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Riders’ Advisory Council 
February 4, 2009 

 
 
 

I. Call to Order:  
Ms. Iacomini called the February meeting of the Riders’ Advisory Council to order at 
6:31 p.m.  She then asked Mr. Pasek, the staff coordinator, to call the roll.  
 
The following members were present:  
Nancy Iacomini, Chairman 
David Alpert, District of Columbia 
Kelsi Bracmort, District of Columbia*  
Steve Cerny, Fairfax County 
Sharon Conn, Prince George’s County 
Patricia Daniels, District of Columbia 
Francis DeBernardo, Prince George’s County 
Kenneth DeGraff, District of Columbia* 
Mary Kay Dranzo, Montgomery County  
Penny Everline, Arlington County 
Chris Farrell, Montgomery County  
Dharm Guruswamy, At-Large 
Susan Holland, Prince George’s County* 
Lora Routt, Montgomery County 
Carl Seip, At-Large 
Patrick Sheehan, At-Large/Accessibility Advisory Committee chairman 
Evelyn Tomaszewski, Fairfax County* 
Carol Carter Walker, District of Columbia 
Robin White, Fairfax County 
Diana Zinkl, District of Columbia 
 
The following member of the Riders’ Advisory Council was absent with notice for this 
meeting:  
Lillian White, City of Alexandria 
 
Mr. Pasek noted that the Council had met its quorum for this meeting.  
 
 

II. Public Comment:  
Ms. Iacomini asked if there were any members of the public who wished to make 
comments.  There were no comments from members of the public.  
 

III. Approval of Agenda:  
Ms. Iacomini then asked for a motion to approve the evening’s agenda, as presented. Ms. 
Everline moved to approve the agenda, as presented. This motion was seconded by Ms. 
Daniels.  Without objection, the agenda was approved as presented.  
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IV. Member Introductions: 

Ms. Iacomini noted that the Council had several new members and asked each member to 
introduce him- or herself prior to the Council’s holding elections for new officers.   
 
Ms. Iacomini said that she lives in Arlington and mostly uses Metrorail. She said that she 
has been a Metro user since she moved to Washington in 1980.  
 
Ms. Tomaszewski arrived at 6:33 p.m.  
 
Mr. Seip said that senior at American Unversity, studying political science.  He added 
that he uses the Red line to commute as well as the Metrobus Connecticut Avenue and N-
series lines.   
 
Ms. Daniels noted that she lives in Adams Morgan and had recently been reappointed to 
the Council and that she rides Metro every day. She noted that she is a fan of the B30 bus 
that connects to BWI Airport.  
 
Dr. Conn noted that she was original member and was recently reappointed to represent 
Prince George’s County. She said that she is primarily a bus rider, though she also uses 
the Blue and Orange lines. She told members that she worked with WMATA to make 
changes to 30s-series buses, which is her primary line.  
 
Mr. DeBernardo told the Council he lived in Greenbelt and has lived in the Washington 
area for 24 years and has ridden Metro that he entire time.  He noted that he recently gave 
up his car and that he is a suburb-to-suburb commuter, using Metrorail and Metrobus 
between Greenbelt and Mount Ranier.  
 
Ms. Zinkl noted that she has been on the Council for about a year and lives on Capitol 
Hill. She said that she doesn’t own a car and hasn’t owned one for the six years she’s 
lived in the District, meaning that uses Metrobus and Metrorail extensively, most often 
commuting on the Orange and Blue lines.  
 
Robin White said that she commutes from Fairfax County to Capitol Hill using the bus 
and the Orange line and that she has been on the Council for about a year.   
 
Ms. Everline said that she lives in Arlington and has used Metro extensively since 
moving to the Washington area in 1999 since she doesn’t drive.  
 
Mr. Cerny said that he commutes from Fairfax County to downtown using the Fairfax 
Connector bus and the Orange line. He added that he will be able to walk from his house 
to the Wiehle Avenue Silver line station, once it is completed in five or six years.  
 
Mr. Farrell described his commute between Wheaton, where he lives and Alexandria 
using the bus and the Red, Green and Yellow lines. He noted that that he has also tried 
the express bus on Georgia Avenue.  
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Ms. Tomaszewski said that she lives in Springfield and rides the bus and the Red and 
Yellow lines, though she is primarily a slug for her morning commute.  She also noted 
that she attended the inaugural parade and hoped to share her experience with the 
Council. 
 
