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This report documents outreach and engagement conducted for Metro’s Los Angeles County Rail
Network Integration Study (RNI). The Metro team conducted two rounds of engagement with
representatives from twelve community-based organizations (CBOs) regarding the transit system
experience within Los Angeles and surrounding counties as well as the six RNI study stations: Van
Nuys, Burbank Airport North, Burbank Airport South, Downtown Burbank, Norwalk C Line, and
Norwalk/Santa Fe Springs. The team also distributed intercept surveys to transit riders at three of
the six stations: Van Nuys, Downtown Burbank, and Norwalk C Line.

The goal of the engagement with the public and CBOs was to better understand what improvements
should be considered and prioritized for future planning, funding, and implementation.

The feedback gained through the CBO engagement workshops and from the intercept surveys
highlighted common opportunities for improvement. These include:
e Communication upgrades, particularly signage, wayfinding, and live schedule updates.
e Connectivity issues, particularly pedestrian and bicyclist infrastructure in the surrounding
neighborhoods.
o Accessibility (ADA) issues, including deficiencies with vertical circulation such as elevators or
escalators.
e Customer experience improvements and amenities, particularly lighting, seating, shade/rain
protection, and cleanliness.

The document is organized into five sections:

1.0 Introduction
2.0 Systemwide Feedback
3.0 Comparative Station Intercept Survey Results
4.0 Station Findings
4.1 Van Nuys Station/Study Area
4.2 Burbank Study Area
»Includes Burbank Airport North, Burbank Airport South, and Downtown Burbank Stations
4.3 Norwalk Study Area
»Includes Norwalk C Line and Norwalk/Santa Fe Springs Stations

Supporting appendices include engagement materials and survey results.

1.1 Methodology
CBO Engagement

Metro staff reached out to a vast network of community organizations across LA County existing in
the Metro Community Based Organization Database. These include Norwalk Unides, Southern
California Resource Services for Independent Living, Pacoima Beautiful, Los Angeles Neighborhood
Initiative (LANI), Long Beach Environmental Alliance, Long Beach Gray Panthers, Independent Living
Center of Southern California, The Transit Coalition, Mundo Maya Foundation, and Greater LA
Realtors, Move LA, and People for Mobility Justice.
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These CBOs, who serve or work within the three study areas (Van Nuys, Burbank, and Norwalk),
participated in two rounds of engagement workshops to discuss systemwide improvements at the six
study stations. Metro provided an overview of the Rail Network Integration Study objectives, the
systemwide needs assessment for infrastructure, operational improvements for the three regjonal
hubs, and the performance criteria measured. CBOs described what they’ve heard from their
communities of interest concerning their experiences at the three stations and traveling systemwide.

Each round of workshops included one in-person session and one virtual make-up session. The first
round occurred on August 15 (in-person) and August 29 (virtual), 2023, and focused on collecting
feedback on the station areas, such as usage patterns, issues, and suggestions for improvement. As
part of the first round of engagement, a survey of CBO participants was also conducted in August of
2023 to elicit additional feedback (see Appendices D and E for the survey).

The second round of workshops occurred on September 12 (in-person) and September 15 (virtual),
2023. In the second round, participants were presented with proposed station improvements and
collected comments from the first round. Feedback was collected to ensure that the proposed
improvements and notes accurately captured the comments collected in round one.

Intercept Survey — General Public

An intercept survey was distributed at three station areas, Van Nuys Station, Downtown Burbank
Station, and Norwalk C Line Station, during the peak travel periods of approximately 5:30 am-9:00
am and 4:30 pm-7:30 pm on October 10 and October 11, 2023. Surveys, approximately the size of
bookmarks, were distributed with QR codes and survey links that allowed transit riders to complete
the survey through SurveyMonkey in either English or Spanish (see Appendix G for survey samples).
People who completed the entire survey voluntarily could enter for a chance to win a $50 visa
reward card that they would receive via email.

The approximate number of surveys distributed and response rates at are in the table below. At all
stations, 497 people completed the first page of the survey and 385 people completed the entire
survey (see Appendix F for Intercept Survey Responses). Our overall response rate of 17% is in line
with the industry average for an online intercept survey of this length.

Van Nuys
Metrolink

Burbank
Downtown 400 79 (20%) 69
Metrolink

Norwalk C

Line

(incl. Norwalk

Transit #4 2,200 337 (15%) 253
transfers to

Norwalk

Metrolink)

Total 2,900 497 (17%) 385

300 81 (27%) 63
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Through the CBO workshops, CBO survey, and Intercept Survey, a significant number of responses
were received that spoke to the wider Metro system as a whole. The results of the workshops and
the surveys are summarized below.

2.1 CBO Systemwide Workshop Discussion

The Round 1 workshops began with a plenary discussion on respondents’ travel behavior and
challenges experienced with the Metro system, in general. After splitting into three station-level
breakout groups, additional feedback was collected about travel experiences at the specific stations
and the Metro system. The systemwide improvement-level feedback from the plenary sessions

and the breakout sessions are captured here, categorized by theme.

Communications

e Consider app upgrades:

o Consolidating all apps, enabling users to access ticket purchasing features, bike and
vehicle parking information, general information, scheduling, and real-time planning
in the same place.

o Realtime geolocation on mobile devices to help with in-app wayfinding

o Disruptions, update schedules, and the location of any temporary services should be
available in real-time.

o ldentifying safe bicycle routes in the area around the stations. One respondent
indicated that the Transit app or Google Maps includes routes that do not feel safe
for cyclists and that they would like an alternative app with safer routes.

o Less confusing bike parking locators.

e Consider the needs of a wide range of users:

o Several respondents indicated that analog (non-digital) trip planning and ticketing
should be preserved for seniors, such as physical TAP cards.

o Older people, as well as people with heat/weather/air quality sensitivities, rely on
traditional media to show trip delays and expected weather before embarking on
their trips.

o Many call in to hear about bus/train information

o Some users use standard paper timetables.

o Multi-lingual information is necessary.

e Payment considerations:

The payment system on the app is confusing.

Sacramento’s ticketing system should considered as a good example.

Cash options should be added or preserved.

People using cash to purchase rides have difficulty with transfers.

An observation that some people are not tapping the TAP card

A complaint that the customer services kiosks to refill TAP cards are closed on
weekends

o The suggestion of introducing a unified fare/cost for all transit travel

o O O O O O
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e Wayfinding and signage considerations:

o Accurate and up-to-date signage at stations is heeded. This applies to longer-term
projects, such as the opening of the regional connector, and short-term disruptions,
such as station closures.

o Signage that indicates where bicyclists should park.

o Maps with accessible routes (all modes) should be added and maintained on
signage.

Amenities and Accessibility

e Improve accommodations for non-English speakers:
o Hire bilingual and trilingual ambassadors.
=  Ambassadors, when available and speak languages other than English
(Spanish), have been appreciated.
= Sign language (ASL) should be a consideration.
o Invest in technology that translates speech from language to language for easier
communication.
o Provide instructions in languages in addition to English at Metrolink stations (noted
for Spanish, especially at the Bike Stations).

e Improve accommodations for individuals who are hard of hearing and vision impaired,
including bigger signs and text and clearer audio announcements (particularly as sounds can
be muffled in tunnels).

e Improve accommodations for people with mobility impairments:

o Additional elevators, including elevators big enough to hold bikes.
o Travel distances to platforms from bus stops and station entrances should be
shortened where possible.

e Other general station improvements identified:

o Shade for walkway areas in addition to waiting areas

o Water misters for locations with very hot stations
o More bike parking
o Drinking water stations
o Additional security
Connectivity

e Commenters indicated that wayfinding does not indicate the distance (in blocks or minutes)
to the station

e Trailblazing signs are needed in surrounding neighborhoods.

e Improve class IV bike facilities or slow streets near stations.

Operations

e Respondents indicated that 15-30 minute rides on transit systems with seamless trip
connections are desired.

e |t was recommended that municipal and regional transit services coordinate better on
infrastructure needs.

Page 5



L.A. County Rail Network Integration Study Task 6 Final, August 2024

2.2 CBO Survey - Systemwide Responses

This section outlines the results of the first portion of the CBO survey, administered in August 2023,
which asked participants about trip planning that pertained to the transit system as a whole - not a
specific station. Thirteen (13) CBO representatives participated in the survey.

The latter portion of the survey, which asked respondents questions more specifically about the six
station areas, is summarized in section 4 of this report within its respective study area.

Each question is included followed by a summary of responses:

What modes of public transportation do members of your community typically use? (Select all that

apply)

Other (please specify) - 2
Amtrak - [N s
Metrolink _ 6
Metro Light Rail (A Line (Blue/Gold); C Line (Green);... [N 10
Metro Heavy Rail (B Line (Red), D Line (Purple)) Y 8
Municipal Express Bus (e.g., LADOT Commuter... _ 3
Municipal Local Bus (e.g., Long Beach Transit,... NG 5
Metro Bus Rapid Transit (G Line (Orange); J Line... [N 4
Metro Rapid Bus (e.g., 720, Santa Monica-... _ 8
Metro Express Bus (e.g., 577, El Monte-Long Beach... |G 4
Metro Bus Local Lines [ 11

Metro Micro - 1

0 2 4 6 8 10 12

Of the 13 respondents to this question, nearly all use Metro bus lines and Metro Light Rail Lines,
while over half use Metro Rapid Bus and Metro Heavy Rail.
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What tools do your community members use to plan their trips? (Select all that apply)

N

Other (please specify)

Word of mouth

w

Paper maps

w

[¢e)

Information at stations

=

Bike-share or scooter-share phone apps

Online maps, such as Google Maps or Apple Maps _ 10
Transit App or other or other municipal transit apps _ 7
(e.g. LADOT, Long Beach, Big Blue Bus)
Metro.net (official Metro website) _ 6
0 2 4 6 8 10 12

Of the 13 respondents to this question, three-quarters use online maps to plan their trips, while
almost two-thirds use information at stations, over half use official Metro Phone Apps, and half use
Transit App (or another municipal transit app.)

If using a Metro Phone app, which one(s) are used?

Of those surveyed, 9 people responded to this question. One-third do not use these phone apps, two
use Moovit, two use Transit, one uses Google Maps, and one uses the TAP app.

While you or your community members are traveling, what information do they need? Are there gaps
in information?

Of the 11 people who answered this question, more than half of the respondents noted that there
was an information gap when it comes to delays and transit cancelations. One respondent noted that
“The bike community needs information about safe first/last mile connections, protected bike lanes,
[and] slow streets. Places that all bicyclists from 8 to 88 can ride to their destinations from Metro.”
Other responses include a desire for real-time tracking of trains/buses on the app, and a need for
analog information at stations and stops for those without phones.
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Which of the following information is sought by you or your community members when using trip
planning tools? (select all that apply)

Travel Information: Route(s) information & e 11

Timetables

Travel Information: Total travel time / Total travel I 10

costs

Payments: How to pay for the trip / What discounts e 11

or free rides are available

Transfers: How to pay for trip transfers between legs T

of a transit trip

Transfers: Connecting services / How or where to e o

transfer / How or where to walk between...

Where and how to access services: Where to get on I 10

the bus / Where to get on the train

Parking: How to access parking and potential costs / . -

How to access bike parking, what it costs (if...

Other (please specify) I 2

Of the 13 respondents to this question, nearly all respondents noted: route(s) information &
timetables, travel information: total travel time/total travel costs, payments: how to pay for the
trip/what discounts or free rides are available, and where and how to access services: where to get
on the bus/where to get on the train.
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Regarding fare payments on Metro and local bus services, do you and/or your community know

about the following? (Select all that appl

Transferring between Metro rail and other bus
services (e.g. Metro Bus, BurbankBus, Norwalk...

Free transfers between Metro rail and/or buses (2-
hours, one direction)

Free fares for students (GoPass), and low income
households (LIFE)

Discounts for seniors, students (U-Pass), low income,

disabilities

I ) I
(%] [62]
(o]
(o)

TAP card fare capping (daily and weekly)

w

EZ Transit Pass Program

(%]

Purchasing or reloading a TAP on a Metro bus

Purchasing or reloading a new TAP card online or on a
phone
Purchasing or reloading a TAP card at a TAP ticket
vending machine, vendor, customer care center

| |
=
o

How to use a TAP card 12

o
N
S
()]
(o]

10 12 14

Of the 13 respondents to this question, 92% know how to use a TAP card. Less than a quarter know
how to use the EZ Transit Pass Program or get free transfers between Metro rail and/or busses. Less
than half of respondents know how to purchase or reload a TAP card on their phone or on a Metro
bus, and less than half know how to transfer between Metro rail and other bus services.
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Regarding fare payments on Metrolink and Amtrak, do you and/or your community know about the
following? (Select all that appl

Transferring between Amtrak rail and Amtrak
Thruway Buses

Transferring between Metrolink and other bus or rail
services using a Metrolink ticket

Discounts for those with EBT cards (Mobility-4-All)

EZ Transit Pass Program

Riding Amtrak with a Metrolink monthly Pass (Rail 2
Rail)

Purchasing a Metrolink or Amtrak Ticket online (Daily
or monthly)

Purchasing a Metrolink or Amtrak Ticket in person/at
a machine (Daily or monthly)

Of the 9 respondents to this question, almost 90% know how to purchase a Metrolink or Amtrak
ticket in person. Zero respondents know about the EZ Transit Pass Program, and only 11% are
familiar with the Rail 2 Rail Program. Less than a quarter are familiar with the Mobility-4-All program.

What are the challenges that you or your community face while planning for a transit trip?

Of those surveyed, 12 responded to this question. Answers varied and included:

e Access to safe bike routes and bike information

e Confusion over the fare structure

e Paying for fares

e Accessing low-income and/or disabled ticket options

e Reliability of trip information

¢ Understanding how far apart bus and rail stations/stops are when planning a trip

¢ Finding out whether or not the station/stop will have adequate sun/rain protection,
restrooms, accessible routes, or other amenities.

These challenges were more pronounced for seniors with varying degrees of digital literacy.
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What type of mobility options would you and/or your community use to access the transit system

from home? (Select all that apply)

Other (please specify) . 1
Shared Ride Service (e.g. Uber, Lyft, Taxi) or Carshare _ 5
Service
Paratransit Services - 2
waic I
Skateboard/Scoot _ 4
oie | 5
Metro Micro 0
Carpool/Vanpool _ 4

o
N
N
[e)}
[ole]
o

12 14

Of the 13 respondents to this question, over 90% said that they would walk to transit from home,
while over half indicated that they would drive alone.

What are the challenges that you or your community face getting to transit?

Of those surveyed, 13 people responded to this question. Several respondents indicated the
distance of the station to their homes is a challenge, and several responded that the lack of shade at
the stations is a challenge.
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What type of mobility options would you and/or your community use to get from transit to their final
destination? (Select all that apply)

Other (please specify) 3

Shared Ride Service (e.g. Uber, Lyft, Taxi) or Carshare
Service

Paratransit Services 4
Wheelchair 5
Walk 13
Skateboard/Scoot 2
Bike 5
Carpool/Vanpool 4

Drive alone 5

All respondents to this question (13 of 13) indicated that they or members of their community would
walk from transit to their final destination. Nearly half indicated that they and/or their community
would take a shared ride service from transit to their final destination. Over a third indicated that
they and/or their community would use a wheelchair, and just under a third would use paratransit
services.

What are the challenges that you or your community have in getting to their final destination?

Of those surveyed, 11 people responded to this question. Several respondents spoke about the need
for better shade protection at bus stops/rail stations, especially considering the heat island effect.
Two respondents noted challenges with current pedestrian/bike infrastructure and wayfinding, and
two indicated that the length of travel time was a challenge.

What are the challenges that you or your community face transferring during a trip?

Of those surveyed, 11 people responded to this question. Several respondents mentioned the time it
takes to transfer is a deterrent, and others noted issues such as reliability and a lack of legible
signage at transit stops and elsewhere. For example, “A member recently noticed that on Grand
Avenue with the new Regional Connector open, there is no Metro signage leading to the bridge and
station entrance to the Bunker Hill station.”
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2.3 Intercept Survey of General Public

The intercept survey, distributed in October of 2023 as outlined in the Methodology Section 1.1,
asked all participants a variety of questions.

Several of the questions pertained to trip-planning tools. In contrast to the rest of the intercept
survey, which asks respondents questions specifically about the station at which the survey was
distributed, this section pertains to the trip planning behavior of all intercept survey respondents,
and thus, the answers have been aggregated.

For questions in this section, 385 total people - from the three stations where surveys were

distributed - completed some or all of the questions. Of these responses, 63 are from the Van Nuys
Station, 69 are from Downtown Burbank Station, and 253 are from the Norwalk C Line Station.
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What tools do you use to plan your trips? (Select all that apply)

A44%
33%
. . 229
Metro.net (official Metro website) 28%
26%
Transit App or other or other municipal transit apps (e.g. wy
LADOT, Long Beach, Big Blue Bus) 35%
- 449
Online maps, such as Google Maps or Apple Maps 19

2%
Bike-share or scooter-share phone apps ' 1%

Information at stations 12%

Paper maps '7‘710%
5%
5%
Word of mouth ‘4‘%:)
6%

. 19%
Other (please specify) 19%
8%

0% 10% 20% 30% 40% 50% 60% 70%

B Van Nuys HDowntown Burbank  ® Norwalk C Line

Approximately half of the 385 respondents to the question plan their trips using online maps such as
Google Maps or Apple Maps, and over a third of respondents use official Metro phone apps. For the
most part, the popularity of tools is consistent throughout the three stations, but Van Nuys Station
respondents use more paper maps and information at stations to plan trips than other station
respondents. Common write-in responses included the Metrolink app (14), Metrolink website (4),
and Moovit App (3).
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If using a Metro Phone app. which one(s) do you use? (Select all that apply)

58%
TAP LA 42%
69%

13%
Metro Micro 42%

7%

|

33%
LA Metro Transit Watch 40%
29%

0%
Metro Vanpool . 2%
0%

3%
Metro Bike Share 2%

1%

13%
Metro Parking 2%
25%
0% 10% 20% 30% 40% 50% 60% 70% 80%

M Van Nuys H®Downtown Burbank  ® Norwalk C Line

Of the 295 total responses to this question, 43 are from Downtown Burbank Station, 212 are from
the Norwalk C Line Station, and 40 are from the Van Nuys Station.

