
Minutes – Virtual Meeting
South Bay Cities Service Council Regular Meeting

Friday, May 14, 2021
9:30 AM

Meeting recording available at metro.net/about/board/board-directors-meetings-audio-archive/.

Listen by phone: Dial 877.422.8614, enter Meeting Extension 3462108 #
Listen and comment by phone: Dial 877.422.8614 and enter Meeting Extension 3756328#. During
public comment for each item, the moderator will announce callers by their area code and last four
numbers of their phone number, then given two minutes to comment.

Called to Order at 9:30 a.m.
Council Members:
Don Szerlip, Chair
Ernie Crespo, Vice Chair
Charles M. Deemer
Luis Duran
Elaine Jeng
Roye Love
David Mach
Rochelle Mackabee
Glenda Silva

Officers:
Dolores Ramos, Service Councils Administrator
Joe Forgiarini, Senior Director, Service Performance &
Analysis
Scott Greene, Transportation Planning Manager
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�បMetro ��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/
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1. ROLL Called

2. SAFETY Tip, David Mach, Councilmember

Hold onto your child when a train or bus approaches.

3. APPROVED Minutes from April 9, 2021 Meeting, Councilmembers

4. RECEIVED Metro Micro Update, Andrew Carrasco, Transportation Operations Manager

Metro Micro has had more than 23,000 boardings more than 12,000 downloads of the Metro
Micro App since the pilot’s Launch. The average wait time for pickup is around 11 minutes and
on-time performance is 95%. The average customer rating is 4.8 out of 5. Zones 6 and 7
(Highland park/Eagle Rock/Glendale and Altadena/Pasadena/Sierra Madre) will launch in late
June in conjunction with the June 27, 2021 service chance in alignment with the Nextgen Phase
II implementation. Zones 8 and 9 (Northwest San Fernando Valley and
UCLA/Westwood/Century City) will launch service in August and September 2021.

Councilmember Jeng asked how many vehicles are deployed in each zone. Mr. Carrasco
replied that the LAX zone currently has three deployed during the morning and afternoon
hours; that zone’s ridership currently consists of former Line 625 commuters. There are an
average of 8 vehicles in the Compton zone, and 12 in Watts/Willowbrook zone. The vehicles
rotate and are staggered, so those are averages. This allows them to be able to shift vehicles
during peaks according to demand and bring down wait times. The North Hollywood
(NoHo)/Burbank zone has 6, there are 7 at El Monte. The pilot was launched with a lot less
resources that originally planned prior to COVID.

Councilmember Jeng asked what data is being collected and what metrics the program is
hoping to achieve to justify turning it into a long-term project. Mr. Carrasco replied that they
have a target for serving a minimum number of passengers per service hour, and other goals
that would make the program viable. They are tracking new riders to see if they are transiting
from Micro to bus or rail, if they are having a good experience, and if they are using more
public transit. They are trying to decrease dead-head miles. The costs per revenue service hour
(RSH) is also another metric. Right now, they have a lot of estimates and models and
projections. To become a sustained program, it will have to meet a lot of those goals to show
it’s something the public really wants and that is needed. Another goal of the program is to
support the NextGen Bus Plan and increase transit ridership.

Councilmember Jeng noted that the UCLA/Westwood zone deployment is scheduled for
September and asked what the timeframe is for this Metro pilot project to achieve the goals.
Mr. Carrasco replied that it is a three-year pilot project. It has been delayed by 6-8 months due
to the pandemic. The contract with RideCo ends in June 2022, which doesn’t give much time.
While there might be an extension, that is still to be determined. Councilmember Jeng
requested that the next Metro Micro report include the metrics reached at that point.

Councilmember Mach asked if Metro has conducted surveys in zones where Metro removed a
segment or route and Micro is intended as the replacement service to see if these riders have
shifted. Mr. Carrasco replied that a survey is in development. They do know that former Line
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625 riders are the LAX zone Micro users. They recently gathered data on the number of
downloads and surveyed people who have never used the service and sent them a coupon.
They have just started getting data back. They also have some TAP data, as all of the vehicles
have TAP readers; so far, 70% of Micro users are paying for their rides using TAP and 30% are
paying through the app. They are also looking at how many people are transitioning from
Micro to bus; those results are pending.