Ms. Walker told members that she represents the District of Columbia and began her 
service in September 2008. She said that she lives in Brookland and most frequently rides 
the H7/H8 buses. She also noted that she is retired and uses the Metro system during the 
week to travel to various places, such as to visit family in Fairfax County and to attend 
church in Adelphi, Maryland.  
 
Ms. Holland arrived at 6:38 p.m.  
 
Ms. Routt said that she is a new Council member, from Rockville representing 
Montgomery County and has lived in the Washington area since 2005.  She said doesn’t 
drive in the District and commutes via the Red line to the Department of Housing and 
Urban Development and also uses Metro to come in to the city on weekends.  
 
Mr. Alpert told the Council that he lives in Dupont Circle and came to the Council 
because he runs a website that covers transportation and land-use issues in the 
Washington region. He said that he primarily rides the Red Line and sometimes the buses 
in the neighborhood.  Mr. Alpert said that he wanted to give a voice to people in the 
region who use transit through comments on his blog.  
 
Mr. Guruswamy said that he is a new At-Large member and lives in Arlington. He told 
the Council that he takes the Pike Ride buses along Columbia Pike to the Pentagon and 
then Metrorail to work in the District of Columbia.  
 
Ms. Dranzo said that she lives in Takoma Park in Montgomery County, though she has 
lived in several places in Montgomery and Prince George’s Counties. She said that she is 
most familiar with the Red Line and also the 70s and S2 bus lines, since they run near her 
house. 
 
Ms. Holland told the Council that she serves on the Metro’s Accessibility Advisory 
Council (AAC) and was originally appointed to that group to represent individuals with 
intellectual disabilities.  
 
Mr. Sheehan said that he tries to bring the perspective of the AAC to the Riders’ 
Advisory Council.  He added that the relationship between the AAC and the RAC has 
been very cordial, thanks to Ms. Iacomini’s leadership.  
 
 
Ms. Iacomini said that she wanted to take moment of personal privilege to discuss the 
Council’s activities over the previous year.  She noted that the Council brought many 
issues to the attention of the Metro Board and that the Board was very attentive to 
correspondence, conversations and monthly report.  She said that she is very encouraged 
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by the progress the Council made over the past year. She told members that the evening’s 
discussion on the budget will help learn more about Metro, as will the discussion on its 
customer service standards that was also scheduled for discussion.  
 
Ms. Walker and Ms. Everline congratulated Ms. Iacomini on her chairmanship.  
 
 

V. Elections:  
Ms. Iacomini then reviewed the section of the Council’s By-Laws that addressed the 
election of officers. She noted that, for the coming year, the chairman of the Council 
would need to be a member from the District of Columbia and the two vice-chairman 
would need to represent the other two jurisdictions.  She then opened the floor for 
nominations.  
 
Mr. DeGraff arrived at 6:49 p.m.  
 
Chairman:  
Ms. Walker nominated Ms. Zinkl for the position of chairman of the Council.  Ms. 
Everline seconded this nomination.  There were no other nominations.  
 
Ms. Iacomini asked if Ms. Zinkl wanted to say anything prior to the vote. Ms. Zinkl 
thanked members for her nomination. She said that she wanted to continue the trend of 
greater participation and more enthusiasm from Council members as well as developing 
greater partnership with the Board of Directors. She noted that the Council has a lot of 
bright people with good ideas.  
 
Ms. Iacomini then called for a vote on Ms. Zinkl’s nomination. All members present 
voted to elect Ms. Zinkl the Riders’ Advisory Council Chair for 2009.  
 
1st Vice Chair:  
Mr. Cerny nominated Ms. Everline for the position of 1st Vice Chair. There was 
discussion among members as to whether the 1st Vice Chair for 2009 should be from 
Maryland or Virginia. It was determined that the incoming 1st Vice Chair should be from 
Maryland and Mr. Cerny withdrew his nomination of Ms. Everline.  
 
Ms. Holland nominated Mr. Sheehan for the position of 1st Vice Chair.  Ms. Iacomini 
seconded this nomination. Mr. Sheehan said that he appreciated the honor of being 
nominated.  Ms. Iacomini called for a vote, and all members present voted to elect Mr. 
Sheehan the Riders’ Advisory Council’s 1st Vice Chair for 2009. 
 