TAP LA is the most popular app across all stations, with LA Metro Transit Watch as the second most
popular.

Existing services affected the use of Metro apps. Downtown Burbank is the only one of the three
stations within a Metro Micro service area and thus respondents used the associated app at a rate
three to six times higher than the other two stations.

As Norwalk C Line is the only station of the three that has Metro parking, therefore is not surprising
that usage of the associated Metro Parking App has a higher usage than at the other two stations.
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Which of the following information is sought by you when using trip planning tools? (Select all that

apply)

Travel Information: Route(s) information & Timetables 94%
77%
_ . 51%
Travel Information: Total travel time / Total travel costs 58%
50%
Payments: How to pay for the trip / What discounts or free 40% 579%
rides are available 31% ’

Transfers: How to pay for trip transfers between legs of a 14%20'y
transit trip 18%

Transfers: Connecting services / How or where to transfer 28% 42%
/ How or where to walk between connecting services 37% ’
Where and how to access services: Where to get on the 32%’.87

bus / Where to get on the train 33% °

Parking: How to access parking and potential costs / How 20%

to access bike parking, what it costs (if applicable), security -19%
level, locker rental, and locations

2%
Other (please specify) 1%
5%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

®Van Nuys HDowntown Burbank  ® Norwalk C Line

Of the 384 total responses to this question, 69 are from Downtown Burbank Station, 250 are from
the Norwalk C Line Station, and 65 are from the Van Nuys Station.

More than three-quarters of all respondents at each station seek out route information and
timetables; around half of all respondents at each station seek out total travel time/total travel costs
when using trip planning tools.

Markedly, looking into “how to pay for the trip/what discounts or free rides are available” was chosen
more for Downtown Burbank respondents than others by at least 17%.

Respondents’ write-in - “Is there any information that is hard to find when transit planning?”

Of those surveyed, 275 people responded to this question.
Major themes include:

e Customer Information (95)
o Delays/schedule changes without warning (29)
o Realtime trip planning information needed (28)
o Improve App (5)

Page 16



L.A. County Rail Network Integration Study Task 6 Final, August 2024

In addition, respondees shared their local knowledge, and recommended a series of app updates:

O O O O O

o O

Information on where free and paid parking is located

How to pay for parking

The closest public restrooms

Real-time arrival and destination times

Incorporating all of the different modal options on the app (to plan trips using
Metrolink, bus, etc. In one place) for trip planning

Ensure planned and surprise delays/cancellations are easily accessed on the app
Another suggestion was to add the ability to track train status on the app in real-time
To give more information on the location (platform, number, etc.) that a person would
need to board the next leg of their travel.

Incorporate the ability to factor in air travel (Burbank)
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3.0 Comparative Station Intercept Survey
Results

The purpose of this section is to compare the results of specific questions to gain an understanding
of how the stations compare to each other.

The following summaries compare responses to a sub-section of questions that are also explored in
the station-specific sections.

Why are you traveling?

Work 86%

School

Recreation

Medical

Other (please specify) 1%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90%

B Van Nuys HDowntown Burbank ® Norwalk C Line

Of the 502 total responses to this question, 84 are from Downtown Burbank Station, 337 are from
the Norwalk C Line Station, and 81 are from the Van Nuys Station.

A majority of respondents were traveling for work, but the Van Nuys station respondents had more
school, recreation, medical, and other destinations by proportion. Comparatively, Downtown Burbank
respondents were half as likely to have been traveling to school compared to Norwalk and Van Nuys
respondents, and under a third as likely to have been traveling for recreation or medical reasons
than respondents at the other stations.
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From here | am going to.... (Select all that apply)

27%
Take a Bus 28%
31%

Metrolink Rail

38%
68%

0%
Metro Rail 0%

20%

17%
Amtrak Rail 7%

0%

11%
Drive alone 14%
6%

6%
Dropped off / Picked up in a car ' 6%
3%

2%
Carpool/Vanpool 3%
0%

0%
Metro Micro F 4%
0%

29%
Walk 23%
12%

0%
Paratransit Services F 1%
0%

Shared Ride Service (e.g. Uber, Lyft, Taxi) or Carshare F%gty
(4]
2%

Service
5%
Other (please specify) 4%
1%

0% 10% 20% 30% 40% 50% 60% 70% 80%

B Van Nuys B Downtown Burbank ® Norwalk C Line

Of the 501 total responses to this question, 69 are from Downtown Burbank Station, 369 are from
the Norwalk C Line Station, and 63 are from the Van Nuys Station.

Responses are consistent with existing services and infrastructure - Norwalk C Line is a Metro light
rail station rather than a Metrolink station, while the other two stations are Metrolink stations rather
than Metro light rail stations. Metrolink riders from the C Line Station indicate passengers that
transferred to Metrolink at Norwalk/Santa Fe Springs via Line 4 Norwalk Bus. Further, Norwalk C
Line Station does not have immediate access to Amtrak, whereas Van Nuys and Downtown Burbank
Stations have Amtrak access.
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Over one-quarter of respondents indicated that they would take a bus to their next location, while
approximately one-quarter intended to walk to their next location, across all stations. This indicates
an inherent need for safe first/last mile pedestrian infrastructure and bus station areas, as those are
some of the most popular options across the board.
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| got to this station by.... (Select all that apply)

13%
Bus 26%
41%

. . 16%
Metrolink Rail 26%
21%

Metro Rail 0%

5%
Amtrak Rail E% 0

40%

Drive alone 30%
34%
17%
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12%
2%
Carpool/Vanpool 3%
2%
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Of the 383 total responses to this question, 69 are from Downtown Burbank Station, 251 are from
the Norwalk C Line Station, and 63 are from the Van Nuys Station.

On average, the highest proportion of respondents got to their station by driving alone. Bus riders
returned the second-highest average proportion. Half as many walked to the Norwalk C Line Station
than the other stations by proportion, but respondents at this station Metrolink and Metro rail.
Metrolink riders to the C Line Station indicate passengers that transferred from Metrolink at
Norwalk/Santa Fe Springs via Line 4 Norwalk Bus. Notably, zero respondents at any station
indicated that they got to the station by Metro Micro, wheelchair, and paratransit services, though
those answers were also available to choose from.
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How easy or challenging is it to get to the station?

57%
Very easy 57%
52%
27%
Somewhat easy 37%
35%
13%
Somewhat challenging 4%
11%

3%
Very challenging 1%
3%

0% 10% 20% 30% 40% 50% 60% 70%

B Van Nuys HEDowntown Burbank ® Norwalk C Line

Of the 381 total responses to this question, 68 are from Downtown Burbank Station, 250 are from
the Norwalk C Line Station, and 63 are from the Van Nuys Station. Over 50% of all respondees felt
that it was very easy to get to the station, while less than 5% overall felt that it was very challenging
to get to the station.

Are there any route disruptions, detours, construction, or slowdowns that regularly or recently take
place around this station area?

0% 10% 20% 30% 40% 50% 60% 70%

Yes

44%

62%

No 65%

HVan Nuys HDowntown Burbank ® Norwalk C Line
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Of the 381 total responses to this question, 68 are from Downtown Burbank Station, 250 are from
the Norwalk C Line Station, and 63 are from the Van Nuys Station. Between half and two-thirds of
respondents indicated that there were no route disruptions, detours, construction, or slowdowns that
regularly or recently took place around each station area. Norwalk C Line respondents answered
“yes” the most of the three station area groups.
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Were these route disruptions, detours, construction, or slowdowns communicated?
0% 5% 10% 15% 20% 25% 30% 35% 40% 45% 50%

) 18%
Changes were not communicated 18%

30%

25%
Live text announcements at the stop or station 19%

20%

45%

Live audio announcements at the stop or station 44%

22%

17%
Signs 8%

5%
Links or QR codes linking to more information .5‘%:

29%

. . . 20%
Announcements in applications 26%
10%

20%
Announcements while travelling on bus or rail 31%

19%

5%
Other (please specify) 10%

10%

B Van Nuys B Downtown Burbank ® Norwalk C Line

Of the 356 total responses to this question, 62 are from Downtown Burbank Station, 234 are from
the Norwalk C Line Station, and 60 are from the Van Nuys Station.

Almost half of all respondents at The Downtown Burbank and Van Nuys Stations indicated that
changes were communicated through live audio announcements, and less than a quarter indicated
the same for the Norwalk C Line Station. At the Norwalk C Line station, a larger contingent of
respondents indicated that changes were not communicated at all compared to the two other station
area groups. Signs were also used more readily to communicate changes at the Norwalk C Line
Station than the other two stations. Norwalk C Line respondents also chose announcements in
applications at much lower rates than the other station respondents. This may be due to differences
in apps, procedures, or other factors that distinguish Metrolink and Metro systems. Other responses
included Twitter (X), Metrolink website, Metro website, and word of mouth.
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The following section describes the station-specific findings both from the CBO outreach and from
the Intercept Survey.

4.1 Van Nuys Station
4.1.1 High-Level Findings

The following section summarizes the responses from the CBO outreach and the intercept survey for
the Van Nuys Station.

In both the intercept survey and CBO Outreach (all rounds):

e Commenters observed a need for updating signage and wayfinding
o Including better information about schedule disruptions/changes
o Commenters noted there are difficult crossings for vulnerable road users near the station
e Station ADA upgrades were requested - need for elevators
e Long walks from bus stops and the station entrance to the rail platforms were noted
o Better seating and shade/rain cover were requested
e Station attendants are particularly helpful when available

Additional Findings:
e The CBO outreach produced frequent responses about the first/last mile issues experienced
by pedestrians and bicyclists.
e The Intercept Survey produced frequent responses about the need for lighting upgrades, live
updates, and fixing the flooding issue in the tunnel.

4.1.2 CBO Oufreach

The following section highlights the information received for Van Nuys Station. These responses were
sorted into five categories:

e Communications - info on how to ride;

e Connectivity - how to get to and from stations;

e Accessibility -- how to navigate the stations;

e Amenities - comfort and livability of the stations; and
e Other

Round 1:

In addition to the feedback received during the workshops, five CBO survey responses were received
for Van Nuys Station. These are aggregated in the Round 1 section.

Communications

e Several commenters were asking for sighage additions and upgrades during engagement
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and in the surveys. Specific upgrades include improved legibility and providing signage in
multiple languages. Requests for specific signage and wayfinding additions include:

o Wayfinding at the Metrolink entrance

o Ticket purchasing information

o Transfer information

o Wayfinding in the adjacent community

Connectivity

e A primary theme between the survey and the CBO engagement was the need for safe, and
accessible bike and pedestrian infrastructure. Examples at the station include:
o The lengthy walk from the bus stop to the station
o Adjacent high-speed vehicle traffic on Van Nuys Blvd and other adjacent roads
o Difficult crossings for vulnerable road users
o Car-centric design
o Lack of well-connected and protective bike infrastructure for first and last mile
e A selection of quotes are provided below:
o “The area really lacks safe bike infrastructure, but there are opportunities to connect
to the Orange Line Bike Path via a Class IV protected bike lane on Van Nuys
Boulevard, or a network of protected bike lanes on side streets.”
o One commenter suggested “add[ing] safe class IV bike lanes in the area to get
people to Kaiser Permanente Panorama City, the Orange Line Bike Path, and up and
down Van Nuys Boulevard.”

Accessibility
e One common complaint from outreach was the difficult walk to access/exit the station,
particularly with walkers.

e Several ADA upgrades were recommended, including adding an elevator/escalator and doing
something to remedy any steep grades at the station.

Amenities
e Seating and shade were rated in the survey as mostly “not enjoyable”. This sentiment was
echoed by feedback provided during the CBO workshops.
e Results from the outreach and CBO survey also showed a desire for covered bike parking.

Other

o Other suggestions from the workshop included transforming the surface parking lot into a
new station or a circulation station house.

Round 2:

Communications

e No repeated Communications suggestions were carried over from Round 1.
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Connectivity

e In Round 2, a need for bicycle infrastructure was echoed from Round 1. It was noted that
Tyrone Avenue is comfortable for bicycling, but the last section from the street to the station
is still disconnected, which is a gap that needs to be addressed.

Accessibility

e In Round 2, a need for ADA upgrades was echoed from Round 1. These include:
o Remedying the gaps from trains to platforms
o Reducing the incidence of buttons that are too high
o Addressing the lack of room for wheelchairs, walkers, and carts in buses and train
cars. A recommendation was to provide ADA and elderly dedicated cars on trains.
e New suggestions included adding a family-friendly train with room for strollers, and a
suggestion to keep ambassadors until the end of service to be most effective.

Amenities

e In Round 2, adding misters with recycled water was echoed from Round 1. New
improvements were suggested, including the addition of solar panels over parking structures
and solar charging stations on platforms.

Q
=
D
=

e No “other” suggestions were carried over from Round 1.
o Afew commenters requested security to be improved on trains.

4.1.3 Van Nuys Intercept Survey

At the Van Nuys station, 81 people completed the first page of the October 2023 intercept survey,
which included travel purpose and origin and destination; 63 people completed the entire survey,
which had additional questions related to demographics, travel purpose details, connectivity,
challenges, and experience.

Additional information on the survey distribution and methodology can be found in Methodology

(Section 1.1). Systemwide feedback regarding trip planning is available in Section 2.3. A comparison
of select intercept survey questions is available in Section 3.0.
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Demographic Information

What is your total household income?

2% Van Nuys Station

21% 21%
20%
16%
15% 14%
12%
11%
10%
5%
5%
0%
Under $15,000 Between Between Between Between Between Over $150,000
$15,000 and  $35,000 and $60,000 and $75,000 and $100,000 and
$34,999 $59,999 $74,999 $99,999 $150,000

Of the 57 respondents to this question, 21% had a total household income between $75,000 and
$99,999, and 21% had a total household income between $100,000 and $150,000. Aimost a third
of respondents had a household income under $60,000.
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What is your gender identity?

Van Nuys Station

60% 57%

3%
o% o R

Female Male Genderqueer or Agender Not specified above,
non-binary please specify

50%

40%

40%

30%

20%

10%

0%

Of the 56 respondents to this question, nearly 60% identified as male, and over a third identified as
female.

What is your age?

Van Nuys Station

30%
26%
21%

25%
20% 19% 19%
15%
10% 9%
5% 3% 3%
) ]
65+

Under 18 18-24 25-34 35-44 45-54 55-64

xX

Of the 58 respondents to this question, only 7% were younger than 18 or older than 65. One-quarter
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of all respondents were 25-34.

What is your race or ethnic identification?

Van Nuys Station
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Of the 57 respondents to this question, approximately one quarter identified as Hispanic/Latino, one
quarter identified as White/Caucasian, and one quarter identified as Asian/Asian American.

Reasons for Traveling

| am at this station because...

Van Nuys Station

60 57
50
40
30
20 14
10 8
] ’
0 I
This is where | am starting This is where | am ending | transfer between transit ~ Other (please specify)
my transit trip my transit trip modes here (e.g. bus to
rail)

Of the 81 respondents to this question, over two-thirds were at this location because it is where they
were beginning their transit trip, while 10% were transferring and 17% were ending their transit trip.
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Why are you traveling?

Van Nuys Station

60
51
50
40
30
19
20
10
10
. eeen TN
Work School Recreation Medical Other (please
specify)

Of the 81 respondents to this question, over half were traveling for work, almost one quarter were
traveling for school, and 12% were traveling for recreation.
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Generally, where are you traveling to and from?
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0 4 8 16 Miles Van Nuys Station Intercept Survey: Origin and Destination Zip Codes

The map above shows the most frequent origin (in pink) and destination (in cyan) zip codes by
gquantile. Zip codes with high frequencies of both are shown in darker purple and blue. The direction
of travel, showing start and end zip codes, are shown with light purple dashed lines. Respondents
had an average straight-line trip length of 11.5 miles, the longest of the three surveyed stations. The
median straight-line trip length was 6.25 miles, the shortest of the three surveyed stations.

Roughly a third of respondents (26 respondents) started their trip in the two zip codes adjacent to
the station (91402 and 91405). An additional 23 respondents started their trip in zip codes within
three miles of the station. Higher frequency zip codes for origins are in Downtown Los Angeles,
Glendale, Moorpark, and Camarillo.

Over a third of respondents were traveling to the Downtown Los Angeles and South Pasadena areas
(28). Seventeen percent of respondents (14) ended their trip in the two zip codes adjacent to the
station. An additional 7 ended their trips within three miles of the station. Approximately ten percent
of respondents were traveling to the Moorpark/Simi Valley area.
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Getting To and From Transit
From here | am going to....
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Of the 63 respondents to this question, over one-third were traveling from the station using Metrolink
Rail, over one-quarter walked, and over one-quarter took a bus to their next location.

| got to this station by...
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Of the 63 respondents to this question, over a third drove to the station, 11 were dropped off, and
10 used Metrolink Rail.
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If arriving or departing in a vehicle at this station...

Van Nuys Station

35
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I parkinthelot- |parkinthelot-it | park on nearby | park on nearby | get dropped off /
there are usually can be challenging to streets - there are  streets - it can be picked up
spaces available find a space usually spaces  challenging to find a
available space

Of the 48 respondents for whom this question was applicable, over two-thirds park in the lot and find
that there are ample spots, and almost a third are dropped off.