Councilmember Silva requested the performance metrics for LAX. She noted that only 3
vehicles are being used and they know it’s Line 625 commuters going to LAX; are they
considering that ridership may increase as individuals return to work? What is the projection
for increasing vehicles and service hours for that route? She requested that Mr. Carrasco return
to the Council with additional information. Mr. Carrasco replied that they have seen an uptick
from the start of service when they averaged 25 riders per day; they are now into the 30s as
things are slowly coming back. Right now, they have a class of 14 operators in training to
backfill to staff vehicles in the existing five zones as they have lost some operators who have
gone back to their previous jobs. The fleet used has Ford Transit 150s that carry 10 passengers
and Dodge Caravans, which are the same vehicles used by Access Services. They currently
have two classes in progress, so they are gearing up to increase capacity for the pending
opening of the additional two zones. LAX was originally designed to be a 24-hour operation to
meet the needs of airport employees.

Councilmember Silva asked if the service sees any requests for rides from El Segundo or
Inglewood. Mr. Carrasco replied that right after the launch, they dropped the zone down to El
Segundo Bl to capture the Los Angeles Air Force base. They have not fully gone into
Inglewood; Inglewood has since developed a Micro program of their own. Ridership from El
Segundo has not materialized. Councilmember Silva requested that the next Micro update
include information on any changes made to service areas because they were not seeing the
expected ridership.

Councilmember Deemer asked if the vehicles are dispatched from same regional center or if
there are separate hubs for each zone. Mr. Carrasco replied that they have developed reporting
locations. For the LAX, Compton, and Watts/Willowbrook zones, the hub is in Torrance off the
405 and 110 freeways, close to Metro’s Division 18. That’s where operators check in and out,
and pick up their vehicles and equipment. They just opened a hub in Alhambra to support the
NoHo and El Monte zones. When the other zones open, they will support a total of four
locations. In early August, they will open a hub in Chatsworth to support the new NW SFV
zone.

Councilmember Deemer noted that Metro is going to launch a Fareless System Initiative pilot
program. How would that intersect with this program? Mr. Carrasco replied that has been
under discussion. Due to the program being a pilot, they will continue to charge a fare. The
program is going to the Metro Board this month to approve the next zones and extend the $1
fare due to pandemic. Those discussions will likely continue as they monitor the metrics to see
what the public’s appetite is for this type of service.

Councilmember Deemer asked if after the pilot concludes, that service might be discontinued
in some zones depending on their performance. How would that affect the program if they
didn’t have the entire number of service areas? Mr. Carrasco replied that they have already
superseded the originally designed six areas with the addition of the former Mobility on
Demand zones. If those were discontinued, they might be able to better support other zones
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and improve wait times. They are experiencing staffing shortages similar to other ride-sharing
services.

Vice Chair Crespo asked what the passengers per RSH standard is and the projected time
frame to get closer to it. Mr. Carrasco replied that they are currently carrying 1.43 passengers
per RSH; the goal is 7. If the current growth rate trend of approximately 10% week over week
continues, though it varies by region, they would be just over a year to be close to the 5 per
hour mark, but that will likely depend on circumstances related to the pandemic and how open
people are to coming back to transit and using this type of service.

Chair Szerlip commented that he is concerned about the LAX service. When it was proposed, it
was supposed to be a major growth area. He asked if people are requesting service outside of
peak hours and if such comments are being tracked. Mr. Carrasco replied that they have
received a few such comments over the last few months, and are collecting that data. Chair
Szerlip replied that if the service was supposed to be 24 hours, once you tell them it’s not, even
when expanded areas are implemented, some potential customers will not take that into
account because the service has already turned them down. The zone was supposed to be a
24-hour operation and is being served with the smallest number of vehicles of all zones. He
asked when they plan to change that and make the LAX zone a focus of the project. Mr.
Carrasco replied that the reason is financial. The pilot was launched with half of the resources
originally planned. They had to begin the zone’s service as a bare bones replacement for Line
625. They have received requests for rides to go further north into Westchester and Inglewood.
It has also been a significant struggle to hire operators. They do feel the need and want every
area to be successful. He agrees that if they don’t provide enough resources, riders won’t
come. Chair Szerlip commented that once again, the South Bay is being shortchanged and
Metro is not giving the facilities to truly serve the public. He understands that regular fares
when charging them are good for 2-hour window transfer. If a rider starts a trip on Metro
Micro, $1, do they pay the extra $1.75 to board a bus or train, or does the $1 cover them for
the next two hours? If people transfer from the train to Micro, do they have to pay the $1 fare?
Mr. Carrasco replied that there are no transfers with the current promotional fare program;
patrons would have to pay full fare.

