
 

Minutes  

WESTSIDE/CENTRAL SERVICE COUNCIL 
Regular Meeting 

Wednesday, November 14, 2018 
5:00PM 

Metro Headquarters Building 
1 Gateway Plaza  
3rd Floor Board Room 
Los Angeles, CA  90012 

 

 

All Metro meetings are held in ADA accessible facilities. Meeting location served by Metro Rail 
Red, Purple and Gold Lines; Metro Local Lines 40, 68, 70, 71, 76, 78, 79, 378, and 489; Metro Rapid 
Lines 704, 728, 733, 745, 770 and Metro Silver Line. Also served by LADOT, Foothill Transit, Santa 
Monica Big Blue Bus, Orange County Transportation Authority, Torrance Transit, Santa Clarita 
Transit and Antelope Valley Transit. 
 

Called to Order at 5:10pm 
Council Representatives: 
David Feinberg, Chair 
Madeline Brozen 
Perri Sloane Goodman  
Ernesto Hidalgo  
Elliott Petty  
George Taule 

 Officers: 
Gary Spivack, Deputy Executive Officer 
Dolores Ramos, Senior Administrative Analyst  
Carl Torres, Transportation Planning Mgr. 
Carlos Rico, Transportation Associate 
 

 

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 
 

ส ำหรับข้อมลูเก่ียวกบัรถโดยสำรเมโทรเป็นภำษำ [ไทย] กรุณำติดต่อท่ีหมำยเลขโทรศพัท์ด้ำนล่ำง: 323-

466-3876 
 

ដ ើម្បីនិយាយជាមួ្យអ្នកបកប្រប Metro ម្នន ក ់សូម្ទូរស័ព្ទតាម្ដេខ 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. ROLL Called 

 
 

2. CARRIED OVER Approval of the Minutes from October 10, 2018 Meeting, Councilmembers 
 
Copy provided for approval was incomplete; a corrected copy will be provided for approval at 
the Council’s next meeting.  
 
 

3. RECEIVED Annual Rider Survey Results, Matthew Kridler, Principal Transportation 
Planner 
 
Metro has conducted a semi-annual survey of bus and rail riders for over 15 years. Every line 
with ridership of over 1,500 boardings is sampled. The paper version of the survey is 
provided in English and Spanish, and there is an online link for additional languages. Of 
responses received, 74% are in English, 25% are in Spanish, and another 1% was received in 
other languages, mostly in Chinese. The survey measures rider’s perceptions of the Metro 
system – the results are not diagnostic.  
 
Chair Feinberg asked if the survey is conducted by Metro’s Communications Department. 
Mr. Kridler replied that the department has been moved within the agency several times and 
has been in the Planning Department since 2011.  
 
Councilmember Hidalgo how the decreasing proportion of ridership by low income 
populations correlates bus ridership overall. Mr. Kridler replied that as areas with high 
access become more expensive to live in, it prevents low-income people from having access 
to transit.  
 
Councilmember Hidalgo asked how the results finding that riders feel safer than in the 
previous study period while the reporting of harassment rose could be explained. Mr. Kridler 
replied that the safety question asked how safe people feel on the line that they’re riding 
when taking the survey. The harassment question asks if they’ve experienced harassment 
within the last 6 months. Harassment occurs systemwide, and it is feasible that people avoid 
using those lines when they can or that they have only experienced it on specific rides.  
 
Councilmember Sloane Goodman noted that there were more questions on the survey than 
in the presentation and asked if data on the additional questions is available. Mr. Kridler 
replied that the Research Department’s website (metro.net/news/research/) has all the 
survey results. He can also provide a breakdown of the information by Council region.  
 