2nd Vice Chair:  
Mr. Cerny then nominated Ms. Everline for the position of 2nd Vice Chair. Ms. Dranzo 
seconded this nomination.  Ms. Everline said that she looked forward to serving over the 
coming year. Ms. Iacomini called for a vote, and all members present voted to elect Ms. 
Everline the Riders’ Advisory Council’s 2nd Vice Chair for 2009. 
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Ms. Iacomini then handed the gavel to Ms. Zinkl to chair the remainder of the meeting.  
 

VI. Approval of Past Meeting Minutes:  
Ms. Zinkl said as her first official act, she wanted to congratulate Nancy on her 
chairmanship.  She said that when she first joined the Council a year ago, she was a bit 
dispirited and noted that during Ms. Iacomini’s tenure as Chairman, she was able to bring 
Council members together and bring the Council to a better place.  
 
Dr. Bracmort arrived at 6:54 p.m.  
 
September 3, 2008:  
Ms. Tomaszewski moved approval of the September 2008 meeting minutes. Ms. 
Iacomini seconded this motion.  
 
Ms. Holland said that she had questions about how her attendance was noted in the 
minutes – she noted that she was excused from the meetings and that the Council makes a 
distinction between excused and unexcused absences. Ms. Zinkl asked Mr. Pasek if there 
is a distinction is made between the two. Mr. Pasek said that he doesn’t make a 
distinction in the minutes, that they are simply a reflection of which members were or 
weren’t present. Ms. Zinkl said that, since meeting minutes are available to the public, it 
may be helpful to note this information.  
 
Ms. Zinkl asked if anyone had objections to amending the minutes to note that Ms. 
Holland’s absences were excused.   Ms. Walker said if that if the Council did this, other 
members should have the opportunity to have their absences excused as well. Mr. Alpert 
asked about the distinction is between excused and unexcused absences.  
 
Ms. Zinkl said that she didn’t necessarily want to get into the reasons why members are 
unable to attend and would simply differentiate between members who provided prior 
notice of their absence with those who did not. Mr. Sheehan said that is how the AAC 
handles excused and unexcused absences.   
 
Dr. Conn said that while this may be possible to do going forward, it would not be 
possible to go back and change the minutes for everyone.  Ms. Zinkl said that this would 
be for minutes that are before the Council for approval.  
 
Mr. Guruswamy noted that minutes generally just reflect that someone is present or not 
or not present. Ms. Zinkl said that she noted that there was an interest in changing how 
members’ absences were reported from this point forward, but that some members had 
concerns about changing past minutes.  She said that from this point forward, minutes 
would note whether or not members were “absent with notice.”  
 
Ms. Zinkl then called for a vote to approve the September 3, 2008 minutes.  
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In favor: Ms. Zinkl, Dr. Bracmort, Mr. Cerny, Ms. Daniels, Ms. Dranzo, Ms. Everline, 
Mr. Farrell,  Ms. Iacomini, Ms. Tomaszewski, Ms. Walker, Robin White  
Opposed: none 
Abstentions: Mr. Alpert, Dr. Conn, Mr. DeBernardo, Mr. DeGraff, Mr. Guruswamy, Ms. 
Holland, Ms. Routt, Mr. Seip, Mr. Sheehan 
 
Ms. Iacomini suggested approving the rest of the minutes by acclamation.  
 
October 1, 2008:  
Ms. Iacomini moved approval of the October 1, 2008 meeting minutes. Ms. Dranzo 
seconded this motion. There were no corrections or additions to this set of minutes. 
Without objection, the October 1, 2008 minutes were approved as presented.  
 
November 5, 2008:   
Dr. Bracmort moved approval of the November 5, 2008 meeting minutes. Ms. Iacomini 
seconded this motion. There were no corrections or additions to this set of minutes. 
Without objection, the November 5, 2008 minutes were approved as presented.  
 
December 3, 2008  
Mr. DeGraff asked whether or not the Chief’s decision to bring out all of the Transit 
Police officers which he had brought with him to the meeting was reflected in the 
minutes. Ms. Walker said that the Chief did this in response to a question that she asked 
and it was determined that this was, in fact, mentioned in the draft minutes.  
 
