
Minutes – Virtual Meeting
Gateway Cities Service Council Regular Meeting

Thursday, January 14, 2021
2:00PM

Meeting video archived at metro.net/about/board/board-directors-meetings-audio-archive/

Called to Order at 2:07 p.m.
Council Members:
Al Rios, Chair
Danny Hom, Vice Chair
Sean Ashton
Maria Davila
Jo Ann Eros-Delgado
Karina Macias
Samuel Peña
Wally Shidler
Lori Y. Woods

Officers:
Dolores Ramos, Service Councils Administrator
Joe Forgiarini, Senior Director, Service
Performance & Analysis
Chad Kim, Senior Transportation Planner
Mark Dierking, Community Relations Manager
Athena Thai, Senior Transportation Planner

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
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1. ROLL Call

2. APPROVE Minutes from November 12, 2020 Meeting, Councilmembers

3. RECEIVE Customer Experience Plan Overview, Cassie Halls, Senior Transportation Planner

Metro’s Customer Experience Plan prioritizes riders’ safety, time and comfort and is part of
CEO Phil Washington’s Vision 2028 Strategic Plan for Metro. The plan identifies various areas
for improvements including bus reliability, information accuracy, service stops, speed, personal
security, and cleanliness as part of its vision for better transportation for the region.

Chair Rios said all of the ideas sound exciting and he asked that the Council be kept
informed.

Councilmember Peña said he knows the Plan is very innovative and he likes the idea of
improving real-time information for riders who rely on it. He asked about the
recommendations (pages 23 and 29 of the presentation); some are very aggressive and have
not yet been approved by the Metro Board; one is listed as scheduled for January 15 and
other is for February 1; he questioned why the recommendations would be included in the
plan before being approved by the Board and why the Council is only seeing them now if they
are the final recommendations. He asked if the Plan is a living document or it is final. Ms.
Halls replied that it is not a living document; the intention is to complete an updated plan
every year. It serves as a baseline and several of the recommendations are already underway.
The recommendations are essentially moving targets and they are trying to implement as
quickly as possible. Ms. Halls replied that they are working with Service Planning to meet the
January 15 goal of redefining operator assignment ratio (OAR) to reduce cancelled
assignments and are on target..

Councilmember Peña realizes that we are living through a pandemic and there are COVID
protocols and restrictions that we have to live under. He noted that page 53 of the plan states
that Metro is trying to keep the buses at 75% capacity and usual capacity is 130%. It is
concerning to him as stores are only allowed to have 25% capacity, especially when LA
County is currently in the purple tier. He understands that we have to hit a certain ridership
number, but he just wants Metro to put safety ahead of everything else. Mr. Forgiarini replied
that the seated load factor of 75% was also established due to operational capacity. An
assessment was made and it was determined that Metro would be capable of fulfilling bus
runs with a seated load factor of 75%. Current service is now even more impacted by
operator absences and individual trips are being missed. Metro Operations is trying to get as
many operators back to work as quickly as possible. Ridership has dropped a bit as well and
that it is an ongoing challenge, but Operations is trying to make sure they can deliver the
service that has been committed to in the schedules. The goal was created based on
operational capacity and has nothing to do with financial goals.

Councilmember Peña replied that he appreciates work that has been done; the number
struck him as high because the COVID protocols for other industries have been cut to
between 0 to 25% for businesses like restaurants and groceries stores. He looked at the CDC
website and found no information on standards for transportation. He thinks it’s up to the
agency to make sure the passengers are safe. Ms. Halls replied that the social distancing
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concept goes against the concept of mass transportation and that is something they are
struggling with. Metro has created its own standard. There is also a lot of evidence that
transmission on bus and rail is not as likely as in restaurants. Metro is requiring passengers
to wear masks and trying to maintain a reduced load factor as Mr. Forgiarini explained.
Councilmember Peña replied that he understands it is a moving target and that it is not the
operators’ role to serve as enforcers.

