
MINUTES* 
MAC MEETING OF FEBRUARY 17, 2021 

The METRO Advisory Committee (MAC) met on Wednesday, February 17, 2021.  The meeting was 
held via teleconference.  *Minutes are “summary” minutes, not verbatim minutes.  

1. CALL TO ORDER at 6:02 PM.  Chair Von Hendy welcomed MAC’s newest member, James Cruse.

2. ROLL CALL - The following MAC Members were present via teleconference, representing a quorum:

James Von Hendy, Chair Veronica Elsea 
Joseph Martinez, Vice Chair Michael Pisano 
James Cruse Becky Taylor 
Jessica de Wit

Additional METRO staff and presenters:

Alex Clifford, CEO/General Manager John Urgo, Planning & Development Director 
Margo Ross, Chief Operations Officer Brandon Freeman, Bus Operator 
Danielle Glagola, Marketing, Communications, Pete Rasmussen, Transportation Planner II 
  & Customer Service Director Donna Bauer, Administrative Specialist   
Isaac Holly, IT and ITS Director Keith Otto, Public  

3. COMMUNICATIONS TO THE METRO ADVISORY COMMITTEE

Chair Von Hendy announced an email was received after the agenda was posted from Rick
Hyman regarding the bus stop signs redesign.  This item was deferred to Agenda Item 8b – Bus
Stops.

Ms. Elsea asked if the agreement between METRO and Greyhound will be covered under Item 8 -
Service Planning Updates.  John Urgo, Planning and Development Director, confirmed it would.

Vice Chair Martinez informed METRO that a trash can by the bus stop at Main Street and Pacifica
Boulevard in Watsonville is being used by several people for personal use.  Margo Ross, Chief
Operations Officer, said she’d have METRO’s Facilities Department review the situation.

Mr. Pisano expressed gratitude for the Bus Operators’ perseverance during the recent storms.

4. RECEIVE AND FILE MINUTES FROM THE METRO ADVISORY COMMITTEE MEETING OF

OCTOBER 21, 2020

MOTION:  ACCEPT AND FILE THE MINUTES FROM THE METRO ADVISORY COMMITTEE
MEETING OF OCTOBER 21, 2020

MOTION:  ELSEA SECOND:  PISANO 

MOTION PASSED WITH 7 AYES:  Von Hendy, Martinez, Cruse, de Wit, Elsea, Pisano, and
Taylor

5. COMMUNICATIONS FROM METRO ADVISORY COMMITTEE (MAC)

Ms. Elsea reported on her last semi-annual report to the Board of Directors on November 20, 2020.
She focused on items MAC had been working on (e.g., attendance, COVID-19, Customer Service
Booths, closed restrooms at the transit centers, ridership survey, safety event, on-demand
microtransit, SMART phone apps, and marketing outreach).
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6. COVID-19 UPDATE

Alex Clifford, CEO/General Manager, updated the Committee on several items related to COVID-19
and METRO’s response:

 METRO is adhering to the CDC face covering guidelines.

 Current capacity restrictions are meeting the demand for service.  METRO will monitor the limits
as more people are vaccinated and ridership increases.

 METRO does not publicize test or case information due to HIPAA regulations and to protect our
Bus Operators.

 Since February 1, 2021, METRO has not had any employees test positive.

Discussion ensued on the agreement between ParaCruz and Sutter Health to transport riders to/from 
COVID-19 vaccination appointments and other services being offered within Santa Cruz County by 
Community Bridges, Lift Line, Uber and Lyft.  

7. UPDATE ON INFORMATION TECHNOLOGY SYSTEMS (ITS)

Isaac Holly, IT and ITS Director, gave a brief snapshot of the software challenges experienced and
the software update that is addressing most of those issues.  The system is more stable; but we
continue to monitor the situation.  Discussion followed on accessibility testing and possible beta
testing of other programs.

8. SERVICE PLANNING UPDATE

John Urgo, Planning & Development Director, gave an overview of the new agreement between
METRO and Greyhound.  Effective February 1, 2021 METRO will offer transit service on Highway
17 to Greyhound ticketed customers.  Greyhound will reimburse METRO the Highway 17 fare.  Ms.
Elsea asked if the new agreement allowed the buses to stop in Los Gatos.  Director Urgo
responded that service will not deviate from Highway 17.

Mr. Pisano inquired about FlixBus service.  Margo Ross, Chief Operations Officer, said FlixBus has
advised METRO they are not going to start the service.

Director Urgo added that a temporary six-month fare reduction will be on the February Board of
Directors agenda.  The idea is to increase ridership and help people financially.  The proposal
represents a 50% reduction on adult and youth regular fares; riders with an eligible discount card
would ride free.

a. Quarterly Ridership Report

Director Urgo reported that METRO is averaging an 85% reduction in ridership year-over-year
or pre-COVID.  Since the beginning of February, ridership has picked up due to the regional
stay-at-home order being lifted and businesses being able to reopen.

b. Bus Stops

Mr. Pisano requested review of the bus route near the Capitola Library.  The nearest bus stop
is several blocks away.  Director Urgo said his department will look at it.

