_ Metropolitan
M.-% Transit
///l"\\\\\\\\\\% Sy stem

Agenda

MEETING OF THE SAN DIEGO METROPOLITAN TRANSIT SYSTEM
SECURITY & PASSENGER SAFETY COMMUNITY ADVISORY GROUP (CAG)

September 7, 2022
11:00 am

Virtual and in-person participation is available for this meeting:
Board Meeting Room, 10th Floor 1255 Imperial Avenue, San Diego CA 92101

To request an agenda in an alternative format or to request accommodations to facilitate meeting
participation, please email the Clerk, Karen.Wisniewski@sdmts.com at least two working days prior to
the meeting. Assistive Listening Devices (ALDs) are available from the Clerk of the Board prior to the
meeting and are to be returned at the end of the meeting. Meeting webinar/teleconference instructions
can be accessed under ‘Meeting Link and Webinar Instructions.’ Click the following link to access the
meeting: https://us02web.zoom.us/j/89655290838

Para solicitar la agenda en un formato alternativo o para solicitar acomodaciones de participacion, por
favor mande un correo a la Secretaria de la Junta, Karen.Wisniewski@sdmts.com al menos dos dias
habiles antes de la reunion. Dispositivos de ayuda auditiva estan disponibles antes de la junta, los
cuales se regresaran al final de la junta. Instrucciones para ingresar a la junta virtual estan disponibles
bajo ‘Meeting Link and Webinar Instructions.” Use este enlace para acceder la reunion virtual:
https://us02web.zoom.us/j/89655290838

ACTION
RECOMMENDED
1. ROLL CALL
2. APPROVAL OF MINUTES - June 15, 2022 Approve
3. PUBLIC COMMENTS
COMMITTEE DISCUSSION ITEMS
4, Security & Passenger Safety Community Advisory Group (CAG) Ride-A-longs Informational
(Chair Megan Welsh)
5. Customer Survey Results (Mark Olson, MTS; and Judith McCourt, Redhill Informational
Group)
a7
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6. Employee Assault Reduction Task Force (Al Stiehler) Informational

OTHER ITEMS
7. COMMITTEE MEMBER COMMUNICATIONS AND OTHER BUSINESS
8. NEXT MEETING DATE: November 2, 2022

9. ADJOURNMENT



REVISED

DRAFT MINUTES

MEETING OF THE SAN DIEGO METROPOLITAN TRANSIT SYSTEM
SECURITY & PASSENGER SAFETY COMMUNITY ADVISORY GROUP (CAG)

June 15, 2022
ROLL CALL
Chair Welsh called the San Diego Metropolitan Transit System (MTS) Security &
Passenger Safety Community Advisory Group (CAG) meeting to order at 11:35 am. A

roll call sheet listing of CAG member attendance is attached.

APPROVAL OF MINUTES

Vice Chair Brady moved to approve the minutes of the April 12, 2022 CAG meeting.
Michelle Krug seconded the motion, and the vote was 11 to 0 in favor, with Emma
Rodriguez, Karen Howard, Roddrick Colvin and Todd Temple absent.

PUBLIC COMMENTS

There were no public comments.

American Public Transportation Association (APTA) Peer Review Report Update (Al

Stiehler)

Chair Megan Welsh made a statement to remind everyone that the purpose and role of
the CAG is to provide feedback to MTS and the Public Security Committee on items
relating to security and passenger safety practices. The CAG may also be asked to
make recommendations on policies and procedures and act as a resource to MTS and
the Public Security Committee for other various security and safety related matters.

Al Stiehler, Director of Transit Security & Passenger Safety, presented an update on the
APTA Peer Review. He stated the review was conducted in October 2020 at the request
of Chief Executive Officer, Sharon Cooney. Mr. Stiehler continued his presentation on
the effectiveness of Code Compliance Inspectors and security contract structure, fare
inspection practices, diversion program, technology enhancements, training,
organizational climate, standard operating procedures, video retention policy, homeless
outreach efforts and concluded his presentation mentioning some of the challenges
going forward.