If arriving or departing on a bike at this station...

Van Nuys Station

1 1

1
0

| park my bike in | park my bike in | park my bike in | park my bike at | park my bike at | bring my bike
a secure locker - a secure locker - | a secure locker - a bike rack - there a bike rack - it with me on rail or

there are usually have a reserved it can be is usually space can be bus
spaces available locker challenging to available challenging to
find a space find a space

Of the 8 respondents who arrive or depart from this station by bike, 75% bring their bike with them
on bus or rail, and the remaining 25% either use a reserved secure locker or park in a secure locker
and have no trouble finding available spaces.
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Is there anything you'd like us to know about the quality of vehicle and/or bike parking?

Of those surveyed, 48 people responded to this question.
Major themes include:

e Station Accessibility (22)
o Parking is ample (5)
o More security needed (3)
o Safety needed (2)
o Homeless population (2)

In addition, respondees shared their local knowledge and recommended adding electric chargers
and removing cars that have been parked there too long.

How easy or challenging is it to get to the station?

Van Nuys Station
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Of the 63 respondents to this question, over half found it very easy, over one quarter found it
somewhat easy, and 15% found it somewhat challenging or very challenging to get to the station.

What makes getting to or from the station easy or challenging?

Of those surveyed, 58 people responded to this question.
Major themes include:

e Customer Information (8)
o Challenging: Wayfinding/signage upgrades needed (3)
o Easy: helpful customer information (3)

e First/Last mile (26)
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o Challenging: congestion/traffic (7)

o Easy: short distance from home (10)

o Challenging: Long walking distance from home (3)
e Station Accessibility (7)

o Various concerns

In addition, respondees shared their local knowledge and recommended that the station location in
navigation apps be updated to show the correct entrance, and that Metro should remedy the
flooding that occurs when it rains. Further, convenient street crossings from the parking lot should
be added to accommodate pedestrians of all mobility levels.

Taking Transit
Please select any challenges you might face during your trip.
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Of the 63 respondents to this question, two-thirds stated that route disruptions were a challenge. As
there were 131 responses, each person had over two pain points faced during their trip on average
and only 11% experienced zero pain points.
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Are there any route disruptions, detours, construction, or slowdowns that regularly or recently take
place around this station area?

Van Nuys Station
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39
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24
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0
Yes No

Of the 63 respondents to this question, almost 40% expressed that they experienced route
disruptions, detours, construction, or slowdowns that regularly or that recently took place around this
station area.

(€]

Were these route disruptions, detours, construction, or slowdowns communicated?

Van Nuys Station

Other (please specify) M 3
Announcements while travelling on bus or rail [N 12
Announcements in applications [N 12
Links or QR codes linking to more information [ 3
Signs N 10
Live audio announcements at the stop or station [ 27
Live text announcements at the stop or station [N 15

Changes were not communicated [N 11

0 5 10 15 20 25 30

Of the 60 respondents to this question, almost half learned about the disruptions over the public
address (PA) system at the stop/station, one quarter learned through live text announcements, 20%
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learned via applications, and 20% learned through announcements occurring while on transit.

Is there anything else you'd like us to know about challenges you face during your trip?

Of those surveyed, 44 people responded to this question.
Major themes include:

= Customer Information (5)

o Delays/schedule changes without warning (3)
= Qperations (5)

o Delays/schedule changes without warning (2)
= Station Boarding Area (2)

o More security needed (2)
= Transit Experience (3)

o Homeless population (2)

In addition, respondees shared their local knowledge and recommended that when delays and

cancelations happen, riders need to be better informed on what their options are, and whether they

need to find new transportation. Respondents also suggested that bus and transit routes be better
coordinated to ensure that riders have enough time to walk to their next stop after alighting their
previous bus/train and that delays should be better explained in the app.

Do you transfer between transit modes? Rail to bus / Bus to rail / Bus to bus / Rail to rail

Van Nuys Station
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No - | only take one bus or train Yes - | find it to be easy Yes - | find it to be challenging
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Of the 62 respondents to this question, half do not take more than one bus or train. Of those who
transfer, 83% find the transfer easy, while 17% find it challenging.
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What makes transferring easy or challenging? (i.e., Is there enough information? Are there any
accessibility issues?)

Of those surveyed, 47 people responded to this question.
Major themes include:
Transfers (22)

e There is enough information (7)
e Delays/schedule changes occur, potentially without warning (3)

First/Last Mile (3)

e The bus stop is a long walking distance from the station (3)

Station Amenities

For the rail station, how would you characterize the following amenities?

Van Nuys Station
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Seating Signage Customer Shade Lighting
Information

B Non-Existent ™ Not enjoyable M Fine M Enjoyable | don't know

Of those surveyed, 63 people responded to this question. One-quarter of respondents rated the
seating as non-existent or not enjoyable, and almost half rated the shade as non-existent or not
enjoyable. Signage and customer information were rated more positively, with over three-quarters of
respondents rating these amenities as either fine or enjoyable.

In addition, respondees shared their local knowledge, indicating that the new shade structures
provide less useful shade and rain protection than the previous iteration and that electric outlets no
longer function.
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For the bus stops at the station, how would you characterize the following amenities?

Van Nuys Station
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Information
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Of those surveyed, 62 people responded to this question. Almost half of respondents were not
familiar with the bus stops at the station. Of those that were familiar, around half considered the
amenities to be fine overall.

In addition, respondees shared their local knowledge and recommended that the DASH bus station
be moved closer to the train platform and that more lighting would be helpful.
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Do you know if there is a regular station attendant to provide information or assistance at this
station?

Van Nuys Station
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Yes - This has been Yes - But | don't use No - But | would use No - But | would not | don't know
helpful this service this service use this service

Of those surveyed, 63 people responded to this question. Of those who are aware of this service, half
of the users indicated its usefulness and half of the users indicated that they do not use it. Of all
respondents, 45% either would use the service if it existed or already use this service.

Is there anything else you'd like us to know?

Of those surveyed, 32 people responded to this question.
Major themes include:

=  Station Boarding Area (6)
o More security needed (3)
o Homeless population (3)

In addition, responders shared their local knowledge and recommended unlocking the back gate by
the staircase earlier in the morning and servicing the restrooms more often.
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4.2 Burbank Study Area

The Burbank Study Area includes three stations - Downtown Burbank, Burbank Airport North, and
Burbank Airport South. Findings are documented below.

4.2.1 Downtown Burbank Station High-Level Findings

The following section summarizes the responses from the CBO outreach and the intercept survey for
the Downtown Burbank Station.

In both the Intercept survey and CBO Outreach (all rounds):

o Need for updating signage and wayfinding
e Observed poor pedestrian infrastructure near the station
o Observed graffiti, loitering, and the unhoused population living at the station

Additional findings:
e |n addition, the Intercept Survey produced frequent responses about:
o Need more shade
o Need more seating
o Need more security
o Need real-time information for trip planning purposes
o More frequent transit service

4.2.2 CBO Oufreach

The following section highlights the information received for Downtown Burbank, Burbank Airport
North, and Burbank Airport South Stations. These responses were sorted into five categories:

e Communications - info on how to ride;

e Connectivity - how to get to and from stations;

e Accessibility -- how to navigate the stations;

e Amenities -- comfort and livability of the stations; and
e Other

Downtown Burbank
Round 1:

This section summarizes feedback gained during the Round 1 workshops only as no CBO survey
responses were received.

Communications

e Several commenters were asking for signage upgrades. These requests regarding signage
include:
o Bike station instructions in multiple languages
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o A need for Metrolink parking sighage
o Unclear signage about the purpose of the elevator

Connectivity

e Afew respondents noted the car-centric nature of the area surrounding the station, making it
feel unsafe and difficult, especially for those walking on Olive Avenue to Burbank’s downtown

area.

Accessibility

e One commenter indicated that the elevator on site is too dangerous and close to the
roadway, and another indicated that even those with transit experience have navigation
challenges using the elevator.

Amenities

o N/A

Other

e One commenter noted that the fire suppression system is rusty and needs replacement.
o A couple of commenters noted that the station feels unsafe and that there are abandoned
cars, homeless encampments, and graffiti at this station.

Round 2:

Communications

e Additional signage upgrades were requested in Round 2. These include:
o Signage in plexiglass to preserve against breakage and vandalism
o PSAs regarding cleanliness and civil behaviors
o PSAs for local agencies and services
e One commenter requested that Metro consider how artificial intelligence (Al) may be used to
help improve stations, particularly for signage/instructions and multilingual information

Connectivity
e N/A

Accessibility
e N/A

Amenities

o New suggestions for amenities were recommended in Round 2. These include:
o Solar panels particularly where shade/trees are lacking
o  Wi-Fi
o Public art
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Other

e In Round 2, a concern over people sleeping in cars and abandoned vehicles was echoed
from Round 1.

Burbank Airport North Station
Round 1:

In addition to feedback received during the Round 1 workshops, one CBO survey response was
received for the Burbank Airport North Station.

Communications

e Many commenters asked for sighage upgrades. Requests regarding signage include:
o Signage that includes all transit options with time estimates at stations near the
airport
Improving signage for the walkway
Adding departure times from plane to stations (and vice versa)
Adding wayfinding signage for airport baggage claim to Burbank Airport North station
Adding information on timespan and fare information of service
Updating maps with accurate schedules
o Adding signage to indicate pick-up/drop-off areas
e Afew customers responded with comments about Metro Micro:
o The Metro Micro app does not include Burbank Shuttle information (must physically
call in) which is not convenient.
o Metro Micro isn't on Google Maps, so it’s hard to use in trip planning. Metro Micro
vehicles are easy to miss and unpredictable.

O O O O O

Connectivity

e One commenter requested more visible crosswalks.
o One noted that Metro Micro service is often unavailable or takes a long time.
e Another commenter requested bike racks at the station.

Accessibility
e Access challenges were briefly mentioned during this round, but more information was

gathered in Round 2.
e Porters/assistants and/or station attendants were requested by a few commenters.

Amenities

e Several respondents noted the lack of shade at this station and during the walk to the
station.
e Additional requested amenities include:
o Bathroom access
o Lighting upgrades
o Stormwater upgrades
o Water fountains
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Round 2:

Communications

e Additional signage upgrades were requested in Round 2. These include:
o More fare clarity (what fare can be used where), and a suggestion to make visual or
low text pictures of the train and logo
o Transit info and informed customer service should be accessible at the airport
o Information for accessing the North platform when the station double-tracking project

is completed
o Clearer alerts for changes or cancellations in service are needed
Connectivity
e N/A
Accessibility

o Afew respondents noted access issues for individuals with mobility challenges in Round 2.
Requests include extending airport disability service to Metrolink, ensuring wheelchair
access is considered, and improving access from Hollywood Way.

Amenities

e Shade issues were echoed in Round 2, with some suggesting trees and solar panels as a
remedy.

e In Round 2, other suggestions were to add permeable pavement in the parking lot and
stormwater infrastructure.

Q
=2
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=

e One person suggested adding a second track and platform at the station.

Burbank Airport South Station
Round 1:

For the Burbank Airport South Station, in addition to feedback received during the Round 1
workshops, one CBO survey response was received.

Communications

e Across Round 1 outreach and the survey, additional signage was requested. Requests
include:
o Airport departure times listed at nearby stations
o Transit info provided in a universal format that is easy to understand
o Wayfinding/signage for drop-off/pick-up areas
o Realtime timetables and updated schedules
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o Better wayfinding for pedestrians near the station
e Information gaps were also common comments.
o Education events were suggested to be held at stations (such as with AARP).
o One commenter would like the difference between Metro and Metrolink explained.
o Another commenter suggests an information booth at the airport in which customers
can elicit trip planning help
o More education/marketing about transit access at the airport is needed

e One commenter pointed out that Metrolink does not show up as often on Google Maps,
which should be remedied.

Connectivity

e One person noted that Burbank Airport is an easier airport to access than LAX from
Hollywood and Downtown LA.

Accessibility

e One commenter claimed this station was easy for disabled patrons to access, given the
porters available.

Amenities

e Several commenters noted the heat challenges at and near this station and recommended
expanding shade and access to drinking water.
e Arequest for bathrooms was cited several times.

e A common response was that respondents were not confident that transit options (and Metro
Micro service) to or from the airport would be reliable and on time, which is especially critical
for airport travel.

e Afew customers noted that buying a ticket or reloading a TAP card at the last minute or on
weekends is very hard, as customer service is closed on weekends.

o One customer suggested extending the “B” Line to Burbank Airport.

Round 2:

Communications

o N/A

Connectivity

e One respondent was concerned with conflicts in the bike lane because of the different
speeds of bikes and scooters.

e Another person suggested that parking should be relocated to the other side of the area to
improve circulation.

Page 46



L.A. County Rail Network Integration Study Task 6 Final, August 2024

Accessibility

o One person suggested paid parking be implemented if it is not currently, to encourage non-
automobile travel.

Amenities

e Shade issues were echoed in Round 2, with some suggesting trees and solar panels as a
remedy.

e In Round 2, other suggestions were to add permeable pavement in the parking lot and
stormwater infrastructure.

e In Round 2, customers also suggested extending the “B” Line to Burbank Airport.

e One customer indicated that due to the terminal being moved, amenities in the North station
should be switched to the South station, and vice versa.

4.2.3 Intercept Survey (Downtown Burbank Station)

At the Downtown Burbank Station, 79 people completed the first page of the October 2023 intercept
survey, which included travel purpose and origin and destination; 69 people completed the entire
survey, which had additional questions related to demographics, travel purpose details, connectivity,
and experience.

Additional information on the survey distribution and methodology can be found in Methodology

(Section 1.1). Systemwide feedback regarding trip planning is available in Section 2.3. A comparison
of select intercept survey questions is available in Section 3.0.
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Demographic Information

What is your total household income?

Downtown Burbank Station

30% 28%
25%
20% 19%
0
16%
15% 12%
o 9% 9%

10% 7%

) . . .

0%

Under $15,000 Between Between Between Between Between Over $150,000
$15,000 and  $35,000 and $60,000 and $75,000 and $100,000 and
$34,999 $59,999 $74,999 $99,999 $150,000

Of the 57 respondents to this question, over a quarter earn a median household income of over
150,000, and one-quarter of respondents earn a household income of under $60,000.

What is your gender identity?

Downtown Burbank Station

60%

50% 48%

I

Female Male Genderqueer or Agender Not specified above,
non-binary please specify

50%

40%

30%

20%

10%

0%

Of the 58 respondents to this question, half identified as female, and just under half identified as
male.
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What is your age?

Downtown Burbank Station

30%
26%

25%
21%
20% 19%
16%
15%
12%
10%
5%
5%
0w NN

Under 18 18-24 25-34 35-44 45-54 55-64 65+

Of the 58 respondents to this question, one-quarter were in the 45-55 age range, while 7% were
either older than 65 or younger than 18.

What is your race or ethnic identification?

Downtown Burbank Station

60%
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Of the 58 respondents to this question, half identified as White, while 40% identified as
Hispanic/Latino.
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Reasons for Traveling

| am at this station because...

Downtown Burbank Station

70
60
60
50
40
30
20
10 °
6 N :
1] —
0
This is where | am starting This is where | am ending | transfer between transit  Other (please specify)
my transit trip my transit trip modes here (e.g. bus to
rail)

Of the 79 respondents to this question, three-quarters were at the station because they were starting
their transit trip.

Why are you traveling?

Downtown Burbank Station
80

70
60
50
40
30
20
10 8

— R R
Work School Recreation Medical Other (please

specify)

Of the 84 respondents to this question, 86% were traveling for work, while 10% were traveling for
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school.

Generally, where are you traveling to and from?
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Downtown Burbank Station Intercept Survey: Origin and Destination Zip Codes

The map above shows the most frequent origin (in pink) and destination (in cyan) zip codes by
quantile. Zip codes with high frequencies of both are shown in darker purple and blue. The direction
of travel, showing start and end zip codes, are shown with light purple dashed lines. The mean
straight-line trip length was approximately 8 miles, and the median was approximately 7.3 miles.

Nearly 40% of respondees (29 of 78) started or ended their trips in one of the three zip codes within
one-half mile of the station (91506, 91502, and 91501). An additional 45% of respondents (35)

started or ended their trip in zip codes that are within 1.5 miles of the station.

There are trends of people traveling along the Metrolink and Amtrak corridors to the San Fernando
Valley, Santa Clarita, Ventura County, and Orange County.
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Getting To and From Transit
From here | am going to....

Downtown Burbank Station
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Of the 69 respondents to this question, over two-thirds used Metrolink Rail after getting to the
station, while about one-quarter took a bus, and about a quarter walked.

| got to this station by....

Downtown Burbank Station
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Of the 69 respondents to this question, under a third got to the station by driving alone, and just over
half arrived by bus or Metrolink Rail.
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If arriving or departing in a vehicle at this station...

Downtown Burbank Station

35
30
25
20
15
10
5
1 0 0
0 —
I parkinthelot- |parkinthelot-it | park on nearby | park on nearby | get dropped off /
there are usually can be challenging to streets - there are  streets - it can be picked up
spaces available find a space usually spaces  challenging to find a
available space

Of the 46 respondents for whom this applies, over two-thirds park in the lot and find it easy to find
parking spaces, while a third are dropped off/picked up.
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If arriving or departing on a bike at this station...

Downtown Burbank Station

| park my bike at a bike rack - it can be challenging to 1
find a space

| park my bike at a bike rack - there is usually space
available

| park my bike in a secure locker - it can be
. ) 2
challenging to find a space

| park my bike in a secure locker - | have a reserved
locker

| park my bike in a secure locker - there are usually 5
spaces available

0 2 4 6 8 10 12 14

Of the 18 respondents for which this applies, two-thirds bring their bikes with them on the rail/bus.