Councilmember Brozen asked how the data collected can be analyzed to facilitate addressing 
issues reported directly. She asked if the responses are tagged by time of day and noted that 
there are major differences in how safety by time of day and gender. Mr. Kridler replied that 
he can provide crosstabs by gender. The surveys are normally conducted Monday through 
Thursday, 5am to 8 or 9pm. It becomes cost prohibitive to collect surveys after 9pm, as 
surveyors would have to ride multiple times to get a sufficient sample size. He can provide 
some general breakdowns of the data by time and gender. 
 
Councilmember Hidalgo asked whether they can find out which lines people feel least safe 
on, and how the data is used to improve service and safety personnel allocation. Mr. Kridler 

https://www.metro.net/news/research/
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replied that the research group has worked with the security team and provides them with 
cross tabs on line by line reflecting which lines have the least to most perception of safety. 
They can kind of assume the section of the line by time of day and direction, but it is hard to 
specify a specific area or stop. He can provide line by line info for the survey.  
 
Councilmember Hidalgo asked if the specific line information on safety perceptions is 
shared with security. Mr. Kridler replied that it is.  
 
Mr. Timberlake commented that the safety question is phrased, says this bus, not this line. 
He thinks would be useful on future surveys to ask respondents to specify the stop they 
boarded at on the question of whether they feel safe while waiting for the bus. There are 
some stops that even during the day feel a little chancy due to location; it would be useful for 
Metro to know. He understands that collecting surveys during late night hours is a problem, 
but there are still a lot of lines that have heavy late-night traffic, such as Lines 4 and 704, and 
other lines that operate on major streets. If Metro is going to survey lines that run past peak 
hours, maybe some of them could be surveyed after 8-10pm to get more representation of 
late evening riders. Mr. Kridler replied that he can investigate that possibility. They generally 
try to get that type of information through focus groups and have been using targeted focus 
groups more frequently in general. They may try to access data for TAP cards linked to an 
email to invite people to participate in studies such as the perception of service at night.  
 
Councilmember Brozen asked if someone put their TAP card ID on their survey, would they 
be able to see what their travel patterns are. Mr. Kridler replied that would like to have a 
panel. In the future, TAP might send out a user agreement to those with registered TAP 
cards to request access to that information. It may be useful information, but they are not 
allowed access.  
 
Councilmember Brozen acknowledged that trying to add geographical information to the 
surveys to match them to the locations where the survey was taken is difficult. Mr. Kridler 
replied that the surveys used to ask for cross street information where the survey respondent 
boarded, but so many responses were incomplete, difficult to read, or didn’t refer to a cross 
street. The information was also difficult to manually input and confirm that the location 
listed existed. Councilmember Brozen acknowledged the difficulty of gathering more 
specific geographic data and commented that when discussing spacial concepts such as 
these, not having more specific location data feels a little incomplete.  
 
 

4. RECEIVED June Shakeup Review and December Shakeup Preview, Carl Torres, 
Transportation Planning Manager 
 
Councilmember Brozen asked if any of the Line 720 stops will be put back into service. Mr. 
Torres replied that staff is going to try to put the Line 720 stops back where they used to be 
with the December shakeup; while they are available now, they’ve found it to be less 
confusing to patrons to make changes with the shakeup. The westbound Fairfax stop won’t 
be restored; that stop closure is not related to the Purple Line construction, but to the 
Academy Museum construction. Staff is waiting for the scaffolding to be taken down for the 
stop to be restored. Because that stop has not been restored, the stops at Crescent Heights 
and Spaulding will continue in use. The La Brea stop is also not yet being restored; 
Cloverdale will continue in use during the La Brea stop closure. 
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Chair Feinberg asked if transit ambassadors are ever used to help educate riders about stop 
changes. Mr. Torres replied that they are. They will be stationed at the abandoned stops for 
two weeks to educate riders.  
 
Councilmember Petty asked how early the stop closure notices are posted. Mr. Torres replied 
that they are posted at least two weeks in advance, though he is trying to get them out up to 
three weeks in advance.  
 