Ms. White moved approval of the December. Ms. Daniels seconded this motion. Without 
objection, the December 3, 2008 meeting minutes were approved.  
 
January 7, 2009: 
Ms. Everline noted one correction that need to be made to the minutes.  
 
Dr. Conn moved approval of the January 7, 2009 meeting minutes, as amended. Ms. 
Everline seconded this motion. Without objection, the January 7, 2009 meeting minutes 
were approved.  
 
 

VI. Review of FY2010 Budget:  
Carol Kissal, Metro’s Chief Financial Officer, explained that Metro was formed by a 
compact or agreement between Metro’s jurisdictions in the 1960s.   
 
Ms. Kissal told members that Metro’s budget is approximately $1.3 billion annually and 
explained that Metro pays its operating expenses in essentially two ways. She noted that 
about 60% of Metro’s budget comes from passenger and other revenue, including 
passenger fares and parking and advertising revenues. She said that this revenue accounts 
for approximately $775 million annually, with about $650 million of that coming from 
passenger fares. Ms. Kissal added that about 40% of Metro’s budget is provided as 
subsidies by Maryland, the District of Columbia and localities in Northern Virginia.  
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Ms. Kissal then discussed Metro’s year-to-year expenses.  Ms. Routt asked why Metro 
never became a taxing authority.  Ms. Kissal explained that Metro has tax-exempt status, 
similar to municipalities, which allows it to save money by issuing tax-exempt bonds, for 
example.  Mr. Cerny added that because Metro serves three jurisdictions, it would be 
difficult to give it taxing authority.  Ms. Kissal added that, while most transit authorities 
across the country are funded by tax revenue, these agencies are largely confined to one 
locality or state, unlike Metro.  
 
Ms. Kissal then continued her review of Metro expenses. She explained that the bulk of 
Metro’s expenses are for personnel, comprising approximately 80% of its costs.  She said 
that the remainder of the budget went to pay for things like fuel, utilities, spare parts and 
insurance – both workers’ compensation and liability insurance.  Ms. Kissal added that, 
Metro’s costs increased significantly in 2009 for things like health insurance and pension 
liabilities. She said that members’ may note that their 401(k) plans may have declined 
significantly over the past year and that Metro’s pension liabilities have similarly 
increased because it is responsible for funding employee pensions.  She explained that 
this increase, among other factors, has led to Metro having a $1.3 billion budget this year.  
 
Ms. Kissal then discussed Metro’s spending for the current fiscal year-to-date budget, 
noting that Metro has spent approximately $660 million thus far. She said that, looking to 
next year’s budget, which begins July 1st, it is projected at between $1.4 and 1.5 billion, 
primarily due to increased pension and energy costs and increases in health care costs.  
 
Ms. Walker asked why pension costs doubled from $45 million to $93 million between 
the FY2009 and proposed FY2010 budgets.  Ms. Kissal said that because of the losses in 
the stock market, Metro needs to make up the difference to fund employees’ pensions.  
Ms. Zinkl clarified that these payments were not to individual employees, but rather to 
pension funds. Ms. Kissal said that this was correct and that the contributions were to 
defined-benefit and 401(k) plans which Metro is obligated to fund.  
 
Ms. Kissal said that Metro’s funding jurisdictions communicated that they would be 
providing Metro with the same level of subsidy as they did last year. She noted that, with 
expenses going up and the same level of subsidy being provided to Metro, it would need 
to cut costs to balance its budget. She explained that Metro was currently performing an 
analysis of how it could cut costs for next year.  She noted that, since 90% of Metro’s 
cost structure is labor, Metro will be laying off staff.   She added that Metro will 
recommend $81 million in cuts to try and make the Authority’s cost structure more 
sustainable, and that most of these cuts will come in the form of layoffs of non-service 
personnel.  She said that these cuts will not affect transit service.  
 
Ms. Kissal noted that even if Metro were to make the $81 million reduction, it would still 
be faced with a $75 million budget gap.  She said that Metro is looking at reducing 
service levels to close this gap and explained that staff from the jurisdictions has 
conducted an analysis of service level reductions and will provide the Board with a list of 
$80 million in potential service reductions at its meeting the following week.  Ms. Kissal 
said that the Board would review this list and decide whether or not to hold public 
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hearings on these proposals.  She explained that, once the public hearings are authorized, 
information would be available for the public to review and comment on and, at the 
conclusion of the hearings, Metro staff would go back to the Board of Directors and make 
recommendations based on the public hearings.  
 