Michelle Krug commented on the percent of assaults on employees and asked for the
actual numbers while taking into account that the compared data was during the earlier
days of the pandemic. Ms. Krug inquired about the ambassador program, the number of
ambassadors, how they are being recruited, where they are assigned throughout the
system and the officer training hours and topics. Mr. Stiehler mentioned the
ambassadors have been used for special events in and around the downtown area. He
was not aware of future program expansion plans but would communicate that
information with the committee when it was available. He mentioned they assisted with
the PRONTO training program, along with customer service training. Ms. Cooney stated
the ambassador program has transformed into a true ambassador program doing
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specific outreaches and now supports MTS customers, help them navigate the system
with ease and listed several locations throughout the system that they are assigned. Ms.
Cooney mentioned there has been a rise in assaults against the ambassadors. She
stated the protocols have changed for their safety and protection; ambassadors have
been instructed not to engage in altercations but rather to call for backup from law
enforcement or MTS security personnel. Mr. Stiehler stated that in 2020, 49 employees
were assaulted and in 2021 there were 86. Mr. Stiehler stated the de-escalation training
and anti-biased policing training totaled about 20 hours as well as regular annual
training.

Vice Chair Brady is concerned about the rise in assaults against employees. Ms.
Cooney mentioned that the Board of Directors shares similar feelings, and they have
asked MTS to focus on reducing the number of assaults to provide employees with a
safe work environment.

Bobby Ray Salas asked how many employees that were assaulted were security
personnel. Mr. Stiehler stated that out of the 49 in 2020, 38 were against security
personnel and out of the 86 in 2021, 61 were against security personnel. Mr. Salas
asked if the policy changes to allow people to get off and buy a ticket were made to try to
avoid assaults. Mr. Stiehler commented that MTS is trying to reduce the need for any
force on the system including the use of de-escalation techniques. Mr. Salas
acknowledged his experience with the security team as helpful and hands off. Because
the security team reported incidents to San Diego Police Department, he asked what the
response time was from police. Mr. Stiehler responded that the response time varied
based on several variables.

Ariana Federico Mondragon asked if this is a trend across all the states and big cities
and if there have been any conversations with other cities regarding the assault issues.
Mr. Stiehler stated that the Transportation Security Administration (TSA) and Security
Peer Advisory Group (PAG) recently had a roundtable regarding assault issues and
noted that there is a rise across the country in violence and assaults on employees. Mr.
Stiehler commented that a researcher from the Mineta Transportation Institute gave a
report on this issue and found there is a rise in antisocial sentiment and behavior--not
just on transportation agencies, but also with local law enforcement agencies. Ms.
Mondragon commended the agency for its strides to solutions.

Chair Welsh commented on the expansion of outreach partnerships stating that there
are several committee members who have expertise in this area and asked how the
members can advise or contribute to MTS efforts. Mr. Stiehler stated MTS’s outreach
partners work well and he is working on adding a PERT clinician. Mr. Stiehler
mentioned that if the committee has other groups they feel could participate and add to
MTS efforts to have them contact Mr. Stiehler.

Kathryn Durant mentioned a new department with the city of San Diego called City Net
and stated she could connect them with MTS. Ms. Durant feels MTS is doing all the
right things pertaining to outreach and stated it is an outreach standard to talk about
quality over quantity and following through all the way to the end when assisting an
individual. Mr. Stiehler mentioned adding a form of case management to the team would
be very helpful.
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Vice Chair Brady recommended reaching out to Hafsa Kaka, Director of Homelessness
Strategies and Solutions, to get someone assigned to MTS. Vice Chair Brady asked
how often MTS comes in contact with Do Not Return individuals. Mr. Stiehler mentioned
there has been a few, and the problem is there is no formal process in place to get
individuals off the Do Not Return lists.