Is there anything you'd like us to know about the quality of vehicle and/or bike parking?

Of those surveyed, 48 people responded to this question.
Major themes include:

e Station Accessibility
o Positive experiences with bike parking (7)
o Homeless population (5)
o More security needed (3)
o Parking demand is larger than supply (3)

In addition, respondees shared their local knowledge and recommended that Metrolink always have
at least one bike car per train. Additionally, respondees requested that Metro stop allowing homeless
patrons to live in the parking lot given perceived security and safety challenges.
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How easy or challenging is it to get to the station?

Downtown Burbank Station

39
25
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| |

Very easy Somewhat easy Somewhat challenging Very challenging
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Of the 68 respondents to this question, over half found it to be very easy, and over a third found it to
be somewhat easy.

What makes getting to or from the station easy or challenging?

Of those surveyed, 60 people responded to this question.
Major themes include:

e FLM (23)
o Easy - the location is convenient (14)
o Easy - in general (3)
e Operations (14)
o Delays/schedule changes without warning (6)
o Schedule coordination needed across platforms/services (3)

In addition, respondees shared their local knowledge and recommended connecting the Chandler
Bikeway to the Metrolink station and upgrading the Verdugo Bike Route to a protected bike lane.
Another respondent noted that “It is challenging getting to the station at Vincent Grade/Acton
because there is no bus that travels to this station.”
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Taking Transit
Please select any challenges you might face during your trip.

Downtown Burbank Station

| don't face any challenges during my trip
Route disruptions, detours, construction, or...
Traffic from typical conditions
Not knowing where my bus or train is along its route
Announcements are not understandable
Not enough information
Uncomfortable
Trip time is unpredictable
Transferring between transit services

Reloading TAP card or paying for fare

Other (please specify)

o

5 10 15 20 25 30 35 40 45 50

Of the 69 respondents to this question, almost two-thirds face route disruptions, detours,
construction, or slowdowns, while less than one-quarter face general traffic.

Are there any route disruptions, detours, construction, or slowdowns that regularly or recently take
place around this station area?

Downtown Burbank Station

50
40
30
20
10

Yes No

Of the 68 respondents to this question, about one-third answered yes.
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Were these route disruptions, detours, construction, or slowdowns communicated?

Downtown Burbank Station

Other (please specify)

Announcements while travelling on bus or rail _ 19
Announcements in applications _ 16
Links or QR codes linking to more information - 3
Signs - 5
Live audio announcements at the stop or station _ 27
Live text announcements at the stop or station _ 12
Changes were not communicated _ 11

5 10 15 20 25 30

)]

o

Of the 62 respondents to this question, almost half learned about the route disruptions through live
audio announcements at the station, while just over one quarter learned through live
announcements while traveling, and one quarter learned of these disruptions through app
announcements. One in every six respondees reported that changes were not communicated.

Is there anything else you'd like us to know about challenges you face during your trip?

Of those surveyed, 47 people responded to this question. Major themes include:

e Customer Information (12)
o Delays/schedule changes without warning (4)
o Real-time signage is needed (3)
e Station Boarding Area (7)
o Temperature control is needed (2)
o Bus benches are a concern (2)
o Cleanliness should be improved (2)

In addition, respondees shared their local knowledge and recommended fixing the parking pay
machines and TAP machines at Universal Station, and ensuring that delays or alerts are
communicated via digital alerts for those with hearing loss. Additionally, transit cars should have
heating and cooling for especially inclement weather days.
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Do you transfer between transit modes? Rail to bus / Bus to rail / Bus to bus / Rail to rail

Downtown Burbank Station

40
36
35
30
25 23
20
15
10 °
s =
0

No - | only take one bus or train Yes - | find it to be easy Yes - | find it to be challenging

Of the 68 respondents to this question, over half find transfers to be easy, and only 13% find
transfers to be challenging.

What makes transferring easy or challenging? (i.e., Is there enough information? Are there any

accessibility issues?)

Of those surveyed, 51 people responded to this question.

Major themes include:

e Customer Information (11)

o Signage/wayfinding needs upgrading (4)

o Easy - info is easy to access (2)
e QOperations (19)

o More frequency is needed (6)

o Driver coordination needed for transfer customers (4)

o Schedule coordination needed across platforms/services (3)
e Transfers (7)

o Transfers are easy (7)

In addition, respondees shared their local knowledge and recommended coordinating the bus and
rail times to better reflect the time needed to exit one transit trip and board the next leg of a transit
trip. Further, it was reported that the Glendale Beeline transit schedule does not coincide with the
Metrolink schedule, and a lot of time is wasted for travelers waiting to depart. Additionally, travelers

requested better solutions for what they should do when one leg of their journey is delayed or
canceled, and they still need to get to their location quickly.
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Station Amenities

For the rail station, how would you characterize the following amenities?

Downtown Burbank Station

100% 0 9
90%
80%
70%
60%
50%
40%
30%
20%
10%

0%

9.68%

Seating Signage Customer Shade Lighting
Information

B Non-Existent ™ Not enjoyable M Fine M Enjoyable | don't know

Of those surveyed, 69 people responded to this question. Almost one-third of respondents rated the
seating as non-existent or not enjoyable and over half rated the shade as non-existent or not
enjoyable. Signage and lighting fared better, with over three-quarters of respondents rating these
amenities as either fine or enjoyable.

In addition, respondents shared their local knowledge, indicating that there is no shelter during rain
events and that shade is only useful during some parts of the day. Further, the elevator breaks often,
and there is not enough seating.
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For the bus stops at the station, how would you characterize the following amenities?

Downtown Burbank Station

100%
90% 26.87% 24.24% 26.87% 23.88%
80%
70%
60%
50%
40%
30%
20%
10%
0%

31.34%

Seating Signage Customer Shade Lighting
Information

B Non-Existent ® Not enjoyable mFine ® Enjoyable I don't know

Of those surveyed, 67 people responded to this question. Over one-third of respondents rated the
shade as non-existent or not enjoyable, and almost one-quarter rated the seating as non-existent or
not enjoyable. Signage and lighting fared better, with over half of respondents rating these amenities
as either fine or enjoyable. About one-quarter of respondents were unfamiliar with the bus stations
and answered as such for this question.

In addition, respondents shared their local knowledge, indicating that the bus station seats need to
be cleaned more, as homeless individuals often sleep on the seats.
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Do you know if there is a regular station attendant to provide information or assistance at this
station?

Downtown Burbank Station

25
20
15
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5
| -
0
Yes - This has been Yes - But | don't use No - But | would use No - But | would not | don't know
helpful this service this service use this service

Of those surveyed, 69 people responded to this question. Of those who are aware of this service,
more than half of users indicated that they do not use it. Of all respondents, almost a third are not
aware of any such service exists.

Is there anything else you'd like us to know?

Of those surveyed, 32 people responded to this question.
Major themes include:

e (Other (10)
o More staff needed (4)
o More security needed (4)

In addition, respondees shared their local knowledge and recommended increased transit frequency
in the evening heading towards Moorpark, and increasing service from Burbank to Orange in the 8
am-9 am hour. Additionally, one participant suggested improving the way the rideshare voucher
program works, so that travelers do not have to pay out of pocket first when a bus or train is
indefinitely detained.

43 Norwalk Study Area

The Norwalk Study Area includes the Norwalk C Line Station and the Norwalk/Santa Fe Springs
Metrolink Station. Findings are documented below.
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4.3.1 Norwalk C Line Station High-Level Findings

The following section summarizes the responses from the CBO outreach and the intercept survey for
the Norwalk C Line Station.

In both the Intercept survey and CBO Outreach (all rounds):

o Need for updating signage and wayfinding
o Including real-time travel times (through digital sighage and apps)
o Including a more audible announcement system

e Need access through the locked gate on Foster Road

e Poor pedestrian and bicycle infrastructure near the station

e Need for designated drop-off/pick-up location

e Escalator and elevators are often out-of-order and unclean

e Escalators should go up and down

o Need better lighting at night and shade/rain cover

e Need more security personnel, CCTV, and/or emergency buttons

e Uncleanliness of the station and lack of restrooms (survey taken before the restroom pilot

inception)

Additional Findings:
e The CBO outreach produced frequent responses about adding food vendors and water
fountains.

e In addition, the Intercept Survey produced frequent responses about:
o Interest in making parking at the station free/cheaper
o Interestin a better alert system when delays and cancelations change the normal

schedule,

o Complaints about unhoused people at the station

4.3.2 CBO Outreach

The following section highlights the information received for the Norwalk C Line Station and the
Norwalk/Santa Fe Spring Station. These responses were sorted into five categories:

e Communications - info on how to ride;

e Connectivity - how to get to and from stations;

e Accessibility -- how to navigate the stations;

e Amenities - comfort and livability of the stations; and

e Other

Norwalk C Line Station
Round 1:

In addition to feedback received during the Round 1 workshops for the Norwalk C Line Station, three
CBO survey responses were received.
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Communications

e Several commenters were asking for signage upgrades during engagement and in the
surveys. The requests regarding signage include:
o Wayfinding toward bus bays
o Wayfinding toward secure bike parking
o Signage that can be seen when the station is busy (i.e., mounted higher than is done
so currently)
o Signage that shows which bus/train is leaving and where they are going (some
people report taking the bus in the wrong direction)
o Signage at more than one location
o Audible announcements to accompany signage for those with vision impairments,
which distinguish between important and general announcements
o Tap card information:
= |nstructions on the TAP machine (where to tap)
= [llustrated and bilingual written instructions for purchasing TAP card
= Posted TAP card usage tips that clear up confusion, such as how to transfer
with TAP cards and what transit services are included in the transfer

Connectivity

o A majority of respondents raised issues with bike and pedestrian access at this station
during engagement and in the surveys. They indicated that one of the only ways to access
the station is through Hoxie Ave, which has a sidewalk on only one side of the street, and is
difficult for walkers and bikers. Further, there are no bike lanes from that entrance. At Foster,
it is gated, with no entrance from that direction for pedestrians/bicyclists. Recommendations
to open the Foster Rd gate for bike/pedestrian access, to improve/add walk/bike paths
along Hoxie Ave and I-105 ramp, and to improve the safety of crosswalks, were common.

Accessibility

e Several respondents in the surveys and through the workshops indicated that the elevators
are crowded, are sometimes broken, and are often unclean.

e Several respondents also suggested that the escalators should go down as well as go up.

o A pick-up/drop-off (PUDQO) area was also suggested.

Amenities

e A common response from surveys and outreach was a need for better shade that protects
customers from both bright sun and inclement weather.

Another common response was a desire for better lighting, particularly at night.

Restroom maintenance and station cleanliness were also concerns.

Q
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e Several respondents requested more security personnel and emergency call phones/buttons
on the platforms and at bus stops, CCTV, and enforcement for individuals smoking/drinking
or causing discomfort.
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Round 2:

Communications
e N/A

Connectivity
e N/A

Accessibility
e In Round 2, a need for bicycle infrastructure was echoed from Round 1, but it focused more
on adding bike parking that accommodates electric, cargo, and standard bikes.
Amenities
e In Round 2, a need for better lighting and restrooms was echoed from Round 1. Water

fountains, art, and food vendors were also recommended.

Other

e |In Round 2, a need for more security was echoed from Round 1.

Norwalk/Santa Fe Springs Station
Round 1:

In addition to feedback received during the Round 1 workshops for the Norwalk/Santa Fe Springs
Station, three CBO survey responses were received.

Communications

e Several respondents in the surveys and the workshops indicated that wayfinding sighage was
confusing at this station:
o The track numbers are too small
o Customers are unsure if they are on the right track to reach their destination
e Several respondents also expressed confusion over enrolling in the LIFE Pass, EZ Pass, and
other programs as there are many types of fare programs.
e Several commenters suggested indicating which stops have restrooms within the apps
and/or via signage.

Connectivity

e Several respondents raised issues with bike and pedestrian access at this station during
engagement and in the surveys. They indicated that the station has no direct access to
Imperial, and that Imperial Highway is a high-speed street with little shade which is difficult
for pedestrians and bicyclists to use.

e Others indicated that this station is far from activity centers, and is difficult to access unless
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passengers commute by car.

Accessibility
e Several respondents noted that accessing the station area requires passage through the

parking lot, which can be unsafe for pedestrians and cyclists.
e Other respondents indicated that elevators tend to break and are not kept clean.

Amenities

o Alarge number of respondents indicated that this station needs bathrooms that are properly
maintained.

o Another common request was adding vending machines, water fountains, and/or vendors
that sell water and snacks.

e Many other respondents indicated that the canopy for buses doesn’t protect customers from
the sun or rain and should be improved to protect transit users from both.

e Several commenters suggested increasing the frequency of service at this station.
e Other commenters gave suggestions on fare management, including:
o Suggestion for free fares for all, or for seniors
o Suggestion to make TAP cards available at Target, Walmart, and drug stores

Round 2:
Connectivity

e In Round 2, a need for better pedestrian/bicycle access on Imperial Highway was echoed
from Round 1. Two new suggestions are scrambling crosswalks in Norwalk, and increasing
the width of sidewalks.

Amenities
e In Round 2, a suggestion for food services and vendors was echoed from Round 1.

4.3.3 Intercept Survey (Norwalk C Line Station)

At the Norwalk C Line Station, 337 people completed the first page of the October 2023 intercept
survey, which included travel purpose and origin and destination; 253 people completed the entire
survey, which had additional questions related to demographics, travel purpose details, connectivity,
and experience.

Additional information on the survey distribution and methodology can be found in Methodology

(Section 1.1). Systemwide feedback regarding trip planning is available in Section 2.3. A comparison
of select intercept survey questions is available in Section 3.0.
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Demographic Information

What is your total household income?

Norwalk C Line Station

30%

25% 24%
20%
15% 15%
15% 14% 13%
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0%

Under $15,000 Between Between Between Between Between Over $150,000
$15,000 and  $35,000 and $60,000 and $75,000 and $100,000 and
$34,999 $59,999 $74,999 $99,999 $150,000

Of the 209 respondents to this question, almost one quarter had a total household income under
$15,000, and almost one quarter had a total household income of over $100,000.

What is your gender identity?

Norwalk C Line Station

70%
60%
60%
50%
40% 38%
30%
20%
10%
1% 0% 0%
0% ——
Female Male Genderqueer or Agender Not specified above,
non-binary please specify

Of the 212 respondents to this question, 60% identified as male, and only 38% identified as female.
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What is your age?

Norwalk C Line Station
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Of the 215 respondents to this question, the most populous demographic was 25-34 (26%). Less
than 5% of the population was older than 65 or younger than 18.

What is your race or ethnic identification?
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Of the 211 respondents to this question, over half identified as Hispanic/Latino, and almost one
quarter identified as Asian/Asian American.
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Reasons for Traveling

| am at this station because...

Norwalk C Line Station
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This is where | am starting This is where | am ending | transfer between transit  Other (please specify)
my transit trip my transit trip modes here (e.g. bus to
rail)

Of the 337 respondents to this question, over half were at this location because it is where they were
beginning their transit trip, while about one-third were transferring.

Why are you traveling?

Norwalk C Line Station

300
271
250
200
150
100
66
50
22 12 15
0 ] I |
Work School Recreation Medical Other (please
specify)

Of the 337 respondents to this question, over three-quarters were traveling to work, and around 20%
were traveling to school. A common write-in response was visiting family.
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Generally, where are you traveling to and from?
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Norwalk C Line Station Intercept Survey: Origin and Destination Zip Codes

The map above shows the most frequent origin (in pink) and destination (in cyan) zip codes by
quantile. Zip codes with high frequencies of both are shown in darker purple and blue. The direction
of travel, showing start and end zip codes, is shown with light purple dashed lines. The approximate
straight-line average length of travel was 7.6 miles and the median was 6.6 miles. Over a third of
respondents (112 of 307 respondents) started or ended their trip in the three zip codes within one-
half mile of the station (90650, 90242, and 90706).

Travel was distributed across the southern half of Los Angeles County from the coast to western
Riverside County and extending throughout Orange County. Within Los Angeles County there were
concentrations of high origins and destinations in Hawthorne, Compton, Lynwood, Inglewood,
Downey, Santa Fe Springs, Cerritos, and Bellflower. Common origin locations were northeast of the
station in Whittier, Pico Rivera, and La Habra. Common destinations were west and south - near
LAX, reachable by the C Line, Redondo Beach. and Long Beach.
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Getting To and From Transit
From here | am going to....
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Of the 465 respondents to this question, one-third took a bus to their next location, one quarter were
traveling from the station using Metro Rail, one quarter were traveling from the station using
Metrolink and 12% walked to their next location.
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| got to this station by....
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Of the 251 respondents to this question, over one-third got to the station by bus, one-third got to the
station by driving alone, and almost one-quarter got to the station by Metrolink Rail or Metrolink.

If arriving or departing in a vehicle at this station...

Norwalk C Line Station
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3 1
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I parkinthelot- Iparkinthelot-it | parkon nearby | park on nearby | get dropped off /
there are usually  can be challenging streets - there are  streets - it can be picked up
spaces available to find a space usually spaces  challenging to find a
available space

Of the 172 respondents for whom this question was applicable, over half park in the lot and have
few challenges finding a spot, and over a third get dropped off or picked up.
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If arriving or departing on a bike at this station...

Norwalk C Line Station
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there are usually have a reserved it can be there is usually can be bus
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find a space find a space

Of the 32 respondents for whom this question was applicable, over two-thirds bring their bike on the
bus or rail.

Is there anything you'd like us to know about the quality of vehicle and/or bike parking?