Chair Szerlip asked how the program is meeting the needs of riders with handicaps and if at
least one accessible vehicle is available in each zone to serve their needs. Mr. Carrasco replied
that they have wheelchair accessible vehicles and carefully schedule them to ensure there is at
least one active in each service area during all operating hours. Several of the vehicles also
have bike racks; riders can specify that they use a wheelchair or have a bike when they request
a ride through the app.

Chair Szerlip commented that he would like to see something done about the hours around
the LAX area. The pilot was sold to them as a 24-hour service; he does not find the current
service to be acceptable. In the next Micro program update, he wants to see significant
changes and improvements. Councilmember Silva added that she would like information on
the budget reduction for the LAX zone service to get a better idea why it was not implemented
as it was supposed to be. She understands that some reduction may have been called for
because not a lot of people are riding right now. She also wants to know how many inquiries
have been received regarding service in the zone, and how many of them were from LAX
employees requesting the service, especially during off-peak periods. There is a huge need by a
large number of employees who work outside the hours of the zone operation. Many
employees are concerned about safety at night; if Micro is a safer way for them to get to work,
LAX wants to encourage employees to use it. Mr. Carrasco replied that they are able to collect
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data on requests to travel outside of zone boundaries through the app; he will bring that
information as well in his next update. They are working to capture that feedback as it will be
important to see if changing boundaries would increase ridership.

An email comment was received from Wayne Wright stating: Last month I posted to the South
Bay Service Council about the Westchester/LAX Micro Shuttle and its lack of coverage for all of
the Westchester area. 1. The Micro shuttle has peak hour service only, no weekend/holiday
service. 2. Micro Shuttle does not serve area northwest of Manchester & Sepulveda, such as
80th & Emerson where you have a Vons Market located at 80th and Emerson, which at one
time it was served by 115, until Service Development Manager Scott Greene proposed and had
line removed off 80th St. in June 2005. Nor does it serve LMU, Either on 80th St, or Lincoln Bl
entrance. 3. Nor does Micro Shuttle serve, the northern part of Westchester around La Tijera &
Centinela where you have three shopping centers along that area. 4. Not serving Playa Vista
also! 5. Complaints from passengers about the Westchester/LAX Shuttle about that service
since Line was started in December 2020. Why this Micro Shuttle Line is at the low end of the
Micro Shuttles & what is being done to be improved in the future? Thank you.

An eComment was received from Grace Peng stating: Currently, there is no transit service west
of PCH in the Beach Cities after the last BCT bus at around 8:30 pm. Service workers have no
way to reach points east after the stores and restaurants by the beach close.

5. RECEIVED June 2021 Bus Service Changes Preview, Scott Greene, Transportation Planning
Manager

Bus service changes to be implemented in the South Bay region on June 27 include:
• Line 40: Downtown LA (reroute via Los Angeles St)
• Line 111: Florence Av shortline trips extended to Inglewood Transit Center from Crenshaw

Bl
• Line 127: extension from Compton Station to Harbor Fwy Station (replaces Line 45, 51

segments)
• Line 130: becomes Torrance Transit Line 13 west of Artesia A Line (Blue) Station on Artesia

Bl
• Modified Line 202: Willowbrook/Rosa Parks Station – Del Amo Station; new midday service
• Western Av Line 207: increased service weekdays with trips to Crenshaw Station; replaces

Metro Rapid 757

Chair Szerlip asked if the assumption of Line 130 by Torrance Transit will occur simultaneously
so that there will be no interruption of service. Mr. Greene replied that it will; Metro has
coordinated with Torrance Transit (TT) and they are prepared to take over when Metro will no
longer provide Line 130 west of A Line station on that service. They have also coordinated
schedules to minimize wait time for riders who today ride through on Line 130. They will also
train operators to wait for the connecting bus so that if it is late, the bus will wait for them to
make their connection.