Matthew Wechter mentioned a meeting taking place with the homeless court providers
and would gather announcements and information from that group that might help with
MTS efforts. Mr. Wechter also stated to let him or Vice Chair Brady know if there are
any questions MTS would like to have taken to that meeting.

Action Taken

No action. Information item only.

5. MTS Video Camera Systems and Body Worn Camera Standard Operating Procedure
(Karen Landers and Michael Rini)

Karen Landers, General Counsel, provided a presentation on the various video systems
MTS uses and stated the purpose of the video systems are to ensure passenger, public
and personnel safety as well as general security for MTS operations and property. Ms.
Landers gave a few examples of when video footage is used, including vehicle
accidents, passenger or public complaints, use of force investigations, crimes on or near
MTS properties, locating missing persons, diversion program appeals, monitoring transit
operations, and training. Ms. Landers stated the APTA Peer Review Report
recommended MTS put a description of all video systems and procedures in one
comprehensive document and that document is posted on the MTS website. Ms.
Landers stated the document includes a description of various video systems, recording
protocols for each system, how they are used, who can have authorized access, how the
storage works, video retention capabilities, and how MTS handles records requests.
She explained that of the different camera systems that MTS utilizes, some record over
in 7 days and others up to 60 days. Ms. Landers added that effective December 2021,
body worn camera capacities were upgraded to be able to retrieve and retain footage for
a two-year period. She added that MTS is looking to upgrade all of its video systems to
increase the video retention to a minimum of one year for the rest of the video systems.

Ms. Landers discussed how records are requested and processed and the most
common situations or types of requests. She explained some potential concerns when
videos are requested; i.e., stalking, harassment, or other requests that might not be
appropriate to release as well as some that are legally exempt from disclosure. Ms.
Landers continued her presentation going through each category in the procedures
document (attached to the agenda item) in more detail.

Michael Rini, Code Compliance Training Supervisor, continued the presentation giving a
brief overview of the Body Worn Camera (BWC) System. Mr. Rini mentioned all BWCs
are required to be in standby mode, which means it is continuously buffering and once
the camera is activated, it will automatically capture thirty seconds prior to the camera
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being activated. Mr. Rini stated BWCs are to be activated for all service calls and should
remain on for the entire length of the call.

Mr. Rini stated that reasons for reviewing BWC video and/or audio by a supervisor may
include, but are not limited to, quality assurance, commendations, training, investigation
of complaints, officer misconduct, and use of force. He mentioned that officers are not
authorized to record fellow employees, conversations of fellow employees, where there
is a reasonable expectation of privacy, or making copies of BWC footage for personal
use. Mr. Rini continued stating accessing, copying, or releasing BWC recordings for
other than official purposes is prohibited. Mr. Rini concluded the presentation stating
that the retention of BWC footage is now on a mandatory two-year hold on a read-only
system and cannot be altered. Footage that is preserved in relation to criminal cases
can be held for longer periods of time until the case is adjudicated.

Matt Wechter stated that having video accessible for criminal cases is incredibly helpful
and suggested MTS have a policy in place to capture and retain a minimum amount of
surrounding time before and after critical incidents for longer than the retention policy for
both the BWC and the stationary cameras on the system. Ms. Landers suggested
having a conversation with Mr. Wechter to understand what the time frame may be for a
criminal case as opposed to a civil case.

Bobby Ray Salas asked if the contracted security company uses the same BWC and if it
is all on the same network. Ms. Landers stated the contracted security company is on
the same kind of system with a slightly different network, but they are retaining it for the
same two-year period, and MTS has access to all of it.

Michelle Krug asked for clarification regarding the officer having to press one button to
record audio and a separate button to record video. Mr. Rini stated that there are two
separate buttons to record just audio or video, but there is also one button that is easily
accessible that will record both audio and video at the same time.