Councilmember Woods commented that she is excited by the prospects presented in the
Plan; she finds it to be creative, out of the box, and practical at the same time. She thinks the
additional cost of elevator attendants would likely at least balance the cost of addressing
graffiti and cleaning of the elevators. She asked how the pass up service would work and if it
would be automated or if the customer would have to activate it. Ms. Halls replied that
Transit app is Metro’s main route planning and tracking app; anyone with a smartphone can
use it. They are also looking at options for people who don’t have smartphones and riders
with disabilities. The idea is if you are standing at a bus stop with the Transit app open and
for some reason you were passed up by the bus you had been waiting for, the Transit app
would pop up a window that would ask if you missed your bus. If you clicked yes, the app
would facilitate integration with other service providers to provide an alternative service for
you. They are currently working out the details. Councilmember Woods replied that she
wants to make sure that it’s an exception, rather than a rule because some operators who are
running late might run pass a stop thinking the secondary service will do the pick-up. Ms.
Halls replied that the pilot program is intended to serve as a stopgap measure. The goal is to
reach a 1% cancelled assignment rate, which is lower than the current level. During COVID,
the rate has been as high as 10% due to COVID-related absences. This temporary pilot is
undergoing the planning process and it would eventually be phased out as the operator
assignments are reduced by having more operators available.

Councilmember Woods thinks it’s a great opportunity because ridership is so low due to
COVID. She said asked if the Plan is being implemented as Metro is gearing up for return to
normal. Once things turn around, she would like to see an extensive public information
campaign, showing what Metro has done in response to these times, what customers can
expect to come back to, and to hopefully attract new riders.

Vice Chair Hom concurred with Councilmember Peña’s remarks noting the ongoing
complicated issues around the load factor. Nowadays when a rider is boarding a bus and
they see a lot of people on the bus, it introduces an added layer of stress that didn’t
previously exist when buses were crowded. The Plan identified very perceptively in the report
about the various stages of a door-to-door trip. For himself and other riders, the stage of
getting on the bus and immediately see there are no seats, trying to distance and stay 6 feet
away from other riders is stressful; it’s a relief when a few stops later, the load factor goes
from 100% to 60% as several people get off the bus. He is glad attention is being drawn to
this stressor or at least the perception aspect of it. As other aspects are improved through
the Plan, they will all intersect with customer experience. Ms. Halls replied that as a rider, she
completely agrees and understands that perspective. It is a complex problem that requires
both systemic changes and potentially some innovative or lower cost solutions. She will
make a note that this is an area of focus for the Service Council and will look into potential
solutions to best address the issue.

An eComment was received from Juan Munoz stating: From experience riding Metro for a
while I do know homeless is a big issue and also real time information which I do use a lot



Gateway Cities Service Council January 14, 2021 Meeting Minutes 4

still even if I'm not riding the bus and one of this issues are sometimes the signal of the bus
disappears sometimes even with its regular route, also I've seen bus stops in my area along
Washington Bl in Commerce with shelters where is barely any sidewalk space where in others
shown in the handout there is space but no shelter either a bench or nothing.

J.K. Drummond commented that the Silver Line freeway station elevators are filthy and
frequently have people who have installed themselves and refuse to allow riders to use them
or for them to be cleaned. He has run into maintenance staff and asked them to clean the
elevators, and they tell him that the people camping out in them won’t let them. He
suggested that they be cleared out and locked when Metro is not in service so that people
don’t set up encampments in them. He has contacted Supervisor Hahn’s office regarding
these concerns. Ms. Halls replied that she appreciates his ideas and suggestion for a
potential solution. Staff is already looking into the Harbor Freeway elevator to assess
complaints received about the situation there. There is a team that regularly inspects the
elevators. She will share his suggestions with Mr. Weinstein and others at Metro.

In response to Juan Munoz’s comments regarding the accuracy of the real time information
and homelessness, Ms. Halls replied that Metro is working to improve real time accuracy;
that is one of the key elements of the plan. There are many components that affect the issue,
from improving hardware to making sure the routers on the buses are working correctly. In
terms of benches, shelters, and street sidewalk space, one of things they are looking at is
taking a creative approach to providing more street furniture. While individual municipalities
are responsible for street furniture, Metro could add on pole seats and add a light to the pole.
They are interested in pursuing this strategy in the Gateway Cities region; they are starting
out with a pilot in downtown LA to have customers test the furniture and provide feedback.
They are examining the issue to see how it might be addressed.