Councilmember Deemer commented that since January, TT has had information on most of
the buses saying that TT would soon assume Line 130 and become Line 13, though they
haven’t specified a date. He asked what the current Line 130 span of service is and if that has
been discussed with TT, as TT doesn’t operate much service past 9:30-10p.m. Metro generally
runs later, particularly on weekends. Mr. Greene replied that the agreement for the transition
of the service to TT says that TT will operate the same frequencies, schedules, and span of



South Bay Cities Service Council May 14, 2021 Meeting Minutes 6

service as Metro does today. To honor that agreement, TT will have to operate the service as
early and late as Line 130 operates today. Councilmember Deemer noted that for many years,
TT has not provided service on Thanksgiving, Christmas, or New Year’s Day; he asked if that
arrangement includes providing service on those days. Mr. Greene replied that it does; he
knows that TT doesn’t operate on those holidays today; he would defer to Councilmember
Mach to verify that they plan to do that, but that’s what the agreement says.

An eComment was received from Michael Fox stating: Dear South Bay Service Council, I ask
that you add a condition to the handover of Metro route 130 to Torrance, which would simply
be that Torrance Transit must agree to update all their timetables with up-to-date running time
at least once a year. I feel that I shouldn't have to ask for something so basic, but for my entire
life of over 40 years, I have only seen Torrance update their timetables 2 times, this occurred
between 2010-2014. Their timetable may say "effective 2018," but this is cosmetic, if you
compare the running time between segments of trips you'll see that no changes were made. In
short, my only wish that the timetables be maintained regularly for the riders & drivers.

An eComment was received from Todd Garcia stating: I am worried about slicing the 130 in
half. The 130 provides important transfer connections to Long Beach Transit buses and
particularly the OCTA 30. And on the west end, it should connect with the other half of the 130
from Artesia Station. Can Metro ensure that the transfers are connected?

An eComment was received from Todd H stating: eComment: I ride the 130 daily & I oppose
the proposal to slice the 130 in half. This creates a fragmented network & adds an additional
transfer as well as complicating the commute. For example, I ride 3 buses one way, but this
proposal will make me take 4 buses and 3 agencies. Furthermore, how will transfers be timed
at Artesia Station AND at Cerritos Center? I transfer to OCTA 30 and know fellow passengers
who transfer to the 577 and Long Beach lines at this location. This seems like a backward
proposal. If Torrance Transit wants to operate it, why can’t they operate the route entirely or
operate jointly with Metro? If one agency changes the schedule and the 2 others don’t, riders
will be screwed.

An eComment was received from Grace Peng stating: I understand that you are not
responsible for Torrance Transit. But, it's very alarming to see that Metro 130 will be replaced
by Torrance 13 and see no mention of the 13 on the Torrance Transit website. When will they
post the Torrance 13 schedule and map?

Mr. Greene replied that transfer time between buses will be minimized, as Metro and TT
coordinated schedules at Artesia A Line Station. It does get more difficult to schedule multiple
timed transfers on one line, so he couldn’t comment on transfers at Cerritos Center for OCTA
Line 30. It demonstrates the need for Metro to continue to work with other operators including
OCTA and Long Beach Transit to ensure they coordinate transfers and work together if there
are problems. If one provider changes schedules, they generally communicate that to
connecting transit providers so that adjustments can be made at both ends; that’s how the
issue has been approached in the past. He encouraged riders to let Metro know how the
change is working for them once implemented. He feels for the person who will take four
buses; that would be a very small proportion of affected riders and there are other east-west
lines that travel between the South Bay Cities and Gateway Cities regions, such as the service
on Rosecrans and C Line Green. People may have to modify their trips. Staff is trying to
mitigate impacts at Artesia Station. Councilmember Mach added that TT updates their run
times as needed as part of their quarterly shakeups. Metro and TT will coordinate schedules
and make sure that run times are accurate to provide good connections at Artesia Station. TT
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will add the new line information to their website after finalizing the schedule with Metro to
ensure the connections are in place; the schedules should be posted this week. TT’s service
change schedule is often different from Metro’s, so they did have to work to make sure the
change would be implemented on the same date as Metro’s service change.