Of those surveyed, 163 people responded to this question.
Major themes include:
e QOperations (14)
o Make parking cheaper/free (13)
e Station Accessibility (40)
o More security needed (10)
o Parking payment issue (4)
o There is enough parking (4)
o Cleanliness (5)

In addition, respondees shared their local knowledge and recommended eliminating the requirement
to pay for parking, adding more bike parking, adding options to pay for monthly parking passes
online, adding clear signage to indicate where rideshare services should queue, and increasing the
parking lot lighting.
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How easy or challenging is it to get to the station?

Norwalk C Line Station
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Of the 250 respondents to this question, half found it very easy to get to the station, while a third
found it somewhat easy.

What makes getting to or from the station easy or challenging?

Of those surveyed, 205 people responded to this question.
Major themes include:

=  FLM (55)
o congestion/traffic (22)
o easy - location (18)
o need better pedestrian infrastructure (7)
=  Qperations (62)
o delays/schedule changes without warning (12)
o need more frequency (13)
o easy - location (8)

In addition, respondees shared their local knowledge and shared that “People are forced to park on
Studebaker and walk illegally along the 105 freeway to get to the station. Big hazard for pedestrians
because there is no designated shoulder lane. Parking on Studebaker is impossible to find because
of all of the neighboring residential homes. Please install a parking structure as soon as possible.”
Another noted “When traveling locally it is hard to leave the station walking[-] there is only one
street out, but it adds a long walk around. [I]wish there was a better pedestrian exit by Foster Road.”
Another noted that “[i]t can be a little hard to access so the Ubers take a weird turn.”
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Taking Transit

Please select any challenges you might face during your trip.

Norwalk C Line Station

Other (please specify) [N 57
Reloading TAP card or paying for fare [ 30
Transferring between transit services [N 34

Trip time is unpredictable [N 54
Uncomfortable [ o4
Not enough information [ 27
Announcements are not understandable [N 43
Not knowing where my bus or train is along its route [N 51
Traffic from typical conditions [N s6
Route disruptions, detours, construction, or... [INEGe 150

I don't face any challenges during my trip [ 20

0 20 40 60 80 100 120 140 160

Of the 251 respondents to this question, over half stated that route disruptions were a challenge. As
there were 616 responses, each person had over two pain points faced during their trip on average
and only 8% experienced zero pain points.

Are there any route disruptions, detours, construction, or slowdowns that regularly or recently take
place around this station area?

Norwalk C Line Station

160
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100

80

60

40

20

Yes No
Of the 250 respondents to this question, 44% indicated that there were route disruptions that
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regularly or recently took place around this station area.

Were these route disruptions, detours, construction, or slowdowns communicated?

Norwalk C Line Station

Changes were not communicated _ 70
Live text announcements at the stop or station _ 47
Live audio announcements at the stop or station _ 51
Links or QR codes linking to more information - 14
Announcements in applications _ 23
Announcements while travelling on bus or rail _ 45
Other (please specify) _ 23

10 20 30 40 50 60 70 80

o

Of the 234 respondents to this question, almost one-third learned about the disruptions through
signs, almost a third said that changes were not communicated, and almost a quarter learned about
changes through live audio announcements.

Is there anything else you'd like us to know about challenges you face during your trip?

Of those surveyed, 180 people responded to this question. Major themes include:

e Transit Experience (40)
o Homeless population (23)
o Cleanliness (7)

In addition, responders shared their local knowledge and noted that the elevators/escalators are not
working or very dirty, the computer screens are not always functioning on the 5:15 a.m. train leaving
Norwalk, and that there is overcrowding/insufficient busses on routes after 3:30 pm. Further, a large
number of respondents complained that the homeless individuals riding transit make the cars more

unsanitary and less safe.
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Do you transfer between transit modes? Rail to bus / Bus to rail / Bus to bus / Rail to rail

Norwalk C Line Station
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No - | only take one bus or train Yes - | find it to be easy Yes - | find it to be challenging

Of the 251 respondents to this question, half transfer and find it to be easy, while over a third do not
transfer and over one-eighth find it challenging.

What makes transferring easy or challenging? (i.e., Is there enough information? Are there any

accessibility issues?)

Of those surveyed, 187 people responded to this question.
Major themes include:
e Transfers (53)
o Easy- general (25)
o Easy - Info accessible (11)
o Easy - Apps (4)
o Easy - location (4)
e Operations (31)
o Schedule coordination across platforms/services needed (14)
o Bus takes too long (6)
o Customer Information (17)
O
O

Easy -- Apps (9)
Wayfinding/signage needed (5)

In addition, respondees shared their local knowledge and recommended splitting up route 460 into
4 lines (LA to Norwalk, Norwalk to LA, Norwalk to Disneyland, and Disneyland to Norwalk) given the
current route is 2+ hours, renaming one of the 2 Bus Routes to prevent confusion, adding buses
connecting Brea and La Habra to Norwalk, and improving the ADA accessibility at A Line and C Line
stations.

One respondent noted that the “[bjus schedule and train schedule don't seem to align, making it
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easy to miss [their] bus and having to wait a long time to get the next one.” Another corroborated
this, saying, “There some buses that are slow and we miss the transfer, for example, bus 260 that
connects with La Alondra at 6:17 am, does not get there on time after they changed the driver. It is
impossible to take that route.”

Station Amenities
For the rail station, how would you characterize the following amenities?

Norwalk C Line Station
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30%
20%
10%

0%

9.31% 10.53% 8.20% 8.94%

Seating Signage Customer Shade Lighting
Information

B Non-Existent = Not enjoyable ®Fine ™ Enjoyable I don't know

Of those surveyed, 256 people responded to this question. Over one-third of respondents rated the
seating as non-existent or not enjoyable, and almost a quarter rated the customer information as
non-existent or not enjoyable. Signage and lighting fared better, with around three-quarters of
respondents rating these amenities as either fine or enjoyable.

In addition, respondents shared their local knowledge and noted that Wi-Fi is always disconnected,
signage should clearly display which train should be boarded to access LAX, and both transit vehicles
and station boarding areas are consistently unclean. Recommendations included adding an
emergency button for security to be called, a sound wall to protect from freeway noise, bathrooms,
more seating, and real-time signage at boarding locations.

Page 77



L.A. County Rail Network Integration Study Task 6 Final, August 2024

For the bus stops at the station, how would you characterize the following amenities?

Norwalk C Line Station
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Of those surveyed, 244 people responded to this question. Almost a quarter of respondents were
not familiar with the bus amenities at the station. Over one-third of respondents rated the seating as
non-existent or not enjoyable, and over a third rated the shade as non-existent or not enjoyable.
Signage and lighting fared slightly better, with around two-thirds of respondents rating sighage as
fine or enjoyable and over half rating lighting as fine or enjoyable.

In addition, respondees shared their local knowledge and recommended adding more lighting,
regular cleaning, shade, seating, and bathrooms. One respondent requested more frequency for the
232 line, given its popularity, and suggested that Metro conduct an audit to figure out the reason for
frequent delays.
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Do you know if there is a regular station attendant to provide information or assistance at this
station?

Norwalk C Line Station
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helpful this service this service use this service

Of those surveyed, 250 people responded to this question. Of those who are aware of this service,
half indicated its usefulness, and half of users indicated that they do not use it. Of all respondents,
40% either would use the service if it existed.

Is there anything else you'd like us to know?

Of those surveyed, 142 people responded to this question.

Major themes include:
e Station Boarding Area (18)
o Cleanliness needed (2)
o More security needed (3)
e Transit Experience (13)
o More security needed (7)
o Cleanliness needed (3)
e Other (20)
o More security needed (4)
o Safety needed (4)
o delays/schedule changes without warning (4)

In addition, respondees shared their local knowledge. Respondees recommended:
e Improving on-train announcements for C Line travel between Norwalk and Redondo Beach
e Adding an express bus service running between Norwalk C Line station and the
Norwalk/Santa Fe Springs Station or extending the C Line to the Norwalk/Santa Fe Springs
regional rail station
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¢ Font size on signage should be increased

¢ Using new signage to provide additional shading

e Increasing security to make people feel safer and prevent riders from evading the fares

e Adding a direct route from Norwalk to Disneyland

e Add ways to report issues in-app (graffiti, elevator malfunctions, etc.)

o Weekend routes

e Making sure that all buses can take TAP cards for transfers so there is no duplication of
fares.
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Appendix A - CBO Engagement Workshop
Powerpoints — Round 1
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Appendix B - CBO Engagement Workshop
Powerpoints — Round 2
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Appendix C - CBO Engagement Workshop
Feedback
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Appendix D - CBO Survey Responses
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Appendix E - Blank CBO Survey
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Appendix F - Intercept Survey Responses
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Appendix G - Blank Intercept Surveys
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Appendix A - CBO Engagement Workshop
Powerpoints — Round 1
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Los Angeles County Rail Network Integration Study

FOCUS GROUP MEETING #1
August 15, 2023




10:00am Welcome Remarks/Introductions

10:05am
10:10am
10:15am
10:40am

11:45am
11:55am

M)

CBO Focus Group goals, roles, and responsibilities
Project Overview

Plenary Session: Systemwide Trip Planning Issues and Opportunities

Breakout Groups: Station User & Community Experience
* Van Nuys Station & Downtown Burbank Station
* Burbank Airport Stations
* Norwalk stations (Metrolink, Metro C Line)

Report Out on Breakout Group Discussions

Q&A and next steps

A2




Introductions

> Name
> Organization and community that you are representing
> Describe your vision for an integrated rail network in LA County




Roles and Responsibilities

Participants in the focus group will:
> Review and provide feedback on study findings

> |dentify any additional challenges and opportunities for the three primary study
areas

> Share what community-oriented priorities you have heard around integrating
the transit network in our region

> Explore potential strategies for implementing recommendations

A4




Code of Conduct

Metro is committed to ensuring that all
participants can fairly and clearly share
ideas, comments and concerns about this
project. To provide a safe and equitable
process, we are asking for your help.

A5

During this meeting, please:

> Respect the format of the meeting and allow
everyone an opportunity to comment

> Turn off cell phones and background noise
when speaking

> Treat fellow community members, agency
representatives, Metro staff and others
with respect

> Address all comments to Metro staff and
consultants — not to other attendees

> Maintain a conversational tone




Study Background

> Metro received 2018 > To Implement the 2018 2018 California State Rail Plan
TIRCP grants, including State Rail Plan and Connecting California
$1.08B for improve passenger =
new transit capital mobility, accessibility, and
improvements and transfers in L.A. County
S7M funding for network
integration
> To explore opportunities
for integrating Metro’s
system with SCRRA’s
programs and
CAHSR project
investments

M)

(Source: https://dot.ca.gov/)




> Understand needs and
priorities for network
integration (state,
regional, local)

> Facilitate interagency
coordination on
infrastructure
investments

> ldentify express bus
routes for connecting
communities and
regional destinations

M)

> Focus on 3 regional hubs

with the greatest
opportunities for
transfers between the
state and regional rail
systems outside of
Downtown Los Angeles —
Van Nuys, Burbank,
Norwalk

Develop network
integration
recommendations, with
considerations for equity,
sustainability, and
benefits/costs
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Project Timeline

WE
ARE
HERE

Summer/Fall 2021 Spring/Summer 2022 Fall 2022-Spring 2023 ) Summer/Fall 2023

Project kick-off * Datacollection/ « |dentificationof * CBO Focus Group

« Baseline baseline analysis wayfindingand  « Qngoing stakeholder
understanding * Identification of first/last mile outreach

* First round of systemwide opportunities Draft and Final study
stakeholder network * Second round of recommendations
briefings Integration stakeholder

opportunities outreach

* Initiation of CBO
engagement




Plenary Session

Discussion: Regional Transit Network Information




What modes of transit are used?
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What information and tools are needed to plan trips?
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What are the challenges getting to or from transit?

Downtown
Santa
Monica

M) .
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. Are there any challenges while
| traveling or transferring?
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Breakout Groups: Station User & Community Experience

GROUP 1

Part 1(10:40-11:10)
Van Nuys Station

Part2 (11:15— 11:45)
Downtown Burbank Station

GROUP 2

Part 1 (10:40 - 11:10)
Burbank Airport North Station

Part2 (11:15— 11:45)
Burbank Airport South Station

GROUP 3

Part 1 (10:40-11:10)
Metro Norwalk C Line Station

Part 2 (11:15 — 11:45)

Norwalk/Santa Fe Springs
Station

A-14

Please go to the table with the station you’d like to discuss
You can change between Parts 1 and 2
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Breakout Groups

Please go to the table with the station you’d like to discuss
You can change between Parts 1 and 2




Report Back & Next Steps

21



> Review CBO Focus Group feedback

> Focus Group Round 2 on
September 12, 2023 (10am-noon)

> 0ngoing Agency Stakeholder Outreach

> Draft Study Report in Fall 2023

If you haven’t filled out the
survey vyet, please submit the
survey by the end of today,
Tuesday, August 15, 2023

surveymonkey.com/r/RNI1

22




SR

Staff Contacts:
Jill Y. Liu, Sr. Manager, Countywide Planning

Jefferson Isai Rosa, Sr. Manager, Community Relations
One Gateway Plaza, M/S 99-23-2

Los Angeles, CA 90012

213.922.4640

RNIS@metro.net

https://www.metro.net/projects/los-angeles-county-rail-network-
integration-study/




GROUP 1

Station User/Community Experience Discussion:
Part 1: Van Nuys Station

Part 2: Downtown Burbank Station

Closing: Report Back and Wrap Up




Van Nuys Station Overview

PART 1

Van Nuys Station

= Metrolink and Amtrak Station

= Metro, LADOT’s DASH, Amtrak Thruway buses

= Future East San Fernando Valley (ESFV) LRT Line
= Future start/end of the Sepulveda Line
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‘ Van Nuys Station Area
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Station Walkthrough




How do/would you or your community get to the Station?

Drive alone? .

Carpool?




Existing Wayfinding
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How easy or challenging is it to get to the station?
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How easy or challenging is it to transfer?
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GROUP 1

Station User/Community Experience Discussion:

Part 2: Downtown Burbank Station
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Van Nuys Station Overview

PART 2

Downtown Burbank Station

= Metrolink and Amtrak Station

= Metro, BurbankBus, Santa Clarita Transit,
Glendale Beeline buses i

= Future NoHo to Pasadena BRT

> Study Area Rail Station Existing Transit
%  Entrances Amtrak Lines
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Downtown Burbank Station Area
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Downtown Burbank Station Area
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Station Walkthrough




How do/would you or your community get to the Station?

The Burbank BikeStop is a high-capacity indoor
bicycle parking facility located at the Downtown
Burbank Metrolink Station. The facility is designed to
meet the growing demand of commuters that bike
to/from transit. The Burbank BikeStop helps us
promote a healthier, more sustainable Burbank!

~40 Bicycle Parking Sp{
A Bicycle Repair Stand
Built In Tools
-Temperature Controlled
~ |-Secure Access with CCTV

Drive alone? = - FREE to Use

“Registration Required

- .

To become a registered user call (818)238-52

ca rpoo I ? y % Or log on to www.burbankbike.org

U WA TS




Is it easy to get to or from the station
from Downtown Burbank? What would

pE—

- Improve this connection?




Existing Wayfinding
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How easy or challenging is it to get to the station?

\ ol AN, 'O’J\‘ ,DQ\ @'0' < Stops and Stations
PEDESTRIAN ANALYSIS y Metrolink Stations Existing Pedestrian Travelshed (1/2 mile)
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Study Area Station Access Points Pedestrian Environment Score

Pedestrian Collisions

2 Better <«--------- >  Worse
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Are there any nearby intersections or

roadways that feel unsafe or could use
improvement? What would you change?

George Izay
Park




Does the existing station serve your needs?
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How easy or challenging is it to transfer?

E “Burbank Airport North If you are transferring from Metrolink Metro Rail Lines
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S Burbank Airport frequent service *
S South (AM) ||  |o' ™ % N\ SN Adashed line shows
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GROUP 1

Station User/Community Experience Discussion:

Closing: Report Back and Wrap Up
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d Knowing what | know now about this
study, | think Metro:

> |s examining issues important to me and

Report back

my organization to the group
> Should look more closely at




GROUP 2

Station User/Community Experience Discussion:
Part 1: Burbank Airport North

Part 2: Burbank Airport South

Closing: Report Back and Wrap Up




Norwalk C Line & N/SFS Stations Overview

PART 1

Burbank Airport North = \‘\

= Metrolink service TN F 4

= Metro and Amtrak Thruway buses % N f
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GROUP 2

Station User/Community Experience Discussion:
Part 1: Burbank Airport North
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Burbank Airport North Station Area
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Station Walkthrough




How do/would you or your community get to the Station?
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Existing Wayfinding
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How easy or challenging is it to get to the station?
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Does the existing station serve your needs?
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How easy or challenging is it to transfer?
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GROUP 2

Station User/Community Experience Discussion:

Part 2: Burbank Airport South
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Burbank Airport South Station Area
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Burbank Airport South Station Area
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Station Walkthrough




How do/would you or your community get to the Station?




Existing Wayfinding Around the Station

METROLINK-Burbank
& Bob Hope
Airport

®

“nowen's, W

W Valhalla Dr

Valhalla
Memorial Park

N Ontario St

N Ontario St

Thornton Ave &
o
=
b
©
o
b
s
o & & z
N v wv
2 © @
T g -
o
= © %
= o
w z 9]
Z z z
Va
n
Owen g
&
©
&
>
©
c
@
=]
o
2|
&
o
=
@

©  Wayfinding Existing Inventory

*

M)

Burbank Stations

>

o o

0.2 mi

18

T 1
0.4 km




How easy or challenging is it to get to the station?
Burbank Airport (:t M V) =
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Existing Signage at the Station
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Does the existing station serve your needs?
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How easy or challenging is it to transfer?