4. RECEIVE Goods Movement Strategic Plan Update, Michael Cano, Deputy Executive Officer

The Goods Movement Strategic Plan was adopted by the Metro Board at their recent
meeting. Development of the plan began with the June 2020 draft which then went through a
60-day public comment period and a telephone town hall. There are a lot of needs for Goods
Movement in the region and that will come along with challenges as Port of LA/Long Beach
is the top trade gateway in the country. The region’s goods movement will continue to grow
but will also cause congestion on our system, highways, and rails, as there will be a need for
more vehicles and people to move the goods. They are aware that there are equity impacts in
terms of diesel emissions from trucks, and train locomotives in the Gateway Cities region.
The goal of the Plan is to foster inclusive growth that supports LA County’s economic
competitiveness, environmental sustainability, and social equity goals by ensuring
communities’ desirable outcomes are reflected in the goods movement planning process.
Strategic initiatives to accomplish this include: Accelerate near-zero and zero emission truck
deployment to achieve air quality improvements immediately; Achieve coordinated solutions
for curbside demand and urban freight management; Support strong economy through
workforce competency investment, Improve shared use freight rail corridors through
strategic partnerships.

Chair Rios said he is interested in the logistics or workforce competency initiative, and asked
if the Plan is interested in partnering with community colleges. Mr. Cano replied that staff is
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currently charting out connections of organizations they need to talk to. They have been in
contact with the SELA Collaborative and various academic institutions. They know there are
more organizations to connect to, and their goal is to connect people, elevate the initiative
through funding, and for the organizations to support each other through this process. He
would welcome any advice from the Council.

Councilmember Shidler asked why the Alameda corridor is underused. Mr. Cano replied that
while they would love to transition as many container as possible from trucks to the train, the
reality is that there are only specific markets that would use the rail corridor. He is not sure if
that is due to the financial cost of use as it is strictly governed by the Alameda Corridor
Transportation Authority. The Corridor does have capacity for more use, but there are limits
to the cargo that is able to use it. He doesn’t quite know why that is. He will note that as one
item they need to work on as they move forward. He agreed that the Corridor needs to be
used as efficiently as possible because the benefits would be tremendous for the local
community and the I-710 corridor.

5. RECEIVE FY21 Q3 Station Evaluation Program Update, Jorge Martinez, Transportation
Planner

Metro’s Facilities Maintenance (FM) custodial services team continues to service all stations
twice daily and pressure wash each station at least once per week as part of its COVID-19
sanitization efforts. High touch-points such as TAP ticket vending machines, elevator buttons
and handrails are cleaned at least once daily. Some B/D Lines (Red/Purple) station entrances
that were formerly closed during COVID-19 have reopened, but partial station entrance
closures are still in place at Civic Center/Grand Park, Pershing Square, Westlake/MacArthur
Park, Vermont/Santa Monica, and Universal City/Studio City Stations. As part of its quarterly
evaluation of 30 stations looking at functionality, safety, and cleanliness, all 30 stations
evaluated in Quarter 2 of Fiscal Year 2021 (October 2020 – December 2020) were rated
“Good to Very Good”. FM continues to closely monitor, track, and enforce trouble tickets and
it is coordinating with outside cities and agencies to maintain property where Metro provides
transportation service.

Councilmember Shidler requested that additional lighting be installed at the Long Beach Bl
Station on the east side of the street. It is very dark there during this time of year. Mr.
Martinez replied that he would take a closer look at that with Facilities Maintenance staff.