Chair Szerlip noted that Metro is not printing schedules at this time and asked if this is true for
TT. Councilmember Mach replied that TT will provide both printed and online schedules for
Line 13.

6. RECEIVED 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 Pershing Square, Westlake/MacArthur Park, and Vermont/Santa
Monica Stations. The new contractor has completed onboarding and training of contracted
staff and will inspect all 140+ Busway, Rail, and Transit Center Stations on a quarterly basis for
two (2) calendar years. Metro staff will serve as Quality Assurance.

Councilmember Mackabee lauded Mr. Martinez and the Station Evaluation Program for
improving station conditions over the pandemic time period. She finds the stations to be
clean, and she’s not hesitant to touch the handrails going up and down the stairs. However,
she feels that the rail cars are not safe or clean. Every day, she watches riders board and look
where to sit or not sit on both bus and rail because of the condition of the seats. She wants
riders to be comfortable once they are inside the vehicles. She also would like to go on a walk-
through of Willowbrook/Rosa Parks (W/RP) Station. She has been using the Blue and Green
Lines for 7 years, and this is the best she’s ever seen the stations look, even during the Blue
Line renovation. She added that some of the maintenance staff who are stationed at
Watts/Willowbrook Station rode home with her on the train and she walked home with them
last night. They are very dedicated to the station and the community at large. She asked if the
Station Evaluation Program evaluators are Metro employees or contractors, and if they know
how the stations should look and what consumers expect. Mr. Martinez replied that the
inspection team is contracted. Metro staff completed an onboarding and training process with
them that consisted of both classroom and in-field training. The training included what the
usual findings are, how stations have ranked in the past, and also helps them gain a sense of
how the public uses and views the system. Having them as outside eyes also helps identify
issues for staff.

Councilmember Mackabee commented that while she appreciates the hiring of operators, she
wondered why there isn’t more maintenance staff. There are fewer of them, but they are
required to keep the image up to par. Mr. Forgiarini replied that he doesn’t believe there is a
hiring freeze per se; there were significant maintenance team absences early in 2021 due to
COVID issues, but the workforce has significantly recovered. The absences have affected the
cleanliness of vehicles; he will continue to communicate the need to address the issue to the
Rail Operations team. Councilmember Mackabee added that maintenance staff deal one-on-
one with people who aren’t so nice to deal with. To her, the Blue Line has gotten worse and is
starting to look like the Red Line. People are riding to work standing up, while those who are
not going to jobs are laying down across the seats.
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Councilmember Deemer commented that in previous Station Evaluation reports, a list of all
stations in South Bay and their ratings was provided; now that the number of stations
evaluated has increased, the report included just the region’s six highest and lowest scoring
stations. He would appreciate a complete list of ratings of all the region’s stations. He asked if
there are locations where graffiti regularly comes back after it is removed. He noted that the
City of Torrance has a contract for graffiti removal and uses a graffiti resistant coating on
surfaces. He asked if Metro has considered using something similar to reduce removal costs.
He added that the materials in the map cases are usually out of date. With the implementation
of the NextGen Bus Plan, he recommended that over the next two to three quarters, map cases
be reviewed to see where they are out of date and materials updated to 2021. It would also be
helpful for the system maps to include the Metro Micro zones. He asked what the five South
Bay transit centers are. Mr. Martinez replied that the South Bay Transit Centers include the
South Bay Galleria, Aviation/LAX, LAX City Bus Terminal, Harbor Gateway Transit Center, and
Inglewood Transit Center. Metro doesn’t own all of the sites, but does provide service to them
and continues to relay issues found to the responsible jurisdictions. All of the region’s sites are
included in the inspections and it was included in the table with all findings, but they didn’t
want to overwhelm the Council with the report and instead pared down the findings for the
presentation. Metro has a dedicated contractor for graffiti removal from all types of surfaces,
including sacrificial film. He is not sure if they use deterrent products. For the map cases, they
have looked at that in the past and will continue to report outdated content and work with
other departments to have materials updated for patrons. He will also check with Metro Micro
and Marketing to have that information made available at stations. Mr. Forgiarini added that
Service Planning updates master copies of maps with every service change but has
encountered ongoing problems in getting them printed and installed due to issues with a
vendor. Staff will continue to pressure the Marketing Department to get it done as the maps
are especially out of date with the adoption of the NextGen Bus Plan.