Metro Rail Lines

Metro Rail Line
& Station

0000Ee®

// Bjusdsaije

7

VERDUGO

CITY o
N === Metro Busway
& Station
) /"Ol;o 6 |
Woodbury Verdugo Mountains
S o nersity Metro Bus Lines

Buri)ank Airport North

50

)
e
o) uokuey)al

Athick line shows a frequency

How easy or challenging is it e iesor pevars
to get between the ra,/ —— Athin line shows a less

WIHSHINNV1

169 ] frequent service.*
o2 . station and the adjacent bus vt
1 irport :
RITC 2oy, StOpS or RITC? * Based on weekday peak and midday frequencies.

** Part-time means peak only or Owl (late night)
services.

T

Municipal Bus Lines

o
Burbank Airporl'
BU Burbank Bus

South

bh
152 NORTH 222
230 224 HOLLYWOOD
154

90 s
\ N
ege 549 Burbank 162) Burbank ©
b N\ 1

w-0-@M Amtrak & Station

wwonM)  Metrolink & Station

n\'\“k [ - TN Apuy 9

[\a)







GROUP 2

Station User/Community Experience Discussion:

Closing: Report Back and Wrap Up
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d Knowing what | know now about this
study, | think Metro:

> |s examining issues important to me

Report back

and my organization to the group
> Should look more closely at




GROUP 3

Station User/Community Experience Discussion:
Part 1: Metro Norwalk C Line Station

Part 2: Metrolink Norwalk/Santa Fe Springs Station
Closing: Report Back and Wrap Up




Norwalk C Line & N/SFS Stations Overview

PART 1

PART 2

Metro C Line Station Norwalk/Santa Fe Springs Metrolink Station

= Terminus of C Line from LAX and Redondo = Metrolink — direct service to Oceanside,
Beach Ventura, Union Station, Perris

= Metro, Norwalk Transit, Long Beach = Amtrak service on Angel Game Day
Transit buses = Norwalk Transit bus

= Future High-Speed Rail station
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Norwalk Study Area — Existing Wayfinding

Figure 7 - Existing Wayfinding Inventory - Norwalk Study Area
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GROUP 3

Station User/Community Experience Discussion:
Part 1: Metro Norwalk C Line Station




Norwalk C Line Station Area
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Norwalk C Line Station Area
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Station Walkthrough




How do/would you or your community get to the Station?

Drive alone'-’

VI

Carpool?

Dropped off?




How easy or challenging is it to get to the station?

7 T o =
EJ /L’d 0 & M:x::ﬂli:‘:!;z::i\::ysmﬁnns-Exlsting& .. . .
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‘jL ] = Amtralk
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] 2 Better <«--------- >  Worse
| 1
e 0 0.1 0.2 0.4 mi
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Do the existing amenities serve your needs?

Mm ) \\\\\\\\\\ SNANARNAN

B "]Fr”“?

Seating

Shade



How easy or challenging is it to transfer?

Metro Bus.

Direction/Destination

WESTBOUND to LAX City Bus Center

Florence Station @,
Fairview Heights Station ®),
Downtown Inglewood Statio

Map Ref

Inset

Metro Bus.

WESTBOUND to Playa Del Rey

Firestone Station @,
Manchester Station 31,
Westchester/Veterans Station ®

Inset

Metro Bus.

EASTBOUND to Whittier
WESTBOUND to Aviation/LAX Station ®

Florence Av, Telegraph Rd
Imperial Hwy

Inset

Metro Bus.

WESTBOUND to El Segundo

Rosecrans Av, Compton Station
Rosecrans Station 31

EASTBOUND to Buena Park, Anaheim
WESTBOUND to Downtown LA

Rosecrans Av, Alondra Bl

Metro Bus Harbor Transitway
NORTHBOUND to El Monte Station I 605 Fwy, Peck Rd, Rio Hondo College
Metro Bus SOUTHBOUND to Long Beach VA Hospital 605 Fuy, 7th St

Municipal Bus Services

Long Beach Transit

SOUTHBOUND to Long Beach

Pacific Coast Hwy, Studebaker Rd

Long Beach Transit

SOUTHBOUND to Long Beach

Orange Av

Norwalk Transit

CLOCKWISE to Imperial Hwy & Norwalk B
COUNTERCLOCKWISE to Pioneer Bl & Alondra BU

Imperial Hwy
Studebaker R, Cerritos College

Norwalk Transit

EASTBOUND to Imperial Hwy & Idaho St

Imperial Hwy

Norwalk Transit

EASTBOUND to Adelfa Dr & Santa Gertrudes Av

Rosecrans Av

Norwalk Transit

NORTHBOUND to EL Monte Station [

Norwalk/Santa Fe Springs Station G,
Santa Fe Springs Rd, Rio Hondo College
Workman Mill Rd

Are there signs that help you
navigate and exit?
Are there any signs that are
confusing?

SAN GABRIEL RIVER FWY @

4

Norwalk @

Elevator

East Plaza /A
Entrance

ToWest Plaza
- Entrance and
Park/Ride

[120]577[em]

(To Imperial Hwyl >

Norwalk
Metro Bus and

Metro Rail Station
East Plgza

Norwalk Connections

/08 § 19)16)18) 1818

H

metro.net

SANTA FE
SPRINGS

NORWALK

SAN GABRIEL AIVER FWY.
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How easy or challenging is it to transfer?
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GROUP 3

Station User/Community Experience Discussion:

Part 2: Metrolink Norwalk/Santa Fe Springs Station
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Norwalk/Santa Fe Springs Station Area




Norwalk/Santa Fe Springs Station Area

Imperial Hwy

Norwalk. ' o NWEX X b S | Sdnta Fe
I Parklng / Y e Springs

|'l l - i L 4 p“‘ | + | ; i = i quking
L | T = 3 ' ‘ El=E
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Station Walkthrough




How do/would you or your community get to the Station?

Do you know where to park
or how to pay for parking?

rivae?
Carpool?
~ Dropped off?

18
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How easy or challenging is it to get to the station?
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=
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Does the existing station serve your needs?

Wayfinding
Lighting

PLAN — BUY OR ) o
YOUR ACTIVATE @ =
TRIP YOURTICKET R
B |o
& rmeTaBLES | e oaves
i i@ :
O

~ HOW TO RIDE

—

-

BOARD EXIT THE TRAIN
THE TRAIN

Informational Signage I

k

| o

i Elevators




How easy or challenging is it to transfer?

= Metro Rail Lines

Metro Rail Line
% & Station
Florence SANTA FE é? eocoew
- SPRINGS 3 ——[J= Metro Busway
Lakeland & Lakeland & &Sttlon
g 5 (c] ]
2 <]
@ “E;’ 3 Beaty «e\\ =
& w2 2 z Metro Bus Lines
62 ] J?'i« ; wmblAmm  Athick line shows a frequency
g Impe FEEIT  of 15 minutes or better*
A ol O Norwalk/Santa Fe Springs —an— ﬁ‘ez:‘eﬂ't‘ii‘;r:f less
,-,es ivic Center \doened (o ot
r DL J BF < Norwalk Lo ’0/7@ 201 apaarst—teimrlenseeivii‘{evi*
r 8 / St@p Biola H * Based on weekday peak and midday frequencies.
F L O W E o PR ** Part-time means peak only or Owl (late night)
B @ " g" 0 services.

i < < Allinformation is subject to change. Before you go,
vy ) r J ge. | you go,
> 2z | NORWALK Metrolink to Norwalk Bus, how,

rset BF ||2 o J

o 5 5 do you purchase your fare? Do Municioal Bus Li

= o s 5 unicipa us Lines

] i additional TAP. machines need to P

S . mffl== |ong Beach Transit
1 128 e be provided? Do you know you —
erritos . 9 Norwalk Transit
Bak Il Fattans can use your Metrolink Ticket on

_-Transfer Point - i .

@ B vtipepes 00 Amirak&Station Norwalk Transit? ;
sy 0@ Metrolink & Station

maps for more detail
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GROUP 3

Station User/Community Experience Discussion:

Closing: Report Back and Wrap Up
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d Knowing what | know now about this
study, | think Metro:

> |s examining issues important to me

Report back

and my organization to the group
> Should look more closely at
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Los Angeles County Rail Network Integration Study

FOCUS GROUP ROUND 2
September 12, 2023




10:00am Welcome Remarks/Introductions

10:05am
10:10am
10:15am
10:45am

11:45am
11:55am

M)

CBO Focus Group goals, roles, and responsibilities
Recap of August Focus Group Discussions

Plenary Session: Regional Rail Integration Analysis & Strategies

Breakout Groups: Station Area Access Improvements Recommendations
* Van Nuys Station & Downtown Burbank Station
* Burbank Airport Stations
* Norwalk stations (Metrolink, Metro C Line)

Report Out on Breakout Group Discussions

Q&A and next steps

B-2




Introduction

> Name

> Organization and
community that you are
representing

> Tell us one
major destination in LA
County that your
community desires public
transit access to

AARP

Greater LA Realtors

Independent Living Center of Southern California
Los Angeles County Bicycle Coalition

Los Angeles Neighborhood Initiative

Long Beach Gray Panthers

Move LA

Mundo Maya Foundation

Norwalk Unides

Pacoima Beautiful

Southern California Resource Services for Independent Living
The Transit Coalition

B-3




Roles and Responsibilities

Participants in the focus group will:
> Review and provide feedback on study findings

> |dentify any additional challenges and opportunities for the three primary study
areas

> Share what community-oriented priorities you have heard around integrating
the transit network in our region

> Explore potential strategies for implementing recommendations

B-4




Code of Conduct

Metro is committed to ensuring that all
participants can fairly and clearly share
ideas, comments and concerns about this
project. To provide a safe and equitable
process, we are asking for your help.

B-5

During this meeting, please:

> Respect the format of the meeting and allow
everyone an opportunity to comment

> Turn off cell phones and background noise
when speaking

> Treat fellow community members, agency
representatives, Metro staff and others
with respect

> Address all comments to Metro staff and
consultants — not to other attendees

> Maintain a conversational tone




Plenary Session

Discussion: Regional Rail Integration Analysis & Strategies




» Understand needs and priorities for
network integration and interagency
coordination (state, regional, local)

* Focus on 3 regional rail hubs —Van
Nuys, Burbank, Norwalk

» Develop recommendations for
connecting communities and
regional destinations

B-7

©/00 Regionsl & Inercity Rl Station
O Trarsit Hub

9 High Speed fisl Station

\~

___________

/1L0S ANGELES -
COUNTY REGIONAL |, ..
SERVICE MAP e = =
. ~2047 VISION °7°"
M‘Q‘?u“ o ‘._' ;:;IA&MHMNIW
venruaCym e

BURBANI

(Source: CRA)




What We Learned from Focus Group Round 1 (August

* Vision for an integrated rail network in LA County

» Systemwide trip planning issues and opportunities,
focusing on:

- Communications (information on how you ride)
- Connectivity (how to get to and from stations)

- Accessibility (how easy to navigate the stations)
- Amenities (comfort and livability of the stations)

« Station user and community experience at
Metrolink, Amtrak, and Metro rail stations in Van
Nuys, Burbank, and Norwalk

M) 8
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Focus Group Survey Responses — Modes of Accessto T

What modes of public transportation do members of your
community typically use? (Select all that apply)

Answered: 13 Skipped: 11

Metro Micro -

AN Local Bus
Bus (e.g., 5...

S Rapid Bus

Rapid Transi...

Metro Bus
Local Lines

Metro Rapid
Bus (e.g., 7...

Express Bus...

Metro Heavy
Rail (B Line...

. HeavyRail
I Light Rail
e [N Metrolink
o [ Amtrak
s |

0%

Metro Light
Rail (A Line...

10% 20% 20% T0% 20% 290% 100%




Focus Group Survey Responses — Trip Planning

Q3 (O]

What tools do your community members use to plan their trips?
(Select all that apply)

Answered: 13 Skipped: 11

Official Met ff- . I
v I Official Metro App
Metro.net
Transit App or .
other or oth... Tra nSIt App
16
Online maps, - © Cedars - Sinal Medical €
S [ Online Maps o
© Cedars - Sinal Medical Ctr
Bike-share or
scooter-shar... .

Om
ez [ Information at Stations

Morth Hollywood

om

© Wilshire | Western
Paper maps Pty Luas

733

Word of mouth

Other (please
specify)

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100% 10
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Focus Group Survey Responses —

Metro and Local Bus Service Payment Methods
Q7 (O]

Regarding fare payments on Metro and local bus services, do you
and/or your community know about the following? (Select all that
apply)

Answered: 13 Skipped: 11

Howtousea
TAP card

Purchasing or
reloadinga ...

Purchasing or
reloading a ...

Purchasing or
reloadinga ...

EZ Transit
Pass Program

df: 1
e [ Fare capping
Discounts for
seniors,... _
Free fares for
Free transfers F f
e I Free transfers
@ between Metr...

Q% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
B-11

]
]
I

/

~ EZpPass

How to use TAP card




Focus Group Survey Responses —

Metrolink and Amtrak Service and Payment Methods
Q8 El

Regarding fare payments on Metrolink and Amtrak, do you and/or
your community know about the following? (Select all that apply)

Answered: @  Skipped: 15

etrolink or...
Metrolink or...
Fiding Atk Metrolink monthly Pass (Rail 2 Rail)

EZ Transit EZ PaSS

Pass Program

Di ts fi . ‘e

those with .. - Discounts (Mobility-4-All)

Transferri . . . . .
betwoan _ Transferring b/w services using a Metrolink ticket

Transferring
between Amtr...

Transferring between Amtrak rail and Amtrak Thruway Buses

0% 10% 20% 30% 40% 50% 60% 70% 80% 20% 100%




Improvements for regional coordination of:

Wayfinding, access, real-time
customer information

First-last mile connectivity

Station amenities

Transit-oriented development and
communities

Fare integration, integrated ticketing
Agreements for station maintenance
and operations

Improved transit service and
frequency

Funding and construction

B-13

Agency

CalSTA & Caltrans
SCRRA/Amtrak
CAHSR

SCAG
OCTA/LOSSAN
LAWA

Long Beach Transit
LADOT

City of Burbank
City of Norwalk
City of Santa Fe Springs

Hollywood Burbank Airport

What We Heard from Agency Stakeholder Engagemen

Burbank
| |
|

Norwalk Van Nuys

13




Metro Policy Coordination and Integration

« Customer Experience Plan (2022) includes initiatives for cleanliness,
public safety, bus stop shade and seating
("Shade for All"), customer information, time competitiveness
and connectivity

« Bus Shelters Board Motion (March 2023)
« Board motion to consolidate transportation apps (December 2022)

« Coordination with Cal-ITP and mobility providers on open-loop
payment and customer information technology integration

« Universal basic mobility expansion (mobility wallet) 'g

 Fare and integrated ticketing (e.g., special events, LA 28 Olympic) o

Dx
App for on-demand service
(h;eUbar)l r $1 per ride in

« Coordination with UCLA capstone research ) e

o make real-time
or! wnh Me(r
Sec\mry an?law enforcement

Pay for parking at Metro
stations (where required)

i @
\
' https://bikeshare.metro.net/
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Travel Market and Hot Spot Operational Analysis

Los Padres
Nationales—=
Forest

Base

Service-led design and Time Transfers

e
e e}

" o [N
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? Sespe Wilderness > Adelanto = o
y e ™ s
Séspe Condor. Victorville ] P (B
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Regional Rail Integration Strategies — Initial Findings

M)

Near Term

Near-term projects that augment
connectivity and reduce travel barriers

Timed Metrolink transfers to
Burbank Airport

Add an Amtrak Surfliner Stop

~=® Norwalk/SFS & Downtown

LOSSAN

Burbank Stations

E Cohesive wayfinding

o

Low-cost First/Last Mile
improvements

LOS ANGELES
COUNTY REGIONAL
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D LaNcasTER

~2047 VISION """

15 axuamn
“CL MOORPARK
\‘

2,
‘Q‘S\ MI VALLEY
p

Frequency

Lessthan Bminutes
15minutss
-------- 30 minutes
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= |nterdty Rail

= High Speed Rail =

Stops/Transfers
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© Metro Transfer Point
0 0 Regional & Intercity Rail Station
O TransitHub
(@ High Speed Rail Station
AirportB-16
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Timed Transfers to Burbank Airport

Near-Term Benefits

> Time Metrolink’s Antelope Valley and
Ventura County Lines to facilitate transfers
to existing and future Hollywood Burbank
Airport terminal

Long-Term Benefits

> Timely connection from the VC Line to the
relocated airport terminal and future

CAHSR underground station Downtown
Burbank

~5 min

17




Additional Amtrak Surfliner Stop at Norwalk/SFS

Near-Term Benefit

> Immediate, increased
frequency with few costs

> No significant effect on
LOSSAN runtime

Long-Term Benefit

> Major hub connection to
CAHSR and Metro C Line

Moorpark Station

%

'Van Nuys Station 4
2 S8 Burbank Airport Station ==

<5
5-10

o 10-30

B 30-60

I s0+

Metro Equity Focus Community Areas
Difference of <1 Trips

["] Difference of 1-4 Trips

I:l Difference of 5+ Trips

Daily Transit Trip Difference (Alt A vs. 2017 Base)

Norwalk/Santa Fe Springs Station
b T L%

@ Analyzed Metrolink/Amtrak Station
® Metrolink/Amtrak Station
® Metrolink Station
s Amtrak
~ L.A. Metro Rail Network
=~ Metrolink Network
=== ( Line Extension (Long Beach Transit 172/173)
Metrolink Tripper (Laguna Niguel to Chatsworth)




Regional Rail Integration Strategies — Initial Findings

Fo gaRERSTIELD
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Benefit/Cost Assessment

RNI Benefit Cost Analysis is aligned with the State Rail Plan, CTP 2050, Metro’s Vision 2028 and 2020 LRTP, and other
regional strategic business plans (e.g., CAHSR, SCRRA, Amtrak)

We see a better
LA for everyone.