Vice Chair Brady asked how MTS can ensure that the officers are using the cameras.
Mr. Rini explained that when a person is hired and goes through the training process,
they sign a document stating that they understand the MTS Policy 200.5 Body Camera
Recorder Procedures. Ms. Landers stated that under the policy, an officer would be
subjected to discipline if it were found they intentionally did not record an incident.

Chair Welsh asked if MTS video camera systems and BWC policies and procedures are
in line with other transit agencies. Ms. Landers stated MTS does not have comparisons
to other transit agencies. She stated that MTS had started adding them earlier than
other agencies and commented that as other agencies see the benefits, they are
catching up to MTS. Ms. Landers commented that MTS policies and procedures on how
the camera systems are being used are consistent with law enforcement agencies.

Michelle Krug asked if there is preventative maintenance for the cameras. Mr. Rini
commented that officers are required to do a daily check of operational functions
including a battery check for the BWC. He stated that if any problems are noted, the
camera is taken out of service and sent to the security supervisor for either repair or
replacement. Ms. Landers stated that MTS is able to run periodic diagnostics for some
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of the camera systems and Mr. Stiehler mentioned the Security System Administrator
does a daily check on the cameras at primary stations and a weekly check on the lesser
used cameras. Mr. Stiehler stated, if any issues are found, the IT Department is
contacted and then contacts the vendor for repairs.

Bobby Ray Salas inquired about a walkthrough of the facilities and possibly doing a ride
along with the MTS team. Chair Welsh appreciated the request and put the question to
Mr. Stiehler. Mr. Stiehler stated ride-a-longs are welcomed. Chair Welsh will reach out
to the CAG then to Mr. Stiehler to organize the ride-a-longs.

Mike Wygant, Chief Operating Officer (Transit Service), commented that the bus camera
systems have regular preventative maintenance inspection schedules. He stated the
bus operators also check the cameras as well as the cameras having a self-diagnostic
process that will give a light on the vehicle if there is a problem. Mr. Wygant stated MTS
has a contract to do scheduled preventative maintenance as well as in-house preventive
maintenance and that the cameras have an internal diagnostic system that reports if
there is a failure and that report is received every morning.

Action Taken
No action. Information item only.

6. COMMITTEE MEMBER COMMUNICATIONS AND OTHER BUSINESS

There were no committee member communications.

7. NEXT MEETING DATE

The next meeting date is scheduled for Wednesday, September 7, 2022 at 11:00 a.m.

8. ADJOURNMENT

Chair Welsh adjourned the meeting at 12:58 p.m.

Chairperson Clerk of the Security & Passenger
San Diego Metropolitan Transit System Safety Community Advisory Group

Attachment: Roll Call Sheet



MEETING OF (DATE):

SAN DIEGO METROPOLITAN TRANSIT SYSTEM

SECURITY AND PASSENGER SAFETY

COMMUNITY ADVISORY GROUP (CAG) MEETING

- ROLL CALL
CALL TO ORDER

June 15, 2022 (TIME): 11:35 am
ADJOURN: 12:58 pm
PRESENT | ABSENT
COMMITTEE MEMBER REPRESENTING (TIME (TIME
ARRIVED) LEFT)
Ariana Federico Mondragon | X | Community Advocacy Group Member 11:48 12:58
Bobby Ray Salas X | Public Safety Professional/Consultant 11:35 12:58
Emma Rodriguez [ | Youth/Young Adult
Hoan-Vu Do X | City of San Diego Resident Transit Rider 11:35 12:58
John Brady Community Advocacy Group Member 11:35 12:58
Karen Howard [] | City of San Diego Resident Transit Rider
Kathryn Durant X | Regional Task Force on Homelessness Member 11:35 12:58
Manu Agni X | Youth/Young Adult 11:35 12:19
Social Service Agency Professional/Public ] .
LSS ENSThICT X Defender/Other Court Personnel [1Z=s =
Megan Welsh ¢ Educator with a Primary Study Focus in Public 11:35 12:58
Safety
Michelle Krug X | Disabled Community Advocate 11:35 12:58
Rocina Lizarraga South Bay Resident Transit Rider 11:35 12:58
Roddrick Colvin [ Educator with a Primary Study Focus in Public
Safety
Todd Temple [] | Business/Tourism Professional
V Turner X | Senior Community Advocate 11:35 12:58
Vinton Omaleki [] | East County Resident Transit Rider