Councilmember Silva noted that the airport is responsible for the maintenance of LAX City Bus
Center.

Chair Szerlip commented that previously, a list of station inspection dates would be
distributed to Councilmembers so that they could sign up to accompany staff. That didn’t
happen in the first quarter as staff was training the contractor. Now that the contractor is fully
on board, will that process resume? Mr. Martinez replied that when the contractor is at
stations, Metro is not permitting Councilmembers to join because they don’t want to influence
station scoring; under the contract, that is not available. Councilmembers are always welcome
to schedule a walkthrough with Metro Station Evaluation Program staff that can serve as an
additional informal inspection.

Chair Szerlip asked if the current contractor is the same one who previously performed
inspections. Mr. Martinez replied that it is a new contractor; the former contractor withdrew
from the contract due to COVID-19 impacts.

Chair Szerlip asked what the reasons were for closing one of the Hawthorne Station access
points at this time. Mr. Martinez replied that the closure was finalized earlier this week. The
entrance/exit walkway and pedestrian bridge adjacent to the private parking lot south of the
station were fenced off at the platform and street level. Access is provided for maintenance
and the Sheriff’s Department in case of emergency. Rail operations pointed out that it’s not the
safest entryway as it is a long walkway, not well-lit, and not frequently used by patrons. Thus
the decision was made to close that area due to low usage and safety concerns. Both of the
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main entrances are open, will remain open, and have ADA accessibility. Chair Szerlip asked if
there is a concept or proposal to remove the structure in the future. Mr. Martinez replied that
they meet with Rail Operations and FM biweekly to discuss related matters, for now, the first
step was to close the area due to safety concerns.

Chair Szerlip thanked staff for the quick response to address graffiti on the ramp to the Green
Line Redondo Beach Station. The graffiti has since sprung up again in one area. He believes it
is going to be an area of ongoing problems and suggested that the area be checked
periodically. Mr. Martinez replied that he will relay the information to the graffiti abatement
team. In the past, they have also relayed such ongoing issues to System Security and Law
Enforcement (SSLE), they have sent staff to keep a closer eye on such areas. Graffiti abatement
staff will also keep a closer eye.

Councilmember Mackabee commented that she is a frequent user of Hawthorne Lennox
Station. She has witnessed people gathering on the stairs who were not riders and not using
the now-closed entrance for good purposes; the closure gives them fewer places to gather. She
appreciates the closure.

J.K. Drummond commented that it’s been about three weeks since he last checked the
elevators for habitation and debris at the PCH Silver Line Station. To his surprise and delight,
the north elevator had only one cigarette butt; it was cleaner than he has seen it in years. The
south elevator had a takeout dinner container, but it was immaculate otherwise. He is glad
things have changed.

7. RECEIVED Regional Performance Report and Updates, Joe Forgiarini, Senior Director, Scott
Greene, Transportation Planning Manager, Mark Dierking, Community Relations Manager

Bus operator hiring efforts continue, with 966 applications received as of April 12, 2021, and
146 operators hired. On April 8, Mayor Eric Garcetti announced that the Metro Board of
Directors voted to appoint Stephanie Wiggins, currently the CEO of Metrolink to be the next
Metro Chief Executive Officer. Comments will be accepted on the proposed FY22 budget until
midnight May 18, 2021. The FY22 Budget Hearing will be held on May 19. The On the Move
Riders Program will hold their fifth annual Older Adult Transportation Expo virtually on
Wednesday, May 26.