In response to a question from Ms. Zinkl, Ms. Kissal said that a report detailing the 
proposed cuts would be delivered to the Board on February 12th and would decide then 
whether or not it would approve holding public hearings. She added that it is the Board’s 
decision on what actions to take, if any, in response to the report.  
 
Ms. Kissal noted that Metro’s administrative cuts may grow from the presently-proposed 
$81 million in order for Metro to have to make less service cuts. She said that the 
economic climate as well as the proposed stimulus package may have an effect on 
Metro’s budget. She added that the stimulus package may help Metro close some of its 
budget gap without service reductions. She then opened the floor for questions.  
 
Ms. Zinkl noted that the approved FY2009 Budget for personnel is $656 million and the 
baseline FY2010 budget shows a $45 million increase and asked for an explanation of 
this increase.  Ms. Kissal responded that most of Metro’s labor is union workers and are 
covered by contracts, and that the budget assumes increases set forth in these contracts. 
She added that because Metro is in arbitration with some of its unions, this number was 
revised somewhat lower.  
 
Mr. Sheehan asked if Metro has considered furloughing employees instead of conducting 
layoffs. Ms. Kissal said that Metro has looked at this and rejected the idea. She said that 
the need for a furlough means that the budget is structurally unsustainable.  
 
Ms. Holland asked if there was going to be any impact on paratransit. Ms. Kissal said that 
no impact is anticipated at this time and, in fact, paratransit saw the largest increase of 
any item in the budget, approximately 20%, because of the increase in eligible riders. She 
added that any change on paratransit would come from the Board.  Ms. Holland also 
noted that MetroAccess is moving from Silver Spring to Hyattsville and asked if that was 
included in this budget. Mr. Harcum responded that the costs for this move were already 
included in Metro’s capital budget.  
 
Ms. Dranzo asked about the employees subject to layoffs and whether they would be 
low-level, mid-level or higher-level employees.  Ms. Kissal responded that employees 
subject to layoffs would come from all levels within the Authority.  She said that Metro 
looked at all of its lines of business when reviewing its budget and positions for the 
coming year and, in many cases tried to streamline its management by doing things like 
having managers responsible for more employees.  
 
Mr. Guruswamy asked about Metro’s plans to reduce overtime, and noted that other 
transit agencies have had to cancel trips in order to limit the amount of overtime that they 
must pay out.  He asked how Metro is planning to avoid this.  Ms. Kissal said that Metro 
is managing its overtime – scheduled and unscheduled – quite well of late and that Metro 
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has come in under budget for overtime over the last two months. She said that she is 
confident that Metro can continue this trend.  
 
Mr. Alpert asked about the recommendations that would be presented by the 
Jurisdictional Coordinating Committee (JCC) on service cuts.  Ms. Kissal responded that 
this is a report, rather than recommendations, and would be presented to the Board and 
the Board would then make any decisions on what to do with the report.  In response to 
further questions from Mr. Alpert, Ms. Kissal said that if the Board takes action on the 
report, there would be several public hearings, which would allow for public discussion 
on any proposed cuts. 
 
Mr. Alpert noted that Ms. Kissal had said that the decline in the stock market had led to a 
reduction in the amount of pension funds that Metro had available asked how Metro’s 
assets were invested.  Ms. Kissal responded that Metro has four unions and each union 
has a trust, with appointees split between labor and management and that each trust has a 
set of investment guidelines.  She said that these trusts are pretty well diversified and 
fairly conservative.  Ms. Zinkl said that this seems like a fairly standard pension fund 
investment strategy.   
 
Mr. Alpert said that if he lost money in his investments then he wouldn’t be able to go to 
his employer to ask them to make up the difference. Ms. Zinkl responded that, because 
these are defined-benefit, rather than defined-contribution plans, then Metro is 
responsible for making up that difference. Ms. Kissal noted that Metro does have a lot of 
legacy costs such as defined-benefit plans and the only way to address these costs is by 
renegotiating contracts. She said that with new employees, one way to reduce these costs 
is by requiring a certain contribution for health care costs or for 401(k) programs and that 
is how Metro is trying to proceed.  
 
