
Minutes – Virtual Meeting
Westside/Central Service Council – Regular Meeting

Wednesday, May 13, 2020
6:00 PM

Meeting recording will be archived at https://www.metro.net/about/board/board-directors-
meetings-audio-archive/

Call to Order at 6:02 PM
Council Members:
Martha Eros, Chair
Madeline Brozen, Vice Chair
Alfonso Directo Jr.
David Feinberg
Francisco Gomez
Elliott Petty
Desa Philadelphia
George Taulé

Officers:
Dolores Ramos, Chief Administrative Analyst
Joe Forgiarini, Senior Director, Service Performance
& Analysis
Carl Torres, Transportation Planning Manager
Patrick Chandler, Community Relations Manager
Michael Cortez, Community Relations Manager
Jorge Martinez, Transportation Planner
Albert Kuan, 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

สําหรับข้อมลูเกี�ยวกบัรถโดยสารเมโทรเป็นภาษา [ไทย] กรุณาติดต่อที�หมายเลขโทรศพัท์ด้านลา่ง: 323-

466-3876

េដ�ម�ីនិ� យ�មួយអ�កបកែ�ប Metro ��ក់ សូមទូរស័ព��មេលខ 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

https://www.metro.net/about/board/board-directors-meetings-audio-archive/
https://www.metro.net/about/board/board-directors-meetings-audio-archive/
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1. ROLL Called

2. APPROVED Minutes from March 11, 2020 Meeting as Amended, Councilmembers

Councilmember Directo requested that on page 6 of the March 11, 2020 minutes, the minutes
indicate that the “Regional Service Performance Report” was presented in June. He believes
that the report was presented by Metro staff member Lourdes Álvarez in January rather than in
June.

He also asked that staff edit page 6 to indicate that he did not ask to change the production of
the Bus Performance Report from monthly to quarterly, but that he asked whether it was
possible to change the production schedule, so that it reflects that he asked for background on
entertaining the action rather than proposing that it be done.

3. RECEIVED FY20 Q3 Station Evaluation Program Report, Jorge Martinez, Transportation
Planner

Metro is continuing to clean and disinfect buses and trains to keep patrons safe and healthy
during the COVID-19 pandemic. Metro has also strengthened its deep cleaning efforts at
major transit hubs and station, focusing on high touch point areas such as handrails and ticket
vending machines (TVM). The Station Evaluation Program (SEP) was expanded since the last
quarter surveying all 142 stations in the system. The SEP will continue to closely communicate
with Metro’s Facilities Maintenance team (FM) to continue to closely monitor, track and
enforce trouble tickets. There will be some significant changes to the program next quarter;
due to staff departures and the withdrawal of the contractor, the program will be reconfigured
to inspect 52 stations across the system in Quarter 4.

Councilmember Directo asked Mr. Martinez to elaborate on the cleaning and disinfection
taking place for “offboards” such as Ticket Vending Machines (TVM’s) and station bannisters
as he noted that the report only discussed the cleaning taking place inside the trains cars and
buses. Mr. Martinez stated that FM is focusing on cleaning and disinfecting high touch point
areas, which includes TVM’s and elevator buttons.

Chair Eros noted that Mr. Martinez stated vehicles are cleaned once daily. She wanted to clarify
whether cleaning takes place before the vehicle is put into service or after it comes back into
the division garage. Mr. Martinez clarified that the vehicles are always cleaned before they
begin revenue service, however due to the COVID-19 pandemic, they are now cleaned at least
twice daily when there are no passengers in the vehicle. Mr. Martinez indicated that more
information on cleaning efforts would be provided in the next presentation.

Chair Eros noted that Mr. Martinez mentioned that payphone booths located at stations would
be removed and asked if transit patrons will have access to emergency call boxes to report
emergencies if the payphone booths are removed. Mr. Martinez confirmed that the pay
telephones no longer function and that stations have call boxes for patrons to use. He noted
that red call boxes are used for emergencies, while blue call boxes are for providing
information. Both can be used for reporting emergencies, however.
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4. RECEIVE Metro COVID-19 Response Update, Joe Forgiarini, Senior Director, Service
Performance & Analysis, Patrick Chandler, Community Relations Manager

Metro is providing an essential service during the COVID-19 pandemic allowing essential
service workers to reach their jobs and serving as a transportation lifeline for the community to
reach essential services they may need. On buses, Metro has mandated the use of bus
operator barriers and has implemented the use of rear-door boarding.