Councilmember Deemer asked why the late night time period is not represented in the on-time
performance by time period slide. Mr. Greene replied that it may have been omitted in error or
that perhaps the data wasn’t available. He will provide updated data.

Councilmember Deemer noted that mean miles between mechanical road calls has gone up,
and asked if that is due to fewer buses on the road, or if newer ones with fewer mechanical
issues are being used. Mr. Forgiarini replied that the increase is due to a combination of
factors including current service levels, traffic conditions, and some new buses brought in and
distributed across the system. Metro has received some new articulated buses and 40-ft
coaches over the last 12 months; all play a role in that metric improving. Staff continues to
monitor vehicle performance and hopefully it remains on the high side.

Councilmember Deemer requested that information be shared on upcoming Sepulveda
Corridor Project meetings. Mr. Dierking replied that the meeting dates, times, and links to
participate will be shared with the Council when the meetings are scheduled.
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Councilmember Deemer commented that he recently read a report that said nationwide,
ridership is down 59% at large transit agencies around the country as compared to two years
ago. He asked how Metro compares with other large agencies and if there are differences
between the east and west coasts. Mr. Forgiarini replied that broadly speaking, Metro has a
highly transit dependent community, and Metro’s ridership is more actively using the system
out of necessity. Metro has not had as large of a decrease in ridership as other agencies. Rail
ridership is down, particular on those lines where there were high levels of commuters who
have not yet come back. Metro is doing a little better in total compared to other agencies.

Chair Szerlip noted that there was a spike in cancelled work hours on Mother’s Day. Mr.
Forgiarini replied that there was also a spike on Superbowl Sunday; it is a work culture issue
that needs to be worked on as it has a direct impact on customers.

8. Council Member Comments

Councilmember Deemer commented that last month, staff shared that mask dispensers were
installed on buses. The next day, he rode Line 344,and there was a dispenser exactly where
staff had described, behind the operator. He shared that he sent an email to Chair Szerlip
regarding the South Bay Cities Council of Governments decision not to reappoint him because
they felt they need to have an elected official on the Council. He had a lot of fun serving on the
Council, and hopes to have an opportunity to serve again in the future. He asked if Metro’s
new CEO is up to date on NextGen, the Fareless System Initiative, and other Metro programs
and initiatives. Mr. Dierking replied that incoming CEO Stephanie Wiggins is very familiar with
Metro’s issues; she served as the Assistant CEO less than 3 years ago. She is very capable and
will be brought up to speed on all items. Chair Szerlip added that most programs have been
approved by the Board; he is certain the CEO will continue to align with the Board to see
approved programs through completion. Mr. Forgiarini replied that approximately half of the
bus fleet has had the dispensers installed; there was a slight delay in receipt of dispensers,
installation should be complete during June. All rail vehicles and subway stations have been
outfitted with the dispensers. The dispensers are restocked by cleaning staff overnight, and by
on-road supervisors if an operator calls in and says they need more of them. Bus operators do
not carry spares.

Councilmember Deemer previously sent an email about an issue with a bus stop being
blocked by traffic from the new Chick-fil-A drive-thru on Carson and Vermont. He noticed later
that all Metro buses were stopping on the south side where one of the lines already was. The
bus bench is still where the old stop was, though there is no sign for Torrance Transit or
Metro, and he still sees people standing there waiting for the bus. It takes them awhile to
realize that the bus doesn’t stop there anymore. He asked if Metro can move the bench to
where the buses stop to discourage that. Ms. Ramos replied that she will follow up with Stops
and Zones.

Chair Szerlip commented that Councilmember Deemer is still a member of the Council until
someone else is appointed and that he looks forward to seeing him next month. The
determination of who is nominated to serve on the Council is not a decision of the Council’s.
Councilmember Deemer has been an active participant, and he would encourage him to
reapply to serve in the future.



