 
The Metro Board approved significant changes to the program at their December 1, 2016 
meeting. Effective January 2017, the number of units required to participate will be 
reduced from 8 to 6 units per semester. A Transitional U-Pass will be implemented and 
will offer U-Pass participants a reduced college fare rate of $43/month for one year after 
graduation. A Regional U-Pass program was approved to begin work on allowing 
participating students to board participating municipal agencies’ buses and establish a per 
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boarding reimbursement rate to agencies similar to the EZ Regional Pass, which will 
require the support of municipal transit agencies.  
 
In spring 2017, CSULA, LA Mission College, Pierce College, Santa Monica College, and 
USC graduate students will transition from ITAP to U-Pass. Schools in discussion to join 
the program in spring 2017 include CSUDH, Cerritos College, East Los Angeles College, 
El Camino College, LA City College, and transition from ITAP to U-Pass at UCLA. 
  
Councilmember Chandler mentioned that Mount San Antonio (SAC) and Citrus Colleges 
had a similar program in partnership with Foothill Transit and it was quite a success. If 
those students matriculate to UCLA or Cal State LA, will they be able to participate in the 
program? Ms. Deming responded the U-Pass Program was modeled closely after that of 
Foothill Transit. Foothill Transit and Long Beach Transit both have existing college 
programs. Any student can participate as long as they are enrolled at a school that is 
participating in the U-Pass Program. 
 
Councilmember Chandler noted that Metro has service agreements with lots of other 
transit agencies. Ms. Deming responded that Foothill Transit does want to participate in 
the Regional U-Pass, but only when Metro has agreements in place with all municipal 
operators. If they were to adopt it before then, each individual school would have to enter 
into an agreement with both Foothill Transit and Metro.  
 
Councilmember Chandler asked if Metro is allowing people in Foothill Transit’s program 
to participate in the one-year transitional pass program after they graduate. Ms. Deming 
replied that they have to have participated in the U-Pass Program to be eligible. Foothill 
Transit’s Class Pass Program is a completely different program.  
 
Councilmember Chandler asked how the program deals with transfer students; for 
example, a student that transfers from Mount SAC to Cal State LA. Councilmember Ly 
replied that as he understands the program, once a student attends a U-Pass program 
participating school , they can apply for the pass. Ms. Deming concurred that any student 
enrolled at a participating school is eligible.  
 
Councilmember Chandler replied that he thought they were left out of the post-graduation 
discount pass. Ms. Deming replied that the Transitional U-Pass provides an extra 12 
months of qualification for a discount after students in the U-Pass program graduate from 
a U-Pass participating school.  
 
Ms. De Loza added that Metro offers student discounts for college students that are not 
currently participating in the U-Pass program through the College Vocational Pass 
Program. Students do have to go through the Metro application process rather than 
enrolling through their school as they do in the U-Pass program.  
 
Councilmember Harabedian asked who administers and processes the applications. Ms. 
Deming responded that the school verifies student eligibility to join U-Pass Program by 
confirming that the student is enrolled and meets the minimum unit requirements. 
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Councilmember Harabedian asked whether the student pays the school or Metro. Ms. 
Deming replied that the student pays the school. In most cases the schools are subsidizing 
the program. 
 
Councilmember Harabedian asked whether Metro gets paid upfront or at the end of the 
semester. Ms. Deming answered that Metro gives the schools until the Add/Drop deadline. 
Metro finds out from the school how many TAP stickers have been activated and charge 
the schools based on the number of activated stickers. A maximum estimate is provided 
ahead of time for the initial semester; if they sell more passes, Metro doesn’t charge them 
more than the initial estimate. This allows the schools to subsidize future passes. Metro 
wants to reconcile the total boardings at 75 cents per boarding. This strategy is used to 
encourage the school to estimate in advance how much it costs them to run the program. 
Then Metro will be paid per boarding.  
 
Ms. Deming added that by charging schools on a per boarding basis, schools are only 
charged for what is used. If a school is charged for 500 passes and distributes all of them 
but the students don’t use the service, Metro will refund some money to them because 
there were fewer boardings than estimated. Metro will eventually be able to analyze how 
students are using their passes and see how use of the pass affects ridership.  
 