An “Enhanced Sunday Plan” service schedule has been implemented as of April 19, 2020 to
better align with essential travel. Bus ridership is down 60%; rail ridership is down 70%. Since
implementing this service plan, Metro has been actively monitoring passenger loads and
reviewing service performance data. Articulated buses have been deployed on some bus lines
where suitable and additional trips may be added to facilitate social distancing. Metro’s CEO
and Board of Directors have endorsed the principles of NextGen and hope to rebuild Metro’s
network through aspects of the NextGen’s implementation.

Vice Chair Brozen thanked Mr. Forgiarini for his presentation and noted that the public feed
audio was unintelligible during the presentation and she hopes the problem is being
addressed as she is concerned the issue affects the Council’s ability to interact with the public.
Ms. Ramos confirmed that Metro technical staff had notified her during the presentation of the
issue and that they were working to have it fixed promptly. Vice Chair Brozen added that at
first, the feed was completely down, but that when it was put back up, the audio was
unintelligible. She thanked the public for their patience as Metro staff work to fix the public
interface.

Vice Chair Brozen is unclear on the relationship between ridership and revenue service hours.
She understand that revenue service hours are a package deal put together and can’t be
touched, but she finds it unusual that Metro is cutting service hours despite there being more
people on buses than on trains. Mr. Forgiarini clarified that the reduction in revenue service
hours reflects the switch from a normal schedule to an “Enhanced Sunday” service schedule.
He added that the difference in service hours is significantly much less for Rail than it is for
Bus. He confirmed that rail ridership is currently much lower than bus.

Mr. Forgiarini explained that the Service Planning team had to act quickly in deciding between
three different service levels – full weekday level service, Saturday level service, or Sunday level
service. He noted that full weekday service was not possible due to a drop in operator
availability and that Saturday level service was simply too much service considering the drop in
ridership. Sunday level service was in-line with operator availability and current ridership levels.
He noted that a typical service change is a three to six month process; this service change was
done in three weeks because of the urgent need. He feels his team could’ve been more
analytical and strategic if they had more time available.

Vice Chair Brozen used an example to see if she was understanding Mr. Forgiarini’s
explanation. She stated that rail generally has more revenue service hours than bus on a
normal Sunday. Mr. Forgiarini clarified that it is not so much the difference total hours but the
difference in rail going from a full weekday level service to a Sunday level service. He noted that
Sunday level service is still robust as they act as trunk lines and there is still good frequency.
He used an example to clarify Vice Chair Brozen’s statement. Moving Rail from 15 minute
headways (Sunday level service) to 12 minute headways (weekday level service) doesn’t change
revenue service hours dramatically as moving a bus line from 10 minute headways (weekday
level service) to 30 minute headways (Sunday level service).
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Mr. Forgiarini further added that Metro could not operate full weekday service during the first 4
weeks of the COVID-19 pandemic. It was a difficult time for riders as many services were
cancelled due to operator absences; this was not an appropriate way for service to operate.

Vice Chair Brozen understands it makes sense to mandate wearing face coverings when using
Metro services, but does not understand how it will be enforced. She asked if masks will be
provided to riders and if the new rule is creating tension and how it is affecting riders. Mr.
Forgiarini replied that it has been made clear to staff that the face covering rule is to be
enforced by law enforcement, not by operators. Metro’s Senior Leadership Team made it clear
that operators have a duty to drive the bus safely and maintain social distancing; they should
not have to worry about aggressively enforcing that rule. He noted that there is fairly good
compliance amongst riders, but it is not where Metro would like it to be as face covering-usage
is still not 100%. It is an ongoing challenge similar to what other transit agencies are facing.

Councilmember Directo understands that Metro is leaving it up to bus operators whether to
collect fares and asked if there were discussions with the unions or the operators themselves
prior to suspending fare payment. Mr. Forgiarini replied that he was not aware of any direct
representation in the discussion from the operator workforce. He believes that the operators
are content with not having to enforce the fare collection policy. The decision to not enforce
fare collection was driven by Metro’s desire and priority to keep its operators safe and not have
them involved in any altercations with riders. When Metro resumes normal operations, front-
door boarding will resume. Mr. Forgiarini added that Metro may need to launch a campaign to
remind riders to pay their fare when boarding.