CLERK OF THE CAG: k/ w1 MJU
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Agenda Item No. 4

MEETING OF THE SAN DIEGO METROPOLITAN TRANSIT SYSTEM
SECURITY & PASSENGER SAFETY COMMUNITY ADVISORY GROUP (CAG)

September 7, 2022
SUBJECT:

CAG MEMBER RIDE-A-LONGS (Chair Megan Welsh)
INFORMATIONAL ONLY

Budget Impact
None.

DISCUSSION:

CAG members were invited to conduct ride-a-longs with MTS Code Compliance Inspectors.
Chair Welsh will lead a discussion regarding observations made during the rides.

/S/ Sharon Cooney
Sharon Cooney
Chief Executive Officer

Key Staff Contact: Sharon Cooney, 619.557.4513, Sharon.Cooney@sdmts.com

1255 Imperial Avenue, Suite 1000, San Diego, CA 92101-7490 » (619) 231-1466 * sdmts.com

~
ﬁ [ — ]
San Diego Metropolitan Transit System (MTS) is a California public agency comprised of San Diego Transit Corp., San Diego Trolley, Inc. and San Diego and Arizona J
Eastern Railway Company (nonprofit public benefit corporations). MTS member agencies include the cities of Chula Vista, Coronado, EI Cajon, Imperial Beach, m ——
La Mesa, Lemon Grove, National City, Poway, San Diego, Santee, and the County of San Diego. MTS is also the For-Hire Viehicle administrator for nine cities.

— —



_ Metropolitan

y % Transit
=
TN System
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MEETING OF THE SAN DIEGO METROPOLITAN TRANSIT SYSTEM
SECURITY & PASSENGER SAFETY COMMUNITY ADVISORY GROUP (CAG)

September 7, 2022

SUBJECT:

2022 CUSTOMER SATISFACTION SURVEY REPORT (MARK OLSON, MTS; AND JUDITH
MCCOURT, REDHILL GROUP)

INFORMATIONAL ONLY

Budget Impact

None.
DISCUSSION:

Since 2011, MTS has conducted Customer Satisfaction surveys approximately every other year
on board Bus and Trolley routes. The purpose of the surveys is to identify customer satisfaction
across a variety of MTS operations, including overall satisfaction, service spans and
frequencies, fare pricing, safety and more. For the purpose of the CAG, MTS will present a
more in-depth look at safety and security focused questions of the survey.

Surveys are conducted on routes that are representative of the entire MTS service territory. The
results are broken down in a variety of ways, including by Trolley line, gender, age, income, and
ethnicity. Results are used to identify areas of both passenger satisfaction and concern to
improve services when possible.

The 2022 survey was conducted in April by the Redhill Group, a Southern California-based
research firm with significant experience working with transportation agencies, including LA
Metro, Metrolink, Orange County Transit Authority, and many others. Staff will present a report
on its findings.

/S/ Sharon Cooney
Sharon Cooney
Chief Executive Officer

Key Staff Contact: Sharon Cooney, 619.557.4513, Sharon.Cooney@sdmts.com

7
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La Mesa, Lemon Grove, National City, Poway, San Diego, Santee, and the County of San Diego. MTS is also the For-Hire Viehicle administrator for nine cities. F— —
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MTS Customer Satisfaction Survey Results

Security and Passenger Safety Community Advisory Group

N
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Methodology
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9.7.2022

e Sar-nple Di::';::lt‘iton Statistical Precision at 95%
Size Confidence Level

System-wide 1,842 100% +2.3%

Bus 918 49.9% +3.2%

Trolley 924 50.1% +3.2%

Sampling plan and survey jointly developed
with MTS based on ridership

Onboard tablet survey plus text-in option
Multi-language options English, Spanish,
Chinese and Tagalog