Mr. Alpert said that if Metro knows that it has to set aside a certain amount of money 
each year to pay for pensions, then it seems irresponsible to make investments that could 
go up or down by such a significant amount.  Ms. Kissal said that the losses on the trust 
funds are on balance with the losses in the stock market – the S&P index has lost 
approximately 40% and Metro has lost a similar amount.  
 
Ms. Routt asked whether laid-off employees will be getting severance packages. Ms. 
Kissal said that employees will get whatever is provided for in their contract, though 
administrative employees are not entitled to severance payments. Ms. Iacomini noted that 
these administrative employees constitute the bulk of the employees to be laid off. Ms. 
Kissal clarified that most of the positions to be eliminated that are currently filled are 
union positions.  
 
Ms. Walker said that she remembered that when Metro first open, it had planned to 
eliminate many bus routes to steer riders to the rail system, but did not do so because of 
public outcry, and asked whether or not Metro had considered doing this.  Ms. Kissal said 
that Metro evaluates its routes all of the time based on their productivity. 
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Ms. Tomaszewski noted that she is a union member. She said she wanted to ask about the 
timeline for the service reductions.  Ms. Kissal noted that once the report was provided to 
the Board on February 12th, it would be a public document available for review.  She said 
that the public hearings would be in March and additional decisions would be made by 
the Board in April, with a decision on the budget and service reductions coming in May 
or June. She noted that the Board had other options to reduce expenses as well.  
 
Mr. Farrell noted that the General Manager hasn’t recommended any fare increase. Ms. 
Kissal said that the General Manager is prohibited by Board policy from recommending a 
fare increase until after the end of the coming fiscal year.  She said that the Board would 
have to initiate any fare increase discussion.  
 
Mr. Farrell also asked about other revenues, such as Metro’s advertising revenue. Ms. 
Kissal said that Metro has a guaranteed advertising contact that runs through the end of 
next year and is fairly lucrative, since it guarantees revenue. She said that Metro has to 
renegotiate the contract for FY2011, and that the economy may have recovered by then. 
She also said that Metro may see increases in other revenues for the coming year, such as 
revenue it receives from fiber optic companies.  
 
Mr. Cerny asked about the economic stimulus bill and if there is an opportunity for Metro 
to move some funds from the capital program to help its operating budget. Ms. Kissal 
said that Metro may be able to move some money to supplement its preventative 
maintenance program that it currently pays for with federal formal grants.  
 
Ms. Everline asked about Metro’s revenue projections for the coming year. She noted 
that Metro’s projections are generally conservative with regards to ridership increases 
and asked whether Metro was conservative in estimating ridership for FY2010. Ms. 
Kissal responded that rail ridership has been growing at around 3% annually and Metro 
assumed 3% growth for the coming year and that it may be possible to increase its 
projected bus revenue due to the elimination of paper transfers, but that Metro needs to 
study this. She said that if Metro estimates rail ridership too far above 3% for next year 
and it does not materialize, that would cause trouble with the budget.  
 
Mr. DeGraff asked if ridership information is available that would show how many riders 
would be affected if Metro makes certain cuts to service.  Ms. Kissal said that 
information would be contained in the JCC’s report, which is expected to be made public 
next week.  Mr. DeGraff also asked if Metro has long-term contracts to help moderate the 
price of items it buys in large quantities, such as fuel.  Ms. Kissal responded that Metro 
does have contracts for such things, and has a hedge program to buy diesel fuel. She 
added that Metro is also working to try and buy energy at wholesale rates to save money.  
 
Dr. Bracmort asked if the Metro Board will have the option to offer senior employees the 
option of a retirement package.  Ms. Kissal responded that Metro doesn’t have any plans 
to do anything like that.  
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Ms. Iacomini noted that there was an article in today’s New York Times about the 
reductions that transit authorities around the country are having to make to try and 
balance their budgets.  Ms. Kissal noted that Metro has the nation’s highest cost recovery 
among rail systems.  
 