Metro Vision 2028 Strategic Plan

California
Transportation
Plan 2050

California State Rail Plan
Connecting California

.f;%ﬁ [EEE

nl\ [1]|I][]]ID
fen ﬂ]l]:ll]:l[l:l

Pz e &

We have a plan for

@ OUR NEXT LA
Metro

2020 Long Range Transportation Plan




Breakout Groups: Station Area Access Improvements
Recommendations

GROUP 1

GROUP 2 GROUP 3

Part 1 (10:45-11:15) Part 1 (10:45-11:15) Part 1 (10:45-11:15)

Van Nuys Station Burbank Airport North Station Metro Norwalk C Line Station

Part2 (11:15-11:45) Part2 (11:15-11:45) Part2 (11:15-11:45)

Downtown Burbank Station Burbank Airport South Station Norwalk/Santa Fe Springs
Station

Please go to the table with the station you’d like to discuss
@ You can change between Parts 1 and 2

21
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Breakout Groups

Please go to the table with the station you’d like to discuss
You can change between Parts 1 and 2




Report Back & Next Steps

23



> Review CBO Focus Group feedback

> 0ngoing Agency Stakeholder Outreach
> Draft Study Report in Fall 2023




&3 Jill Liu, Sr. Manager, Countywide Planning
Jefferson Isai Rosa, Manager, Community Relations
One Gateway Plaza, M/S 99-23-2
Los Angeles, CA 90012

213.922.4640

RNIS@metro.net

https://www.metro.net/projects/los-angeles-county-rail-
network-integration-study/
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Thank you!

LOS ANGELES COUNTY RAIL NETWORK INTEGRATION STUDY



GROUP 1

Station User/Community Experience Discussion:
Part 1: Van Nuys Station

Part 2: Downtown Burbank Station

Closing: Report Back and Wrap Up




Van Nuys Station Overview

PART 1

Van Nuys Station

= Metrolink and Amtrak Station

= Metro, LADOT’s DASH, Amtrak Thruway buses

= Future East San Fernando Valley (ESFV) LRT Line
= Future start/end of the Sepulveda Line

) Study Area Rail Station
®

'::J Half-Mile Buffer

Planned Bike Facilities
= ®® (lass |- Bike Path
Class Il - Bike Lane
= = = (lass Il - Bike Route
®m 8 (lass V- Protected Bikeway

Entrances

Existing Transit
Amtrak Lines
==B— Amtrak Thruway Bus Routes
a=(z = \etrolink Lines
o Metrolink Parking
Planned Transit
mm mm 1 Metro Sepulveda Line & Station Location (Alignment Options)
== mm 1 Metro East San Fernando Valley Light Rail
=&B— Metro Tier 2: NextGen Bus Routes
@ =§B— Metro Tier 3: NextGen Bus Routes

=fB=— Metro Tier 4: NextGen Bus Routes

= a
- ] ’,-—"'I‘l TN R
. N LANARK ST 3 2 R
|-l-----------l----------/r-----lnl LN R B 3
. - <
£ = //’ o '-.----.-\-\-\..
- = L& \\Q.
. - LORNE ST
» e L | Nt
\d Ewi) 9 Lt *summnnn®
= ":"l ’ S
[ ] x N
@ = N
# 37 BLYTHE ST b5
. A
= \ S
" 1 E e
- o u} %
z Kl Z
‘-l = B A
- ARMINTA ST ] o A
o £ i
< o gV T
b 3
Z T
Bt
%]

2
<
.
. Sepulveda Terminus
- * Appmxlmafe Locationm
" 4 KESWICK ST Station TBD
- \ .’
= ' 3
Iy *e LULLST
[ \ @
" \ *
L] i g *
m S SATICOY ST
T .

*

h *

*
\ COVELLOST e

A
N

COHASSET ST\
<

COVELLO ST
COHASSET ST ’

KESTER AVE

TYRONE AVE
|
]
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‘ Van Nuys Station Area
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What we heard about Downtown Burbank Station

©

Improved amenities

Bicycle parking
Connection between bus stops and rail
station

Improved routes to/from the station

Bicycle routes
Shade and trees
Improved crosswalks and sidewalks

Accessibility for those in wheelchairs or
using walkers

Improved information and/or signage

Fares for all modes

Consistent signage that is visual and legible
Audio communications

Ambassadors

Ticket integration

g koL
Esp. armu/%ﬁ., it 4@

Al Care

WSL—& fevsmnze ohie i [t

“Naeﬁ«/‘li‘

@ (D8l wi’i&

Haﬂ!} k S 94”1(‘%




Proposed Station Amenities

Proposed Improvements
\“i] Static Directional Signage
' Station Area Map
< Real-Time Arrival Info

" Visual Wayfinding to
Connecting Transit Service

")) Audio Wayfinding to Connecting

Transit Service

© Tactile Wayfinding to Connecting
Transit Service

*) Bike Hub

. Bike Share

() Shared Dockless Micro-Mobility
~ Parking

(') Bus Stop Amenities

(.} Public Art

Projects Planned by Others

@ East San Fernando Valley Light Rail Transit Project

@ Future Sepulveda Transit Corridor Station, Location TBD
Existing Station Features

@ Indoor Station Area and Restrooms

m Electric Vehicle Parking




m ROSLUE BL i @
- New connection:
. | in development/existing plan
Examined Access Improvements rirus st ; Mo commacion
i not in development/existing plan
LANARK ST /"//___ ! ___—;\\\‘\\\
//// I \\> <
. w /,’/ i LORNE ST \\\ =k
1.  Improved connection between the et =
bus stops, the ESFV LRT stop, and 21 X
the Metrolink/Amtrak rail stop, - 5 2 L
. . . . &-. // i % <>r\\ E
including an improved crossing at ARMINTA ST - 2| Future Van Nuys Transi Hub:
Saticoy (by Metro) g |
A

1
I
I
I
1

2. New bicycle connection between 1

Sepulveda Terminus
Approximate Location)® |

Tyrone Avenue and the station R T T /
\ LULL ST
3. Improved bicycle route on Tyrone : :
— . i 169 SATICOY ST 5 :

Avenue (by City of Los Angeles) T

\
COHASSET ST\
A

N
S

e RUNNYMEDE ST

KESTER AVE

TYRONE AVE

HAZEL"I'INE AVE

B-32
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GROUP 1

Station User/Community Experience Discussion:

Part 2: Downtown Burbank Station




Downtown Burbank Station Overview

PART 2

Downtown Burbank Station

= Metrolink and Amtrak Station

= Metro, BurbankBus, Santa Clarita Transit,
Glendale Beeline buses i

= Future NoHo to Pasadena BRT

> Study Area Rail Station Existing Transit
%  Entrances Amtrak Lines
Y .
L.! Half-Mile Buffer —0— gumstréagu@guway —
i . L ez Metrolink Lines .
Existing Bike Facilities £— Burbank Bus Routas
Class | - Bike Path —@— Glendale Beeline Bus Routes

Class Il - Bike Lane

—&— Santa Clarita Transit Bus Routes
=== (lass IIl - Bike Route © Metrolink Parking
Planned Bike Facilities Planned Transit
* =" Class|-Bike Path == == 1 CA High Speed Rall Alignment Alternatives B4
Class Il - Bike Lane s NoHo-Pasadena BRT
= == (Class lll - Bike Route [ NoHo-Pasadena BRT Study Area Stations

—E— Metro Tier 3; NextGen Bus Routes

Planned ExpressLanes —E3— Metro Tier 4; NextGen Bus Routes

Metro Tier 2: ExpressLanes
Mid-Term (2027-2032})

o .‘
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Downtown Burbank Station Area

NoHo-Pas BRT (fuf) 3"
PR, TS 1N

- %

Platforms

S g :
P oWhtow ML, Yank \ % Bl
N H
SN Mr i) \\ Parking

iy \\ = o

i 3 S Y o
N \ D
.- - . \'\ L
R »I';-‘

Parking

- 0
) =N o

as BRT (fut)
I



What we heard about Downtown Burbank Station

= Improved amenities (™
= Public art and murals : s i Sunk, &‘4@
. 0N A 53"3" v yPALe %i{v é
= Improved routes to/from the station glovths - 0%5 i s Kl e @) =
. = G)Lfﬂ,eul&t i BN
= Area is car-centric and unsafe for pedestrians /W% o G At Udé\?éf ,nﬂﬁ%
(Pasiag ag, € Ston s
= Improved wayfinding around the station W i "“P’; “W& /51;} 4 i #Aj% oLy
@ evs P29 i ¢ Tar il S
= Trees and shade [ /_fi_f ' i @y, i
- d information and/or si | e e
mproved information and/or signage : S ) ;(,/% . Yoy
= Improved wayfinding at the station . (gba»ﬁ“"" m;,‘l o
= Add information at the top/bottom of L &
elevators Ly
o . Lo
= Include signs in multiple languages Q,)w)

001

= Parking signage

Ambassadors are helpful

Time services (Amtrak/Metrolink/Buses)
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Proposed Station Amenities

Proposed Improvements Projects Planned by Others Existing Station Features
() static Directional Signage () Station Area Map () Shared Dockless Micro-Mobility Parking  (£) Shade Structures (17) X:f:lgnned (ialifornia High-Speed Rail (© Restrooms and Bike Hub
ignmen
Digital Information Kiosk Audio Wayfinding t ighti Sound Barrier @ Vertical Connection to W. Olive Avenue
o o anLth:nygfl¥raI:sgit(’servioe @ Supplemental Lighting @ @ Planned California High-Speed Rail
e Customer Service Kiosk o Tactile Wayfinding to Connecting Transit Service m Public Art @ Shade Trees Pedestrian Crossing @ Bus Stop Amenities

o Real-Time Arrival Info 0 Access Ramp @ Security Kiosk B38 @ Electric Vehicle Parking Other RNI Proposed Improvements
a Front Street




(% L .
&, L) New signal

0
-
% Existing high-activity land use
02 ] Future high-activity land use
@ 153 165 - Y e e «» New connection:
164 204 By [153] 2 in development/existing plan

%

7~ "\ Development

.-" LaTerra @‘?Y - NeV\! connection: o
164 % ixed- & not in development/existing
. av B Mixed-Use < P
1.  Front Street Signal i) , ¢ o

Downtown .,

A WAt NN v
. . . . . | New vertical circulation at Magnolia Buérba nk SR Yertical Circulation:. )
2 . Vertical circulation to Olive Brid ge o Blvz}I Bri(tzl_ge, c_c;zst:uthec:_ by.L'a Terraiin \ & yk&% in development/existing plan |
| co_n unction wir e La lerra »74/ . . . .
: mixed-use development Vertical Circulation: not in
(optional) | 3 dovaiopmentaia
[ - pment/existing plan
\r 8 i 2 EE VIS
3. Magnolia Bridge access (by others) Y R |
1
S
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Station User/Community Experience Discussion:

Closing: Report Back and Wrap Up
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d Knowing what | know now about this
study, | think Metro:

> |s examining issues important to me and

Report back

my organization to the group
> Should look more closely at




GROUP 2

Station User/Community Experience Discussion:
Part 1: Burbank Airport North

Part 2: Burbank Airport South

Closing: Report Back and Wrap Up




Norwalk C Line & N/SFS Stations Overview

PART 1
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GROUP 2

Station User/Community Experience Discussion:
Part 1: Burbank Airport North




Burbank Airport North Station Area
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What we heard about Burbank Airport North

Improved amenities
= Restrooms
= Water
= Bus stops — notably including shade
= Bike racks or lockers

Improved routes to/from the station
= Shade/trees along access routes

= Improve walking routes and reduce the
need for a car to get to the station

= Wayfinding

Improved information and/or signage
= Maps
= Schedules
= Transfers and available modes

Single fares for all modes
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Proposed Improvements

/) Bike Hub

Customer Service Kiosk

) Audio Wayfinding to Connecting Transit Service

) Tactile Wayfinding to Connecting Transit Service

| Car Share & EV Charging
) Shared Dockless Micro-Mobility Parking

. Bus Stop Amenities & Amenities at Existing
Airpogg@uttle Stop

Images not to scale

@ Brighton to Roxford Double-Track Project

Existing Station Features
@ Shade Structures

@ Access Ramp
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GROUP 2

Station User/Community Experience Discussion:

Part 2: Burbank Airport South




Burbank Airport South Station Area
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What we heard about Burbank Airport South

= Improved amenities
= Shade and lighting
= Emergency call buttons
= Restrooms and water fountains
= Improved routes to/from the station
= Trees and shade
= Lighting
= Information on accessible (ADA) routes
= |mproved information and/or signage
= Bus arrival times
= Rail arrival times
= Airport departure times
= Universal signage for all modes
= How to get to key destinations
= Fares for all modes
@ = Improved reliability for Metro Micro
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Proposed Station Amenities - Burbank Airport South

M)

mages not to'scale

Proposed Improvements

Static Directional Signage

Digital Information Kiosk
Customer Service Kiosk

Station Area Map

Tactile Wayfinding to
Connecting Transit Service

Access Ramp

Shared Dockless
Micro-Mobility Parking

Public Art
Restrooms

Security Kiosk

B-55

Shade Trees
Wifi

Pedestrian-Supportive
Landscaping

Existing Station Features
@ Shade Structures

Other RNI Proposed Improvements
Burbank South Parking
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Examined Station Improvements

1’| : Existing Terminal
P et
At-grade

e . ‘ \ g
walkway fo - sz Elevated P

ARPOR P il 9 » :
terminal m e - walkway to

& _A New + terminal Improyed
e Crossing

Sid Ik L
I d, i , = Additional
- % £8.& Parking

2 New Ramp 6;
Pedestrian T L TS D e
Plaza with -
Improved Customer
Crossing Information
Improved
@ 5, Ramp b




i
53]),,’!.
Al




GROUP 2

Station User/Community Experience Discussion:

Closing: Report Back and Wrap Up
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d Knowing what | know now about this
study, | think Metro:

> |s examining issues important to me

Report back

and my organization to the group
> Should look more closely at




GROUP 3

Station User/Community Experience Discussion:
Part 1: Metro Norwalk C Line Station

Part 2: Metrolink Norwalk/Santa Fe Springs Station
Closing: Report Back and Wrap Up




Norwalk C Line & N/SFS Stations Overview

PART 1

PART 2

Metro C Line Station Norwalk/Santa Fe Springs Metrolink Station

= Terminus of C Line from LAX and Redondo = Metrolink — direct service to Oceanside,
Beach Ventura, Union Station, Perris

= Metro, Norwalk Transit, Long Beach = Amtrak service on Angel Game Day
Transit buses = Norwalk Transit bus

= Future High-Speed Rail station
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GROUP 3

Station User/Community Experience Discussion:
Part 1: Metro Norwalk C Line Station




Norwalk C Line Station Area
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What we heard about Norwalk C Line Station

= |mproved information and/or signage

@ = Integrate ticketing as it can be confusing

Improved amenities

= Elevators and escalators
= Wayfinding
= Safety/Ambassadors

= Maintain TAP card machines

= Lighting

Improved routes to/from the station

= Create safer bike and pedestrian routes to the
station, including opening Foster Rd gate

= Make access on Hoxie safer
= Special events

= Visual signs on how to use and load TAP cards

= Signs in multiple languages

= Bus stops —where they are and where they go
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Proposed Station Amenities

i)
Proposed Improvements
Static Directional Signage
Real-Time Arrival Info

@ Customer Service Kiosk

Stationwide PA System

Audio Wayfinding to Connecting Transit Service
Tactile Wayfinding to Connecting Transit Service
New Escalator

Bus Stop Amenities

Sound Barrier

Shade Trees
Existing Station Features
@ Public Art
@ Escalator

@ Pratform Amenities
B-66

Other RNI Proposed Improvements
FLM Access to Studebaker
Norwalk Parking Lot

Norwalk Traffic Circle

Images not to scale’




People travel on the ramp between Hoxie 115 & »
Ave and Studebaker Rd despite a lack of
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Examined Access Improvements
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Examined Parking and Access Improvements
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Examined Parking and Access Improvements

New Bike and &
Pedestrian
Access

EEEEE

R
Improved Bike
and Pedestrian

Circulation

R

—_

Emérgency
Vehicle
Access Only

PROPOSED

PEDESTRIAN AND \
BIKE ACCESS | 3

\\\\\\\\\

r--—-
|
L-—

N
~ - GATE TO REMAIN CLOSED

EoE L SNOX

;fﬁﬁ&kmf >
Existing Gate and Driveway

R

Existing Foster Rd Bike Path )

10

B-70




Examined Parking and Access Improvements
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GROUP 3

Station User/Community Experience Discussion:

Part 2: Metrolink Norwalk/Santa Fe Springs Station
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Norwalk/Santa Fe Springs Station Area
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What we heard about Norwalk/Santa Fe Springs

Improved amenities
= Restrooms
= Water and snacks
= Maintain/clean elevators
= Station attendant/ambassador
Improved routes to/from the station

= Access to County offices and other nearby
locations

= Wayfinding is hard to read
Improved information and/or signage

= Improved wayfinding at the station

= Schedules for rail and buses

= Parking signs are confusing

= What platform trains are arriving at
Integrate ticketing — too many fares
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Proposed Station Amenities

Proposed Improvements
7/ () static Directional Signage

() Digital Information Kiosk
o Customer Service Kiosk
o Real-Time Arrival Info
o Station Area Map

o Sidewalk Stop Poles

o Visual Wayfinding to Connecting Transit Service
0 Audio Wayfinding to Connecting Transit Service
o Tactile Wayfinding to Connecting Transit Service
(1) Access Ramp