Data collection April 2022 — prior to launch
of Youth Opportunity Pass

N
redhillgroup
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MTS Survey Respondents by Home Zip Code

Surveys by Zip Code
B 1-10

B 11-25

I 26 - 50

I s:- 100

I 101-155

—— Blue line

—— Green line

=~ QOrange line
—— Bus Route

[ san Diego County
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Demographics
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Customer Profile

e Use Bus (74%)
* Trolley (81%)
* Ride MTS at least 3 times a week (80%)
* 86% complete their trip with one or less transfers
» Half of riders complete their trip without a transfer
 Vehicle availability (30%)
* Employed (61%)
* Full-time 38%
* Part-time 23%
e Student (26%)
* Disability (12%)

—
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Customer Profile

* Annual income less than S50K
(84%)

* Annual income less than $S20K
(55%)

e More likely to be Hispanic (49%)

* Speak a language other than
English at home (36%)

e and of those 61% speak
English “well” or “very well”

* Smartphone availability (91%)
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Ethnicity

Ethnicity 2022 vs 2019

60%
49% 47%
40%
0,
24% 22%

20%

119 12%

9% 8% - ’ 7%
0% | |
Asian Black/African Hispanic/Latino  White (not Hispanic) Multi-racial Other
American
m 2022 2019

red/l'n—iﬁgroup

ropolitan Transit System 7
THE POWER OF INSIGHT



9.7.2022

Age Gender

Age 2022 vs 2019 Gender 2022 vs 2019
60% 60%
53%
49% 50%
43% 6%
(1}
(o)
40% 3% 40%
21% 21%
19%
20% 16% 14% 20%
11%
= I -
1% 1%
13-18 19-24 25-34 35-64 65+ Female Male Non-Binary
m 2022 2019 m 2022 = 2019
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Fare and PRONTO Satisfaction
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Satisfaction with Fare

Satisfaction of MTS Fares ) )
Satisfaction of cost of fare by bus &

9% °
100% 1 p— = Trolley
9% v
80% - 19%
60% Bus 89%
. A
40% -
20% Trolley 89%
N
0% -

0% 20%  40% 60% 80% 100%
2019 2022

m Very Satisfied m Satisfied Dissatisfied ® Very Dissatisfied

Significant improvement in satisfaction with fares (89% vs. 73%)
M redhillgroup
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PRONTO Satisfaction
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Overall satisfaction with PRONTO

- 1%
5%

Systemwide

m Very Satisfied

Satisfied

1%
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Bus

Dissatisfied

2%
6%

Trolley

B Very Dissatisfied
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Satisfaction
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Customer Satisfaction Results

Percentages may not total 100% due to rounding or multiple response options
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Systemwide Rider Satisfaction

Satisfaction of Overall Quality of
Transit Service

Overall Customer

Satisfaction Lo0% - 5
6%
80% -
60% -
40% -
20% A
0%
. . . . . 2022
* Systemwide customer satisfaction is high @ Very Satisfied IR
e On par with 2019 (91%) Dissatisfied m Very Dissatisfied
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Service Attributes Satisfaction — Systemwide

Service Attributes

Night frequency and reliability 17% .
Weekend frequency 22% -9%

0% 20% 40% 60% 80% 100%

Weekday frequency 2%

Cost of fare 2%

Hours of operation 4%

Trip duration 3%

6%

m Very Satisfied  m Satisfied Dissatisfied  ® Very Dissatisfied
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Customer Service/Facility Attributes — Systemwide

Customer Service/Facility Attributes

Quality/availability of customer support services 7% I 3%
Cleanliness of buses and Trolleys I 4%
Cleanliness of stops and stations 18% . 5%

0% 20% 40% 60% 80% 100%

m Very Satisfied  m Satisfied Dissatisfied  m Very Dissatisfied
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Safety Satisfaction