Vice Chair Hom was pleased to see that the MLK Transit Center was evaluated and that
attention is being given to improve its conditions so that it is more on par with other system
hubs. He thanked the team for including the Willowbrook/Rosa Parks Station on the
inspection list this round. He requested that the Service Council receive a more
comprehensive overview of the station . Mr. Martinez replied that the recently reopened
Willowbrook/Rosa Parks Station has a lot of amenities including increased security, a
customer service center, and real time information signs. There is still some ongoing
construction at the site. Ms. Ramos added that the station was not included in the quarterly
reports for some time as a large portion was closed due to construction, though there were
still services operating out of the location. She had been planning for the Council to be
invited to the ribbon cutting pre COVID, and plans to schedule a tour for the Council once
COVID restrictions are lifted. When the Station was re-opened, there was a virtual ribbon
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cutting ceremony with Mayor Garcetti and Supervisor Ridley-Thomas, and a virtual tour was
posted on Metro’s YouTube channel.

J. K. Drummond asked where customers should call to report any issues they see at the
stations. He questioned when the Carson St. and PCH Stations were last inspected; he feels
that the Silver Line’s southern end stations have been neglected. Mr. Martinez replied that
the Customer care number is 800-464-2111; customers can call that number to report any
issues, and the message will be relayed to the appropriate department. He added that the
Carson St and PCH Silver Line Stations haven’t been inspected in the last two quarters due to
staffing shortages, but Metro is bringing on a contractor who will be able to help to inspect
all stations, and they hope to identify any problematic areas. He noted that patrons can also
use the Transit app to report issues and submit pictures. Those messages will be relayed to
the appropriate staff and addressed.

6. RECEIVE Regional Updates, Chad Kim, Senior Transportation Planner, Joe Forgiarini, Senior
Director, Mark Dierking, Community Relations Manager

Bus and rail ridership continue at approximately 50% of pre-COVID levels. The City of
Inglewood Transit Connector Project Draft EIR and its technical appendices are available for
public review and comment through February 8, 2021. Metro launched its new on-demand
ridesharing service Metro Micro on Sunday, December 13. Metro Micro is currently available
in two zones, the Watts/Willowbrook and LAX/Inglewood areas. The comment period for
Metro’s Recovery Task Force Draft Final Report has been extended to February 8, 2021. Artist
Mark Steven Greenfield is seeking stories about the Pacific Electric Railway streetcar to be
integrated into a site-specific artwork for the Regional Connector. The deadline to respond is
5 p.m. on February 1, 2021.

Councilmember Shidler commented that since COVID, he hasn’t been out much. He
received a call from a constituent about Line 60. Metro never indicated that they were going
to change the route in downtown. The line was moved to 5th St, in the heart of Skid Row. The
constituent’s concern is that she can’t walk down the sidewalk due to the homeless
encampments. He hopes that Metro can move the line off of 5th and 6t Sts, as there are lots
of problems on those two streets.

Councilmember Davila asked how Councilmembers can help inform their communities
about the webinar on I-710. Mr. Dierking replied that the project has an email list to which
notices are distributed . He can forward the most recent e-blast to the Council and they can
distribute it through their city’s email distribution systems to inform their residents.

Vice Chair Hom recently received an email from Via that stated that week after next, Via rides
would no longer be available. They’ve informed Via users of the change. Moving forward, he
wants to ensure that Metro adequately manages that transition; it is a short notice after two
years of the service. He knows that several major corridors in Compton such as Alondra and
Rosecrans are not currently necessarily guaranteed small vehicle service through the Metro
Micro program. He would urge Metro to be thoughtful of the needs of that area including the
costs that people can sustain as the service moves to a more expensive model. While it is
also slightly outside of the Service Council region, he recently passed through the
easternmost part of Century Bl where under Line 117 service was moved onto the corridor
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through the NextGen Bus Plan, he commended Metro for having foresight in considering the
needs in an area that looks full of potential.

7. RECEIVE Public Comment for items not on the Agenda

J.K. Drummond commented that he thinks Metro does a poor job of advertising public
meetings such as the one for I-710 and that Metro should advertise them through local
papers such as the Daily Breeze, as many of them provide free listings of public meetings. He
doesn’t think email and social media are as effective as newspapers reach a wide audience of
people.

8. CHAIR and Council Member Comments - None

ADJOURNED at 3:46 p.m.