Councilmember Directo expressed concern with Mr. Forgiarini’s expectation that front-door
boarding would eventually resume as operators would then be exposed to riders through front-
door boarding. Mr. Forgiarini clarified that the farebox doesn’t involve the operators handling
the fares directly. Currently, , riders have the option of using the farebox, but it is not being
expected of operators to make sure all riders are paying their fare. Operators are also required
to use the barrier shields during service.

Councilmember Directo asked Councilmember Feinberg of Santa Monica Big Blue Bus to
elaborate on the agency’s new policy on fare collection and how it was decided upon.
Councilmember Feinberg replied that his agency focused on operator safety in deciding to
implement rear-door boarding and not enforce fare collection. All Big Blue Bus passengers are
asked to alight from the bus at the end of its route.

Councilmember Directo asked if People Assisting The Homeless (PATH) workers are still
engaging with riders experiencing homelessness. Mr. Cortez confirmed that Metro is
continuing to provide PATH services though he is not sure at level they are being provided.

Councilmember Directo asked if there is an update on the frequency or distribution schedule
of Personal Protective Equipment (PPE) distribution for operators. Mr. Forgiarini replied that
an overview would be provided later in the presentation. Metro is facing a challenge keeping
PPE supply coming in, especially hand sanitizer. He noted that protective masks are now
arriving in greater volumes.

Councilmember Feinberg asked where Metro is in the process of installing operator barrier
shields on all buses. Mr. Forgiarini believes most of Metro’s modern fleet have been fitted with
shields; some of the older fleet may not have been fitted yet with shields. With the exception of
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older articulated buses, older 40-foot buses are currently parked at their bus division yards as
Metro is not operating full service.

Mr. Cortez introduced himself to the Board as Community Relations Manager for Local
Governments/Community Partnerships. Community Relations was in the midst of a
reorganization before the pandemic began to ensure they are serving stakeholders effectively.
Mr. Cortez previously worked with stakeholders in central LA, Boyle Heights, Little Tokyo and
Chinatown. He looks forward to working closely with the Council to engage the community in
their service area.

Councilmember Directo asked Mr. Chandler to elaborate on Metro’s budget, specifically the
stimulus funds Metro has received and how they are being distributed and managed. Mr.
Chandler explained that over a $1 billion in stimulus funds is given to Los Angeles County to
be distributed amongst transit providers. Providers such as Access Services and municipal
operators will receive some of the funds, as well as Southern California Regional Rail Authority
(Metrolink), which usually doesn’t receive those types of funding. The potential $800 million
Metro will receive in stimulus funds will go towards reviving operations and keeping projects
moving. Mr. Cortez added that Metro is continuing to assess the situation and that a budget
presentation will be provided to the Council at a later date. The goal is to ensure that funding
is used for operations to continue providing services county-wide. Mr. Forgiarini further added
that there are stringent requirements for use of the funds and that documentation required of
Metro to claim them. He asked the Council to keep in mind that those funds won’t
immediately be seen as there is a lengthy process to acquire those funds.

Councilmember Directo expects Metro’s funds oversight committee to represent transit riders
and consider impacted stakeholders as the emphasis on fund distribution will be on
Operations. He identified social justice advocates, service workers and unions that ride Metro
as members that Metro may want to include in its funds oversight board. He is glad to see that
Metro’s Executive Officer for Equity and Race has been included in the committee, but feels
there should be more emphasis on the people that rely on transportation services.

A public comment was submitted online by Dominick Falzone. Mr. Falzone pointed out that
buses operating on Wilshire Boulevard lack enough space for riders to practice social
distancing. He thinks bus operators should stop and look in their rearview mirror at pre-
designated points along their route to observe overcrowding problems to identify passengers
not wearing a face covering. Any problems that arise should then be reported to a dispatcher,
and the information reported can then be used for immediate action or for planning purposes.
Mr. Falzone also feels that operators must not work during the pandemic and that Metro
should offer overtime time pay to bus operators who do work. He is insulted that Mayor
Garcetti expects people to social distance but that he is not asking Metro to provide space for
passengers on buses to do so.