Mr. DeBernardo said that people in northern Prince George’s County are still affected by 
service cuts that were proposed last summer and wondered if the cuts that will be 
proposed for next year include these. Ms. Kissal responded that she didn’t know which 
cuts were included in the JCC’s report.  Mr. DeBernardo also noted that departments are 
being asked to make 10% department cuts and wondered if those cuts could be deeper. 
Ms. Kissal said that she expects the Board to ask Metro to look for additional program 
cuts.  
 
Dr. Conn asked for an explanation of the “other fringe benefits” line item in the budget 
and asked what that line includes. Mr. Harcum said that this item included FICA and 
payroll taxes, heath/life/dental insurance. Dr. Conn asked if these were arbirtrary 
commitments. Ms. Kissal responded that these were commitments made by Metro when 
offering employment and there would be an issue with modifying these commitments.  
 
Dr. Conn also asked about revenue and expenses from the inauguration. Ms. Kissal said 
that Metro received around $3.4 million in revenue for the inaugural weekend and 
incurred about $5.2 million in expenses. In response to a question from Ms. Zinkl, Ms. 
Kissal said that Metro is hoping to be reimbursed for its expenses.  
 
Ms. Zinkl thanked Ms. Kissal and Mr. Harcum for coming to the meeting.  She asked if 
the detailed budget is available.  Ms. Kissal said that while Metro had previously 
produced a hard copy of the proposed budget, it did not do so this year both to cut costs 
and to be environmentally-friendly.  She said that once a final budget is approved, in May 
or June, hard copies of it will be available and that Council members can also access 
budget presentations made to the Board through the Metro website.  
 
Ms. Zinkl said that the Council needs to think of how it spends its time as a body. She 
noted that the proposals for cuts would be made public next week and asked for 
members’ reaction to getting together after the JCC’s report is released to discuss the 
proposed cuts and possibly making a statement.  
 
Mr. Guruswamy said that there will be public hearings held, and the JCC’s report will be 
a menu of options for the Board to consider. He said that he isn’t sure of the utility of 
providing input until it is known which routes will be the subject of hearings. Ms. Zinkl 
suggested that the Council might want to provide the Board with input prior to its making 
the decision about specific routes on which to hold hearings.  
 
Dr. Conn asked what information about possible cuts would be available next week. Ms. 
Zinkl said that it is her understanding that the Board will be presented with a menu of 
options for service cuts next week, though she did not know when the Board would act 
on that menu and approve hearings.  Mr. Guruswamy said that the more items that are 
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included on the list and the more possible cuts approved for hearing, the greater latitude 
the Board would have in making its final decisions.  
 
Ms. Zinkl asked members if they would be willing to have an additional meeting to 
discuss this topic and added that she is concerned about the Council waiting until its next 
regularly-scheduled meeting on March 4th to take action.  There was discussion among 
members about scheduling an additional meeting and trying to find a time that would 
work best for those members that are interested.  Mr. Pasek said that he would coordinate 
a time that would work best for the most members.  
 
 

VII. Customer Service Standards:  
Ms. Zinkl then introduced Metro’s Deputy General Manager Gerald Francis to discuss 
Metro’s proposed Customer Service Standards.  
 
Mr. Francis introduced himself and Christian Kent, Metro’s Assistant General Manager 
for Access Services.  He noted that he had presented information on the customer service 
standards to the Council in December and that members should have also recently 
received a package containing the complete standards document.   
 
Mr. Francis noted that he is the staff representative to the Metro Board’s Customer 
Service Committee.  He said that he has learned that the success of any transit property is 
measured by the quality of service provided to its customers.  He said that one of the 
things that the Council has assisted him with is Metro’s Communications Initiative.  He 
provided some information about the changes Metro instituted in its communications 
during incidents as a result of his working with the Riders’ Advisory Council, such as 
providing more realistic information about bus bridges, distributing maps that show 
riders’ alternate transportation options from each station and other improvements.  
 
He said that he wanted the Customer Service Delivery Standards to be collaborative 
effort between Riders’ Advisory Council and Metro staff. He said that he wanted to make 
sure that customers have realistic expectations and Metro is communicating these 
expectations to customers.  He gave the example of escalator reliability noting that 
Metro’s escalator reliability is around 93% and discussed the factors that affect escalator 
performance numbers.   
 
Mr. Francis said that he would like to work with each member of the Council to develop 
additional customer service standards and noted that developing these standards will take 
time.  He then turned the presentation over to Mr. Kent.  
 