 
6. RECEIVED Report on Regional Service Performance, Gary Spivack, Deputy Executive 

Officer 
 

• A proposed decorum policy will be brought to the Council next month for 
consideration  

• Eastside Phase 2 community meetings will be held in February to provide updates on 
the project. Community meetings will be held February 6 in Whittier, February 7 in 
Montebello, February 8 in South El Monte, February 15 in Commerce, and February 16 
in East LA. The project will extend the Gold Line further east either via an I-60 route or 
Washington Blvd. The Board has asked that both options continue to be studied to 
potentially build and operate both. A presentation with more information on the 
technical study will be provided at a later date.  

 
Chair Baldwin asked if the decorum rules are spelled out clearly on the back of the speaker 
card form. Mr. Spivack answered that it is loosely worded; the Decorum Policy will be 
more specific and provides a means to address inappropriate behavior.  
 
Mr. Wassell shared an update on El Monte Station construction projects. A repaving 
project will occur in 3 phases. Phase I consists of repaving half of the roadway with one 
lane left open for service. It is currently in process and was supposed to be completed by 
January 13 but was delayed due to rain. Phase 2 will consist of repaving the other lane. 
Phase 3 consists of repairs to the entrance section. The Phase 1 completion day has been 
postponed to first week of February, but may be delayed again if there is more rain.    
 
Another upcoming project consists of manhole repairs, which should take approximately 3 
days to complete. A start date for that work has not yet been established.  
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Waterproofing work completed over the summer on the upper level had to be redone later 
in the year and there is still some leakage in the ceilings in the lower level. Contractors are 
working on one bus bay at a time during the hours of 9:00pm to 5:00am and are starting 
with Discharge Bay 3. The time needed to complete repairs on Discharge Bay 3 will 
provide a better idea of how long each bus bay will need to be closed. Impacts to bus 
service on the lower level are minimal since most bus service terminates sometime 
between 8:00pm and 10:00pm. Only a handful of trips will have to be relocated for 
passenger loading.   
 
Emmanuel Najera commented that he thinks the complaint data should be broken down 
by the method received: phone, mail, or internet. He’s submitted a few complaints 
through email but rarely receives a response, so he has more or less given up on emailing 
complaints. Mr. Spivack replied that Metro does review all complaints. The vast majority of 
the complaints are received through telephone calls; however, the number of complaints 
received through email, Twitter and other methods is growing. Metro does attempt to 
respond as quickly as possible. A report was previously shared at the Council meeting that 
that showed relative percentages of the methods used to submit complaints. Mr. Wassell 
added that if customers want a response to their complaint, they have to specify as much. 
 
Mr. Najera added that he has called and spoken to different supervisors to ask why he 
hasn’t received a response. He has been told that he should have known to request a 
response. He suggested that Customer Relations staff be retrained because they only ask 
for your name and number. He doesn’t see the point of calling in a complaint if staff 
doesn’t follow policy.  
 
 

7. PUBLIC COMMENT for items not on the Agenda 
 

Emmanuel Najera commented that the Pasadena City Council recently approved a Bike 
Share Program. At that City Council meeting, he suggested that Metro promote better 
bicycle safety. The response he received is that he should bring it up with Metro. He also 
requested that data on bicycle safety be shared. By promoting bicycle safety, he doesn’t 
necessarily mean law enforcement, but more community outreach and marketing to make 
people aware of bicycle safety. He thinks Metro could do better on promoting bike safety 
similar to the efforts made with past train safety commercials.  
 
Ms. De Loza replied that Metro does provide Bike Safety Programs; there are information 
promotions at events such as CicLAvia where there is a focus on bicycle use. There are also 
workshops to promote safe bicycle practices. Ms. Ramos added that as Pasadena is joining 
the Bike Share program, part of the program is to promote bicycle safety so there will be 
other activities and promotional materials to promote safety along with installing bike 
share.   
 
 

8. CLOSING Remarks, Council Members and Staff 
 

ADJOURNED at 6:00 pm 