5. RECEIVE Regional Performance Report and Updates, Carl Torres, Transportation Planning
Manager, Patrick Chandler, Community Relations Manager

Chair Eros, transportation planner at City of Beverly Hills, highlighted City of Beverly Hills’
Tuesday, March 31 decision to close Wilshire Boulevard during the pandemic for the
construction of Metro’s Purple Line Extension Project’s Wilshire/Rodeo Station. She pointed
out that their City Council’s quick action and coordination with Metro staff led to the street
being closed by Thursday, April 2. The bus services on that section of Wilshire Boulevard were
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rerouted the following week. She thanked Metro staff and Mr. Torres for their help. She feels
the video clip shown during the presentation shows how extensive the work is being done and
she hopes the elimination of traffic on city streets now will help Beverly Hills get back to
normal, eliminate some of the inconveniences associated with long-term detours, and help
accelerate the project construction.

Vice Chair Brozen asked if installing Ticket Vending Machines (TVM’s) at Los Angeles
International Airport (LAX) has been considered as there have been suggestions to install
them for riders using the FlyAway Bus service. She pointed out that there are no TVM’s located
at bus boarding locations at LAX and that the process of collecting fares onboard the FlyAway
bus adds time to the trip. She pointed out that this doesn’t apply to the FlyAway service to
Union Station, where fares are collected at the end of the trip. Ms. Ramos replied that that the
service planner for the South Bay Cities service area, Scott Greene, is been working closely with
Los Angeles World Airports (LAWA, City of Los Angeles), the airport authority of LAX, to install
TVM’s so that riders will be able to transfer easily from the airport to Metro.

Councilmember Feinberg mentioned that it took four years to get TVM’s installed at the
Pico/Rimpau Bus Terminal and LAX City Bus Center. He added that TVM’s are also needed at
LAX airport and that the process of getting them installed should be faster than how long it
took him. He congratulated the City of Beverly Hills for quickly getting work done on Wilshire
Boulevard; and although he feels this is a bad time for transportation in LA County, he feels
that this was a good time to accelerate rail construction.

6. PUBLIC Comments for Items not on the Agenda

A public comment was submitted to the Regional Service Councils e-mail address by Phyllis
Thomas. Ms. Thomas requests that Metro add an eastbound and a westbound Rapid stop at
Sunset/Sweetzer, a location served by Local Line 2. She pointed out that the location is a high-
traffic area with at least five major hotels, including the Andaz, the Standard, Best Western,
and the James. These hotels have employees who take public transportation. As there is
construction on Sunset/Olive and upcoming construction on Sunset/Laurel, she feels that
Rapid service at Sunset/Sweetzer would fix the area’s traffic problem. Mr. Torres replied that
he will investigate and respond to Ms. Thomas personally via email.

A public comment was submitted online by Mr. Falzone. Mr. Falzone feels Customer Service
Centers and the Lost & Found office should stay open as essential services. He feels that
practicing social distancing and providing faces masks and doorside service can prevent virus
transmission. He pointed out that many Metro riders don’t have internet access and therefore
can’t submit online applications for reduced fares. Currently, they also don’t have access to
computer stores, photos stores or libraries that provide public internet facilities due to the
pandemic. Customer Service Centers may be the only way for them to apply for a reduced fare
TAP card as they provide photo machines. Mr. Falzone also added that riders may need access
to essential items they lost that are kept at the Lost & Found office. Chair Eros asked Metro
staff to review Mr. Falzone’s concern.

Mr. Forgiarini replied that Metro is monitoring ridership in support of social distancing and
that he will review Lines 20 and 720 (Wilshire Boulevard services) to address Mr. Falzone’s
concerns about overcrowding. He will work with Metro’s Scheduling team to add more
schedules on those lines.
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7. Council Member Comments

Vice Chair Brozen thanked members of the public who attended the virtual Service Council
meeting. She hopes that Metro can make it a priority to ensure the public feed works for future
virtual meetings so the Council can effectively engage with the public. If this can’t be
accomplished, there is no point in holding the meeting, and the meeting needs to be paused
to correct this. Vice Chair Brozen thanked Metro staff members for their quick action in
correcting the technical issues and she hopes they can address feed and sound quality by the
next Council meeting. She likes how members of the Council and Metro staff are able to see
each other speaking on during the meeting and noted that the public is not able to see them.
She feels this detracts from public engagement as members of the public can’t see who is
speaking. Vice Chair Brozen hopes Metro can find a solution allowing members of the public
to see what the Council and staff are seeing on their feed.

Councilmember Directo agrees with Vice Chair Brozen on making the meeting more engaging
for the public.