Percentages may not total 100% due to rounding or multiple response options
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Safety Onboard and Stations

Overall Satisfaction on Safety of Buses and Trolley & Stops and Stations

Overall safety on buses and Trolleys 13%

Overall safety at stops and stations 14%

0% 20% 40% 60% 80% 100%

H Very Satisfied  m Satisfied Dissatisfied  m Very Dissatisfied
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Safety while Riding Buses or Trolleys

Overall Safety on buses and Trolleys

S 2022 81%
2
€
o
> 2019 86%
2022 88%
(%)
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o
2019 89%
2022 76%
>
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Safety at Bus Stops/Stations

Overall safety at stops and stations

2022 80%

Systemwide

2019 86%

2022 86%

Bus

2019

86%

2022

76%

Trolley*

0% 20% 40% 60% 80% 100%

*2019 Trolley safety not measured
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Satisfaction with Safety by Gender

Overall Safety on Buses and Trolleys by Gender Overall safety at stops and stations by Gender
Male 33% 51% 11% 5% Male 31% 51% 13% 4%
Female 25% 54% 14% 6% Female 23% 56% 15% 6%
0% 20% 40% 60% 80% 100% 0% 20% 40% 60% 80% 100%
m Very Satisfied  m Satisfied Dissatisfied  m Very Dissatisfied m Very Satisfied  m Satisfied Dissatisfied  m Very Dissatisfied

There is a statistical difference in satisfaction with perceived safety on buses and Trolleys and safety at stops and
stations relative to gender and women are less satisfied than men.
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Overall Satisfaction with Safety by Age

Overall Safety on Buses and Trolleys by Age

0% 20% 40% 60% 80% 100%

m Very Satisfied  m Satisfied Dissatisfied  m Very Dissatisfied

Overall safety at stops and stations by Age

0% 20% 40% 60% 80% 100%

m Very Satisfied  m Satisfied Dissatisfied  m Very Dissatisfied

Persons who under 25 are less satisfied with overall safety than other age groups.
There is not a significant difference between those 25-54 and those 55+.

tropolitan Transit System
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Visible Security

Overall Satisfaction with Visible Security

Visible security

(1)
on Trolleys L)
Visibl ity at
isible se.:curl y a 15%
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Visible Security by Gender

Overall Satisfaction

©
Fy Male 14%
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Persons who identify as female are less satisfied than persons who identify as male with visible
security at stations and on the Trolley
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Visible Security by Age

Visible security at stations by Age Visible security on Trolleys by Age
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There is no statistical difference in satisfaction with visible security either at stations or on the
Trolley between any of the age groups
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Response Time and Lighting

Overall Satisfaction Response Time and Lighting

Security response time 11% 7%

Lighting at night for stops or stations 13% 4%
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Response Time and Lighting by Gender

Overall Satisfaction
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There is no statistical difference in satisfaction with response time.
There is a statistical difference in satisfaction with lighting at stops and station relative to gender and
women are less satisfied than men.
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Response Time and Lighting by Age

Lighting at night for stops or stations by Age Time it takes for security to respond to a situation by Age
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There is no statistical difference in visible security between any of the age groups
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Other Security

Other Security
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Courtesy of Security Team by Ethnicity
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Courtesy of Security Team by Ethnicity
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Behavior of Other Passengers

Behavior of other passengers or comfort of riding with other passengers
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Frequency of Fare Check — Trolley Line

Frequency of fare check by Trolley Line
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Trolley Fare Check by Ethnicity

When you ride the Trolley, how often is your fare checked?