Mr. Kent said that the Customer Service Standards are an issue of perception. He noted 
that the creation of the Riders’ Advisory Council was also an issue of perception – there 
was the perception that Metro needed additional insight into what its customers wanted. 
He said that, despite the fact that Metro is having increased dialogue with its customers 
through groups like the Riders’ Advisory Council, there is a perception that Metro is still 
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not fully attuned to its customers’ wants. He said that the first step in resolving this issue 
is to ensure that both sides understand each others’ perceptions and then move forward.  
 
Ms. Iacomini left the meeting at 8:13 p.m.  
 
Mr. Kent then said that he wanted to discuss what Metro means when it refers to 
“standards” and explained that Metro measures itself against other transit agencies.  He 
noted that this doesn’t give impression that Metro is listening to customers, as opposed to 
other transit agencies. He said that Metro is trying to figure out reasonable expectations 
for customer service now that the Authority has customers’ voices included in the 
dialogue.   
 
Mr. Kent said that his goal for the evening to let Council members know the purpose of 
the document and to make a recommendation to the Council on how to proceed on 
providing input.   He explained that the full document was not meant to be presented as a 
finished product – it is a beginning and a starting point for discussion.  
 
Ms. Zinkl said that this is good to hear that the Authority is in the same position as the 
Council.  She noted that the Council often has a hard time getting through presentations 
in the two hours of its meetings and also that some things are presented to the RAC that 
are largely finished.  She noted that the Council is looking for more time to contemplate 
issues and to work as a partner with Metro in developing recommendations.  
 
Ms. Zinkl said that if members have reviewed this document and want to make comments 
this evening, that would be alright, but that it may be more effective for the Council to 
form a working group to provide feedback on the on standards.  
 
Ms. Walker asked about how the agendas for Council members are developed.  Ms. Zinkl 
said that she doesn’t have much experience in developing agendas, but she wants to make 
sure that agendas have items that are meaningful for the group and that also respects 
Authority staff’s time.  Mr. Pasek said that the Council chairman has final authority over 
the agenda, though, in response to an additional question from Ms. Walker, he noted that 
Metro staff members often ask to have items placed on the Council’s agenda.  
 
Mr. Kent said that the Council’s agenda depend on the role the Council wants itself to 
have.  He noted that there may be some issues that the Council can discuss at length, 
while other on other issues Metro is looking to make a decision and needs more 
immediate feedback from Council members.   
 
In response, Ms. Zinkl said that the Council can look at using email more often to get 
items out for more immediate review and comment. She also noted that sometimes in 
presentations to the Council, it is difficult to figure out the “rider issues” on which Metro 
is looking for input.  
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Mr. Kent noted that the Council’s current meeting structure doesn’t lend itself to the 
discussion that the Council wants to have and that a task force may make more sense. He 
noted that staff wants to listen and not give too many recommendations.  
  
Ms. Zinkl said that she that this is something that could lend itself to a working group if 
members are interested.  Dr. Bracmort proposed that members look over the book and 
emailing comments.  
 
Mr. Francis said that he wanted to reiterate that this is very important standard, since it 
would be the first time that Metro would have customer service delivery standards and 
that it can take as long as necessary to develop these standards.   
 
Ms. Zinkl suggested that members email comments to Mr. Pasek and she will look to see 
if members are interested in forming a working group.  She thanked Mr. Francis and Mr. 
Kent for their presentation.  
 
Mr. Cerny left the meeting at 8:31 p.m.  
 
Ms. Zinkl said that the Council is hoping to have an orientation session next month. Mr. 
Pasek asked that members send him topics that they would like discussed.  
 
There was additional discussion about coordinating meeting times for the working group 
on proposed service cuts and on the customer service delivery standards.  Ms. Zinkl said 
that she noted that members have expressed interest in working on technology issues and 
the Metro website.  
  
Dr. Conn said that she would like for members to consider holding meetings on 
Saturdays to allow for additional time for discussions.  
 
Ms. Zinkl asked members to let Mr. Pasek know of their interest in the various working 
groups so that he could help coordinate meeting dates and times for these groups.  
 
 

VIII. Adjournment:  
Without objection, Ms. Zinkl adjourned the meeting at 8:33 p.m.  
  
 
 
 
 
 