 

5. APPROVED NextGen Workshop to be held on Wednesday, January 9, from 4-7pm at 
Plummer Park in West Hollywood, Councilmembers 
 
 

6. APPROVED Going dark for December 12, 2018 meeting and Convening a Meeting 
following the January 9, 2019 NextGen Workshop at 7pm. 
 
 

7. RECEIVED Regional Service Performance Report, Gary Spivack, Deputy Executive Officer 
 
There were no announcements or questions.  
 

8. PUBLIC Comment for items not on the agenda 
 
Mr. Timberlake commented that there continue to be problems at the Washington wye. Part 
of the problem was somewhat ameliorated when the Blue Line was assigned exclusively to 
platform 2 and the Expo Line was assigned to Platform 1. That change has reduced the 
amount of delay, but there are still substantial delays when traveling east on the Expo Line. 
When the train gets to the Ortho Institute stop, they hold there because too many trains are 
coming in and out of 7th/Metro Station. He has developed a habit, if on Blue Line and he 
wants to go to Santa Monica, he gets off at Grand and walks to the Ortho Station or vice 
versa; if coming eastbound on the Expo Line, he gets off at Ortho Station and walks. He 
finds it to be faster than riding to Pico and changing trains. That section of the trip takes 8 
minutes. If the train has to wait for another train to back up, it’s an extra 10 minutes. It is 
ironic that it’s faster to walk when changing between the Expo and Blue Lines.  
 
Kevin Burton is a West Hollywood resident and a very active transit user; he is also a 
member of the Transit Coalition and is on the Board of Directors for the Bicycle Coalition. 
Recently, he had a reservation for a long-distance Amtrak trip. He planned to take Line 704 
on Santa Monica to Union Station, as he knows that Red Line service can be inconsistent; he 
arrived 20 minutes late to the meeting due to Red Line delays. On the way to catch the 
Amtrak, he arrived at Union Station only 5 minutes before the train left. There should have 
been three buses he could take to allow plenty of time to get to Union Station to make his 
Amtrak train. All three buses were no shows. He finally made it to Union Station and found 
he had just missed the train. He has asked Metro Customer service in person three times 
why the three Rapid buses didn’t show up. Their response to him is that Operations won’t 
tell them why the buses didn’t arrive. There is a systemic problem when Metro will not 
explain significant lapses in service. Mr. Spivack replied that he is aware of the complaint. 
Councilmember Sloane Goodman contacted him with Mr. Burton’s concerns and he has 
contacted the division. There were several reasons. One of the reasons they cited was a lack 
of manpower. This issue is plaguing Metro and other transit operators. Even through Metro 
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raised the entry level pay rates, it is a lot easier to find $15/hr. jobs with less responsibility. 
He will follow up and provide a response to Mr. Burton’s concerns.  
 
 

9. CHAIR and Council Member Comments  
 
Councilmember Hidalgo would like to know how the manpower issue is managed and how 
it impacts service. He suggested that perhaps it could be managed so that three runs in a 
row on a very heavily used line are not missed. Mr. Spivack replied that is the correct 
approach. Metro’s operator assignment ratio is to hire and attempt to retain 20% additional 
operators to cover manpower issues. Sometimes there are police actions or other actions 
where buses are pulled from regular line service to pick up passengers to provide bus 
bridges. Councilmember Hidalgo replied that he would like to see some mitigation so that 
doesn’t occur anymore.  
 
Councilmember Brozen commented that the problem of buses not showing up is an 
endemic issue in real time service; she experiences it a lot. She had a family visiting, and 
every time they book a transit trip, a bus would disappear from Nextrip. From the customer’s 
perspective, there are issues that need to be resolved, such as what should customers do in 
that situation. The online form is not mobile friendly and is very onerous. The customer 
service follow-up is poor and may be even worse when the service is not good.  
 
Mr. Spivack asked Councilmembers to let him know when they’ve submitted a complaint; 
he has access to the complaints database and can investigate with divisions.  

 
ADJOURNED at 6:17pm 