South Bay Cities Service Council May 14, 2021 Meeting Minutes 11

Councilmember Mackabee commented that she has learned a lot from Councilmember
Deemer in terms of what to look for and how to present information on her observations,
though she is still learning to document and submit for staff follow up. She is concerned about
the call centers. A few days ago, there was an alert on the Blue Line at W/RP Station and
everyone was wondering why the train had not arrived. There was no announcement on the
platform. She called the Call Center, and the operator who took the call didn’t know why the
train was late; she read Councilmember Mackabee the arrival time from the timetable and told
her she couldn’t provide the real time information until she asked her to. Only then did the
operator tell her that there had been a problem with the Blue Line further south.
Councilmember Mackabee asked who is responsible for the call center, their staff training, and
their staff’s familiarity with the customer experience. People on the platform didn’t know what
was going on, their apps said one thing but there was no train and no information was
available to riders. She noted that next month, there will be a presentation from SSLE; she had
an experience where she called them three times to no avail.

Mr. Forgiarini replied he will check into issue regarding communication of the delay at W/RP.
Customer Care receives the alerts from Rail Operations as they issue notices. Councilmember
Mackabee said the incident occurred on Monday or Tuesday, it was a mechanical issue on B
Line from south side of the line. She felt so bad for people who are not sophisticated riders
and didn’t know what to do; they were trying to get somewhere and couldn’t figure out why the
train was not arriving. Once she asked the operator about real time information, that’s when
the operator went to her supervisor, and then within a few moments, there was an
announcement made on the platform to let riders know about the mechanical alert and when
the next train would arrive. It does work to call the Call Center and let them know.

9. PUBLIC Comments for Items not on the Agenda

An email comment was received from Wayne Wright stating: This is in regard to quality of life
Issues on Metro buses. Since the pandemic, quality of life of Metro busses has slipped down
and this is what I have seen on Metro busses...AC on busses aren't activated, mainly on
warmer weather days. head signs are blank, or screwed up! AVA signs are blank and
sometimes not working! Unable to get to mask boxes to get mask installed on Metro busses
due to roped off area of busses, mainly past the main seating area and some operators are
being petty over issues with passengers on Metro busses, like standing in front of rear door, to
not sitting or standing in wheelchair and senior seating area, most times that are not roped
off. Would like matters corrected, mainly with the AC issues. Thank you.

An email comment was received from Daryl Koonce stating: Can we please add more curb
appeal to the concrete walls at and surrounding Firestone A-Line Blue Station and at Slauson
A-Line Blue Station? Can we find a way to bring Slauson Metro Bus westside bus stop closer to
the Slauson A-Line Blue Station and add a crosswalk for riders to can access the bus and closer
bus stop and can we add a walk way in between Metro rail tracks and add either some stairs or
an elevator to the north side portion of and at Firestone A-Line Blue so riders who catch the
westbound Metro #115 bus can safely instead of running out in front of traffic to catch bus at
Firestone A-Line Blue Station and Slauson Metro A-Line Blue Station. Can we add either some
kind of safety glass or safety gates at both Firestone and Slauson A-Line Blue Stations to stop
any attempts of suicide? Can we work to bring another bus to service Firestone A-Line Blue
Station? Can we extend the Metro Bus Line #115 to Norwalk Metrolink Station and still service
Norwalk Metro Green Line Station also and add more Owl service buses equally they out
South LA, Watts, Compton, and Florence/Firestone and downtown Los Angeles and etc.
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Mr. Forgiarini replied most of the issues referenced at Blue Line stations which have historic
design issues. While the items may be issues the agency might want to reinvestigate, he does
not believe any of the modifications would be minor. The ability to put offramps from
platforms between tracks does exist at some stations, but has to be done integrated with
nearby road crossings, and has to be carefully designed to meet safety standards. While the
intent is good and such changes would make stations more functional, they would likely not be
small retrofit projects. He can follow up on the bus-related issues. In terms of bus defects, it is
important to report the vehicle ID number so that staff can examine the vehicle. Often they are
very fixable items. Ideally, the bus or rail operator should report such defects for attention, but
riders should report such items through the various customer service channels. For the AC on
the buses, as the weather changes to the warmer months, the AC systems sometimes need
small repairs after not having been as heavily used in colder months. If riders can provide a
vehicle number to staff, staff can easily follow up on the report. Chair Szerlip requested that
this information be shared with Mr. Wright.

ADJOURNED at 12:11 p.m.