100%
80% ()
14% 16%
19%
9 22%
60% 26%
40%
33% 28%
20% 0
’ 28% 26% 22%
9 12%
Asian African American Hispanic White Multiracial
m Never Rarely m About half the time On most trips | take W Every trip | take m Multiple times on one trip
§3§X\“Iw,

redhillgroup

y =
4"“"\\\\\@ Metropolitan Transit System 3 2
THE POWER OF INSIGHT



9.7.2022

Fare Check by Ethnicity

Overall Blue Green Orange
White - Asian
No No Yes No
White - Black/African American
Yes Yes Yes No
White - Hispanic/Latino
Yes Yes Yes No

Persons who identify as African American or Latino/a are more likely to perceive that their fare is
checked than persons who are White. Overall and on the Blue and Green Line.
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Trolley Fare Check by Gender

Fare Check by Gender

Male 20%

Female 7% 19%

0% 20% 40% 60% 80% 100%

m Never m Rarely About half the time m On most trips | take m Every trip | take = Multiple times on one trip

Persons who identify as female are statistically more likely to say their fare is checked than persons who identify as
male.
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Trolley Fare Check by Rider Frequency

Fare Check by Rider Frequency
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There is no statistical difference in the likelihood of perceiving ones fare checked by the frequency of
riding.
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Trolley Fare Check by Age
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There is no statistical difference in the likelihood of perceiving ones fare checked relative to reported
age
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Voice of the Customer
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Briefly tell us what changes would make the biggest difference in improving your transit experience?
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Next Steps

* Presenting key findings to MTS Board of Directors — Sept 15
* Possible additional focus groups/customer survey specifically about security
* Improving data collection for security
 Staff time allocated to each line
* Fare inspection data
e Continuing unconscious bias training
* Looking at expanding auxiliary cleaning efforts on Trolleys at key transit centers
* Exploring solutions to improve reporting process for cleanliness issues
* Direct customer to operations/field staff
* Launching Respect the Ride rider etiquette campaign this fall
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Questions?

|
e Thank you!
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Agenda Item No. 6

MEETING OF THE SAN DIEGO METROPOLITAN TRANSIT SYSTEM
SECURITY & PASSENGER SAFETY COMMUNITY ADVISORY GROUP (CAG)

September 7, 2022
SUBJECT:

EMPLOYEE ASSAULT REDUCTION TASK FORCE (Al Stiehler)
INFORMATIONAL ONLY

Budget Impact
None.

DISCUSSION:

A task force has been created to reduce the number of times MTS employees are victims of

assaults while in the performance of their duties. Staff will provide an update on the process
developed to ensure the task force goal is accomplished.

/S/ Sharon Cooney
Sharon Cooney
Chief Executive Officer

Key Staff Contact: Sharon Cooney, 619.557.4513, Sharon.Cooney@sdmts.com

1255 Imperial Avenue, Suite 1000, San Diego, CA 92101-7490 » (619) 231-1466 * sdmts.com
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San Diego Metropolitan Transit System (MTS) is a California public agency comprised of San Diego Transit Corp., San Diego Trolley, Inc. and San Diego and Arizona J
Eastern Railway Company (nonprofit public benefit corporations). MTS member agencies include the cities of Chula Vista, Coronado, EI Cajon, Imperial Beach, m ——
La Mesa, Lemon Grove, National City, Poway, San Diego, Santee, and the County of San Diego. MTS is also the For-Hire Viehicle administrator for nine cities.
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Security &
Passenger Safety
Community Advisory Group

Employee Assaults
September 7, 2022




Employee Assaults

2020 2021
All MTS Employees 49 86
CCI/TSS Only 38 61

/'(’:"a‘lll,“\\\§



Transit Worker Assault Prevention Program

* Agency-wide initiative
* Bus/Rail/Security .
* Objectives i & :
* |dentify patterns _ T R !“ﬁi‘
* Enhance training rl | ‘ ,,,,,, = """ T m,
* Increase advocacy B —
* Heighten Awareness
* REDUCE ASSAULTS
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* Enhancing outreach efforts
 Establishing new partners
* |ldentifying additional resources

 Crime reduction
* Provide a safer environment for riders
e Reducing assaults on personnel

* Fare Collection
* Enhancing revenue




Questions?
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