Mr. Pisano asked if there is any more information on adding fitness exercises to the bus stops
and if there is anything MAC can do to help.  Director Urgo said METRO would need funding in
order to implement that program and emphasized that METRO does not control the right-of-
way, sidewalks, streets, etc.
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b.i. Bus Stop Sign Improvement 

Director Urgo said this item went to MAC and the Board of Directors in October 2020.  The Board 
did approve the project as proposed.   

Rick Hyman’s email (attached) was discussed at length with the proposed upgrades and criteria 
being reviewed (e.g., cell phone connectivity, destinations like hospitals, senior centers and 
community centers, infrequent service routes, and high activity stops). 

Discussion continued on adding Braille route numbers and the Stop ID number to the bottom of 
the sign.  Director Urgo said he would look into this.  A motion was made to bring this to the 
Board of Directors’ attention. 

MOTION:  ADD BRAILLE ROUTE NUMBERS AND THE STOP ID NUMBER TO THE BOTTOM 
OF THE NEW BUS STOP SIGNS 

MOTION:  ELSEA SECOND:  CRUSE 

MOTION PASSED WITH 7 AYES:  Von Hendy, Martinez, Cruse, de Wit, Elsea, Pisano, and 
Taylor 

c. Other Projects
c.i. Transit Corridor Alternatives Analysis 

The Santa Cruz County Regional Transportation Commission (SCCRTC) did approve 
the locally preferred alternative of electric passenger rail. 

c.ii.  March Service Changes 

The biggest service change for the March bid will be providing bi-directional service on 
Scotts Valley Drive.   

c.iii.  ParaCruz and On-Demand Microtransit Trips 

Director Urgo said an agreement had been reached with SMART to operate microtransit 
trips as part of ParaCruz.  The service will operate in zones and will be shorter trips 
connecting to neighborhood destinations or connect to Fixed Route for longer trips.  One 
of the zones will include the Enterprise Technology Center in Scotts Valley.  These trips 
will be available on-demand starting 24 hours prior to departure.  This will allow METRO 
to maintain priority for ParaCruz customers. 

c.iv.  Mobile Ticketing App 

Director Urgo reported that the mobile Flash Pass is about 1.5% of ticket sales.  We 
expect that to go up as ridership returns and the validators are added to the Highway 17 
buses.  COO Ross added that the validators are currently being installed on the buses. 

Discussion ensued on using the mobile ticketing app and issues that have risen in 
purchasing passes and the activation time limit.  Director Urgo urged riders to reach out 
to METRO when these circumstances happen. 

9. MARKETING OF THE METRO PASSENGER CODE OF CONDUCT POLICY
Danielle Glagola, Marketing, Communications and Customer Service Director, shared the layout for
the new Code of Conduct Policy brochure (attached).  The brochure highlights the main points of the
policy and provides the link for the full policy which is posted on METRO’s website.  The brochures
will be printed in English and Spanish and available on the METRO buses and at the transit centers.



Minutes – METRO Advisory Committee 
February 17, 2021 

Page 4 of 4 

Background was provided on MAC’s involvement in the policy wording and ideas for marketing the 
policy in a friendly manner so that riders felt welcomed.  Director Glagola described some examples 
of animated messaging slogans that are currently being used on the buses and at the transit centers 
but offered to look at additional marketing. 

Chair Von Hendy commented on the smoking limitation and how that is a challenge at the bus stop 
at Diridon Station in San Jose.  He thinks the smoking areas do not adhere to the policy.  Ms. 
Elsea said this is Caltrain’s property and they are bound to the smoking laws if there is a violation. 

10. COMMUNICATIONS TO THE METRO CEO

Hearing none, Chair Von Hendy moved to the next item.

11. COMMUNICATIONS TO THE METRO BOARD OF DIRECTORS

Hearing none, Chair Von Hendy moved to the next item.

12. ITEMS FOR NEXT MEETING AGENDA

 COVID-19

 Information Technology Systems

 ParaCruz and On-Demand Microtransit Trips

 Bus Stop Sign Improvement

 New Marketing Ideas for Code of Conduct Policy

 Fitness at Bus Stops

13. DISTRIBUTION OF VOUCHERS

Donna Bauer, Administrative Specialist, will mail out the vouchers on Thursday, February 18, 2021
to all members in attendance.

Chair Von Hendy gave a quick overview to MAC’s newest member on how to use the vouchers.

14. ADJOURNMENT

The next MAC meeting is scheduled for Wednesday, April 21, 2021 at 6:00 PM.

Meeting adjourned at 7:42 PM.

Respectfully submitted,

Donna Bauer 
Administrative Specialist 

Pursuant to Section 54954.2(a)(1) of the Government Code of the State of California, this agenda was posted at least 72 
hours in advance of the scheduled meeting at a public place freely accessible to the public 24 hours a day.  The agenda 
packet and materials related to an item on this Agenda submitted after distribution of the agenda packet are available for 
public inspection in the Santa Cruz METRO Administrative Office (110 Vernon Street, Santa Cruz) during normal business 
hours. Such documents are also available on the Santa Cruz METRO website at www.scmtd.com subject to staff’s ability 
to post the document before the meeting.  

http://www.scmtd.com/
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