Chair Eros asked Ms. Ramos if she is able to see online how many members of the public are
attending the meeting. Ms. Ramos replied that she is not and shared that another Council was
also interested in knowing how many people viewed their meeting. She is working with Metro’s
IT staff to automate a post-meeting report with this information. She would prefer to further
discuss Vice Chair Brozen’s suggestion to show the Councilmembers during the meeting with
Councilmembers separately. Some Councils have expressed concerns about allowing the
public to see them in their homes and feel uncomfortable doing this; however, she will explore
options with IT staff.

Ms. Ramos added that there had been some technical issues with virtual meetings throughout
the week. She noted that there was some re-wiring done to upgrade the virtual interface over
the weekend before the week’s virtual Service Council meetings. She added that IT staff have
been extremely busy supporting transition of multiple meetings to virtual formats as well as
providing telecommuting solutions to Metro staff. Metro however has been working to address
virtual public engagement having added an eComment feature for members of the public to
comment on the agenda items of agency virtual meetings. She pointed out that Mr. Torres
read these public comments from the eComment function, however, members of the public
still have the option of sending comments to the Regional Service Council e-mail address to
engage with their Council. Ms. Ramos assured the Council she has been monitoring the
technical problems with IT and that they are trying to resolve any issues.

Chair Eros realizes that there are two systems operating on different levels like in her
workplace and that she agrees with Ms. Ramos that she and the councilmembers should
provide input later as to how they would like to hold the virtual meetings.

Vice Chair Brozen likes the idea of allowing the public to continue to submit comments to the
Council online. She asked if members of the public need to submit comments ahead of time or
if they are able to submit comments while the meeting is taking place. Ms. Ramos clarified that
comments are open once the meeting agenda is posted online. She added that meeting
agendas are posted a minimum of 72 hours in advance; however, she has posted the Regional
Service Council agendas farther in advance up to a week. She confirmed that comments are
open during the meeting and that Mr. Torres is able to refresh the eComment platform to see
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if any comments are received during the meeting. The eComment platform is closed after the
meeting concludes.

Vice Chair Brozen reiterated that she wants to make sure the public is able to engage with the
Council. She feels being able to submit comments while the meeting takes place is a great
public engagement feature. Ms. Ramos added that they would return to public comments at
the end of the meeting as there may be a lag in the public feed to ensure that any comments
received during the meeting are not missed. Ms. Ramos added that members of the public
who regularly engaged with the Councils have not submitted comments for the virtual
meetings; the change to virtual meetings may be a big transition for the public as well.
However, as the public becomes more comfortable with the platform, there will likely be an
increase in public engagement.

Mr. Cortez added that Metro’s Community Relations team understands the Council’s
concerns. His team is continuously thinking of different ways to better engage with the public,
and be more equitable; they are looking at how other outside agencies are running their virtual
meetings. He appreciates the Councilmembers’ patience with Metro during this first run.

Chair Eros feels that the first run is a learning process; nevertheless, she is glad that they are
still holding their Council meetings. She feels that there will be better coordination by next
month’s meeting.

Mr. Chandler encouraged the Council to let Metro staff know about other community meeting
formats or software that they find work well. Councilmember Directo suggested using
Facebook’s Facebook Live feature to broadcast meetings and better engage with the public. He
pointed out that if Metro wants to engage with the public they have to engage with them where
they are at by using popular platforms.

Councilmember Philadelphia asked when Councilmembers would discuss providing a live
interface for the public. She feels this should be decided on before the next meeting. She noted
that the University of Southern California (USC), where she works, has been using platforms
capable of accommodating 10,000 people. They recently held a virtual games exposition that
was watched by 1,500 people. She feels that Metro can support a similar platform that would
allow members of the public to watch the meeting and be with an audience. She added that
there are meetings getting more participation as a result of the public not needing to leave
home to take part in. Mr. Cortez replied that he would take back Councilmember
Philadelphia’s comments back to Community Relations.

Councilmember Directo asked if an agenda item to receive public feedback to understand how
the public feels about the meeting format could be included for next month’s meeting. He
added that having public participation is important in a democracy. He is interested in hearing
more about Councilmember Philadelphia’ suggestion and looks forward to hearing back from
Mr. Cortez and his team. Chair Eros confirmed that it can be put on the agenda and asked
Metro staff to confirm.

Councilmember Brozen feels it would be useful to receive instant feedback during the meeting.
She added that they could possibly ask members of the public to provide feedback at the end
of the meeting.

ADJOURNED 7:47 PM