() Bike Huby/Bike Share

(7) shared Dockless Micro-Mobility P4tKifig

(©) Public Art

0 Restrooms
@ Security Kiosk
@ wii

m Improved Parking Signage

Projects Planned by Others

(D Planned california High-Speed Rail Alignment

Existing Station Features

@ Elevator

@ Electric Vehicle Parking




Examined Access Improvements

1. Bicycle connection to station from
Civic Center Drive (by others)

2. Bicycle and pedestrian connection to
Zimmerman Park and the future
Norwalk Transit Village (by others)

3. Safety improvements to the
intersection of Civic Center Drive
and Bloomfield Ave

4.  Ppedestrian improvements to
Imperial Highway

5. Connection to CAHSR (may be
included in CAHSR Plan)

6. Bicycle Connection to Norwalk C Line
Station — coordinate with City

Norwalk
Metropolitan
State Hospital

Imperial Hwy sidewalks near the station
have no shade, pedestrian lighting, or
separation from the six lanes of traffic

/ Norwalk
/ Fitness
Village

VOoLU

Norwalk LA County Registrar
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CiCenter = = | Administration
<5
o
s o
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2
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3
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The Norwalk Transit Village conceptual plan includes a connection
between the new development, Zimmerman Park, and the station
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with shade trees and lighting, increase
separation from traffic where feasible

o High-collision intersection:
Improve with high-visibility crosswalks, leading
- pedestrian intervals, decrease crossing
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GROUP 3

Station User/Community Experience Discussion:

Closing: Report Back and Wrap Up
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d Knowing what | know now about this
study, | think Metro:
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and my organization to the group
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L.A. County Rail Network Integration Study Task 6 Final, November 2023 ¢ Appendix

C

Appendix C - CBO Engagement Workshop Feedback

These responses were sorted into five categories:

Communications -- info on how to ride;

Connectivity - how to get to and from stations;
Accessibility -- how to navigate the stations;
Amenities -- comfort and livability of the stations; and
Other

SYSTEMWIDE

Round 1 Engagement Workshop 8/15/23 (in-person)

General Notes

Lots of people use Google as their planning tool (internal thought for discussion with the
team - Uber/Lyft advertise with Google and trip suggestions will sometimes prioritize this
over other transit connections)

Phones are not always a viable information source for people with low vision

People with sensitivities to weather/heat/air quality also use the news to plan their trip
Digital and signage information is sometimes confusing and mismatching (example - Transit
App versus station real time info)

There are too many apps to use in planning/paying for Metro; ticketing and schedules are
one different apps

Transit ambassadors are good but more ambassadors, specifically bilingual ambassadors
are needed

Cell phone service is not available at all underground stations - poses an issue for rapid trip
planning

Operators do not always communicate disruption (nor does the real time signage), also an
issue for rapid trip planning

Consider the use of new technology/smart devices for translation

Audio/visual communication needs to consider people with hearing and/or vision
impairments

Prioritize community members

Students tend to use Google to check the bus arrival time while older adults wait for the bus
Older adults without a phone rely on the news to provide information related to bus
stops/train stations

Van Nuys station participants:

Depending on age, younger population uses smartphones while older population (parents)
physically wait for bus.

Pacoima Beautiful staff to trip to South LA in a.m., ended up taking all day to get from
Pacoima to Expo Station and back.

C1
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Ambassadors were super helpful.

No phone service in some of the Metro stations.

Ambassadors need to be bilingual (trilingual if possible) to assist non-speaking clientele.
Rail operators don’t communicate with one another when disruptions occur. Train signage
does not alert patrons waiting for train.

Need a translation system that should be as easy as pushing a button for help.

Burbank Airport station participants:

Older adult prefers Google Apps, calling in for bus/train information and using flip phones
(normally low-income status).

Older adults check the news first before venturing out due to heat status. Participant is heat-
sensitive and looks for bus shelters for protection while waiting for bus.

In New York, transit riders can use credit cards to pay for their fares which is easier.

When riders call Metro, need better communication when referring information on Metrolink.

Norwalk Station participants:

Older adult uses car due to carrying multiple items.

Paying for transit in Los Angeles has too many options and is confusing (esp. LIFE program)
and elevators are dirty (smell) especially worse when heat hits.

Metro App is confusing. In Sacramento, easier to pay for fares because there is chip in card.
Wayfinding does not indicate how many blocks to station; need more signs for direction.
Older adults with hearing and vision challenges need bigger signs and clearer speakers
(sounds muffled especially in tunnels).

What information and tools are needed to plan trips?

Community members use the Metro app a lot

Moms in the community often just wait for the bus to come and don’t know how to use their
phones

Millennial and younger riders tend to use Metro app or Google Maps

Professionals tend to use Google app more than the Metro app because it's user friendly and
intuitive

Google Maps is more reliable than the Transit App

Often the buses, trains, and kiosks will have the wrong information but the app will have the
correct information - need to update information and service changes real-time

Most older members of the community call Metro for bus times - low income, have flip
phones

Some look to the news to plan trips to see what the weather will be like and whether there
will be heat protection/shelters available

Apps are confusing - too many different kinds

Use car because there are so many things to carry - took Norwalk to LAX

Want geolocation and based on where you are standing

Want ticketing information- but confused based on apps

Ask coworkers

Want ticketing and schedule to be in the same place

Credit-cardless options

Look at Sacramento for ticketing

Metro is working on developing more comprehensive app

C-2
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What information is needed while traveling?

Need advance sighage and wayfinding (1-2 blocks before)
o How many blocks before a Metro station do you start having signs? - 7t street is
hard to find
SFV to K Line was a whole day trip 9am-5:30pm and logistic nightmare
o Train was late and it was confusing which direction to go
o No internet service at some stations while traveling especially in tunnels
o Kline the ambassadors really helped because they were able to answer questions
Lots of people confused on wayfinding and don’t know where to go- at that time only one
ambassador available and only spoke English - so it was for difficult for Spanish speakers to
communicate with the ambassadors
o There should be more ambassadors at more stations and ambassadors who speak
more languages, it's good to have flyers or informational stuff things that they can be
distributed among the riders so they know exactly what to do
Operators don’t communicate disruptions well
Better to have technology where a person can hit multiple translator so that no matter what
language they speak in they can translate whatever they have into their language especially
because California is a big tourist destination you can’ have people on the platforms at stops
that knows so many different languages so if a person has the technology to just hit the
button and do whatever their commission is and be simple for them and not worry about
finding somebody unable to speak the language
o Flyers can be distributed so they know what to do
More attention to signages and disruptions for visually and hearing impaired
o Speaker systems are low-quality and hard for people with hearing difficulties
o Attention to live signage for people with vision difficulties
Electric next train monitors should show a warning sign for disruptions, more frequent “need
to know” information
Lack of cell service at stations and in tunnels
Challenges
o Flyers and machines don’t match
o Confusion
o Elevators smell horrible

Additional notes
Group 1 General Discussion - Downtown Burbank and Van Nuys Stations

Younger generations use Google and apps (too many apps)

Older generations simply wait it out for the bus to come

Safety and cleanliness, | don't mind the cost but stations need to have clearer

communication

Ambassadors have been very helpful for guidance

Cell service in some stations would be needed

Updated Maps in print and at stations to ensure appropriate education

I've been disoriented at the station, and only one Ambassador (speaking ONLY English)
o Metro Needs bilingual or multilingual Ambassadors
o Flyer/Information in multiple languages

PA communications when something happens (reasons for delays, etc.)

C-3
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o Also on the message screens
¢ Need afocus on improvements to access for people with disabilities.
o Escalators, elevators,
o Shade for people to walk and wait at their transfer point.
e Timing and scheduling of Metro/Metro Link/Amtrack to ensure seamless connections
e Improving First Last Miles connections to the station
o Often people drive to the station because it is too hot, sidewalks are blocked by
unhoused
o Needs shade for people waiting
o Water misters - for locations with very hot stations
¢ Concerns about unhoused people riding the station
o Homeless people create shelter in the parking lot of the Metro Link stations
e Ability to transition between systems with luggage for travel
e There are no instructions in Spanish for the Bike Stations at Metrolink station.

Round 1 Engagement Workshop 8/29/23 (online)

e The group went around and indicated their names, roles, and their vision for an integrated
rail network in L.A. County
o Elevators big enough to include bikes
A safe system accessible by 8-88 year-olds
More accessible and connected
Accessible to those with disabilities
Shortened distances between bus stops for those with disabilities including
wheelchairs
o 15-30 minute rides on systems with seamless trip connections
e What modes of transit are used?
o Cyclists use anything you can put a bike on, train and buses
o Metro local and other buses, C-line
o Metrolink and metro
o Mixed modes
e What information and tools are needed to plan trips?
o Ticketing and disruptions
o Transit app or google maps - though recommended routes can be unsafe - would
like a safer alternative
Bike parking can get confusing and need a better app for this
More bike parking
Ticket, vehicle parking, general information, scheduling, phone apps
A phone app to plan trip- particularly for bikes and bike parking
For senior folks, continue with TAP and phone service as app may be difficult
Accurate and up-to-date signage at stations
Reliability - right timing and place
e How do people feel about the transferring?
If it’s not simple to do, people will get a ride instead of taking transit
Lighting and visibility for biking and pedestrians are both issues
On-time reliability is important
People with disabilities have to find alternative routes to get to final destinations
People are saying that waiting for transit is half of the time burden of taking transit
Bus stops are too far apart; need to think of persons with disabilities; Metro does not
notify riders of changes and emergencies well
In need of class IV bike facilities, or at least an expansive network of slow streets

O O O O

O O O O O o0 O

O O O O O O

o
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o City and transit agencies need to coordinate better on infrastructure needs

o People using cash to purchase rides have difficulty with transfers
e What info is needed while traveling?

o Signs that say where bicyclists should not park

o Accessibility improvements

o Maintain maps with accessible routes
e How to find out how much tickets will cost?

o TAP card app

Round 2 Engagement Workshop 9/12/23 (in-person)

e Question: Tell us one major destination in LA County that your community desires public

transit access to.
o Disneyland
Old town Pasadena
DTLA
UCLA
Casinos
City of Norwalk to all of CA County
El Dorado Park Nature Center
N/S Connections
Ventura County
Major destinations for LA28 Olympic
Whittier
[-405 N/S Connections
Santa Monica Beach
SoFi Stadium
Shuttles to DTLA Hollywood Bowil, Airports, North County to Downtown
Fast and frequent Metrolink services (Every hour)
DTLA (such as Grand Central Market /Angel Flight)
Long Beach/Norwalk to Center LA
Metro express services

o Service in midday needed

o Metro reduced services during the pandemic
o Late night service (increase service span)

O O o0 O OO0 OO O0OO0OO0OO0OO0o0OO0OO0oO OO O0OO0

Round 2 Engagement Workshop 9/15/23 (online)
o N/A for systemwide

CBO Survey Summary - August 9 to August 29, 2023
e Questions 1-13: incorporated as quantitative data
e Questions 14+: categorized according to area (not relevant for systemwide)
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VAN NUYS STATION

Van Nuys Station CBO Survey Summary - August 9 to August 29, 2023
Communications

Connection information requested twice

Platform information requested

In depth schedule requested to be posted at all stops

Real time information posted requested

Two response that were showed it was more easy than hard to transfer between modes
A challenge pointed out was the difficulty finding out information for customers without a
phone, without digital literacy, or without data/internet, or an updated phone

Connectivity

“The area really lacks safe bike infrastructure, but there are opportunities to connect to the
Orange Line Bike Path via a Class IV protected bike lane on Van Nuys Boulevard, or a
network of protected bike lanes on side streets.”
Unsafe bike infrastructure, busy high speed streets make it easy/challenging to get to station
The bus stops are conveniently close to get to for transfers etc. make it easy to get to the
station
Of the four responses, half said that there were route disruptions, detours, construction, or
slowdowns that regularly or recently take place around this station area

o Of the ones who said yes, paper signs at bus stops showed alternate routes or at

least communicated the changes

Recommendation to “add safe class IV bike lanes in the area to get people to Kaiser
Permanente Panorama City, the Orange Line Bike Path, and up and down Van Nuys
Boulevard”
It’s not visible and people pass by it all the time not knowing its there (the station)

Accessibility

For the question, “Do you know if there is a regular station attendant to provide information
or assistance at this station?” there were 2 | don’t know, 2 no, my community would
appreciate this service, and one yes, helpful
For ease of exiting the station, there were two 4/7 and one 5/7 where 7 is easiest and O is
hardest.

o What makes it hard is a long distance between bus and train
For ease of getting to the station, one answered 1/7 meaning very difficult and one
answered 3/7 which is more difficult than easy

o What makes it challenging is bike infrastructure, high speed streets, and its entrance

is not visible

Amenities

It is not safe, it’s dirty, there isn't enough shade or places to cool down.

Unfortunately, there are times when there are mentally unstable homeless people

Some of the Elevators are used as a restroom, and people are using it to smoke marijuana,
cigarettes and do other things in there

Requesting Adequate bike parking, with a structure over it to protect bikes from the
elements, and signage so people can quickly find it.
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o Amenities at rail station were rated either fine or not enjoyable, with seating and shade rated
as mostly not enjoyable

e Amenities at bus station were rated mostly fine or not enjoyable, with customer information
and shade mostly rated as not enjoyable

e The area needs much more shade so that large groups of people can be protected from the
sun at all hours of the da

e From the photos shown during the presentation, there is not nearly enough shade

Other

e Police citizen regulations are not being followed. There is smoking marijuana smoke,

cigarette smoke, drinking alcohol riding electric scooters

Van Nuys Round 1 Engagement Workshop 8/15/23 (in-person)
Communications
e Lack of signage to get to Metrolink at entrance
o No ticket integration
e Requires prior knowledge to navigate
e Communicate more with Metro’s HITV and Pacoima Beautiful
e Lack of signage issues: Need clarifying language about ticket purchases
e Need door-to-door out to inform about Metrolink services
e Signage should be visually legible
e Consistent wayfinding signage, especially nearby
e Utilize DC Metro signage standards
e Signage to help facilitate transfers
o Shelters should be labeled (follow CTA guide at Union Station Ogilvie Transportation
Station (Chicago, IL) as a means to communicate
e Bike station instructions only in English leads to bias against DEI (?)
e Elevator location to gain access to both sides of track at VN Boulevard, near Amtrack Station
needs wayfinding/information proximate to elevators
Connectivity
e How to get to the station (page 1)
o Nightmare to access
o Cross Van Nuys, underneath bridge (?7?), cross street, car culture at station.
e Improved from past but .....lengthy walk from bus to station
e Bicycle access to station challenges
e 12-15 minute walk
e E-Bike along Van Nuys is unsafe with non-existent shade
e Need to be a multimodal friendly option:
o ADA friendly

o Bike parking
o Walking (shade, trees, moters (?))
o Scooters
o Parking lot
o Mini Union Station
Accessibility

e Walk is excruciating, ¥4 mile to Amtrak station
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e Grade is too steep, not ADA friendly

e Access is difficult, need elevator

e Access with walkers very challenging

e Need to be a multimodal friendly option:
e ADA friendly

Amenities
o No elevators/escalators
o Ticket machine access block by closed gate
o lLack of shade/coverage due to rain or heat
o No escalators
o Need protection from weather with shade
e Bicycle parking
e Need bus shelters
e Need Bike parking

o Transform surface parking lot into circulation station house

e Unhoused, sheltered

e Use Misters - Europe experience

e Improved bicycle infrastructure has led to spillover that has been problematic
e Transform current surface parking into new station

e Important to facilitate East SFV and Sepulveda Transit Corridor

Van Nuys Round 1 Engagement Workshop 8/29/23 (online)
e Not available

Van Nuys Round 2 Engagement Workshop 9/12/23 (in-person)

Communications
® none
Connectivity
® none
Accessibility
e Disability perspective: gaps from trains to platforms, buttons are too high, need elevators
e Metrolink and Amtrak inconsistent ADA systems (Metrolink is better for ADA)
e Buses have limited wheelchair access and fill quickly
e Lack of access or room for the disabled leads to nervous experiences
e Lack of room for walkers/carts
e ADA & elderly dedicated cars on trains would result in greater comfort and safety

Amenities
o C(Cleanliness
o Question regarding location of Wi-Fi - Tony (CRA) gave an overview of improvements
e Question on solar panels for charging stations
e Solar panels in a parking structure
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e Misters with recycled water

Other
o Family-friendly train (room for strollers)
e Security is present Hope in the Valley’s Metro communication helps
e Uneven safety/security compromises system
e lllicit drug use on trains
e Ambassadors and Narcan use, seems to be lower usage - more service, more
ambassadors= more safety
e Incidents are decreasing
e Ambassadors need to work till the end of service to be most effective

Van Nuys Round 2 Engagement Workshop 9/15/23 (in-person)
Communications
e N/A
Connectivity
e Question: Class 1 bike path on Cabrito road- who is planning that?
o Answer: Part of the long-range plan of LA County, also SCAG. Along the railroad ROW.
No way to wedge it in currently. Hopeful long-term project. Class 4 Protected on Van
Nuys; can’t fit along E San Fernando Valley Line. Lines are guideways representing
demand. Connection southbound - Tyrone Avenue is comfortable for bicycling. But,
the last section from there to the station is still disconnected, a gap that needs to be
addressed.
Accessibility
e N/A
Amenities
e N/A
Other
e N/A

NORWALK C LINE STATION

Norwalk C Line Station CBO Survey Summary - August 9 to August 29, 2023

Communications
e Signage is not clear about where to catch buses.
e | don't know where the location of secure bike parking in the station.
e Signage is only at one side of the station. If you don't know where to ook, it is easy to miss
or not see. There were Metro employees giving directions during some of the construction
but not always.

e My phone doesn't have a QR reader on it. There isn't enough signage in visible locations.
e This station gets quite crowded during peak hours. Sighage needs to be high enough to see
above the passengers.
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Some times are signs but sometimes are not and is confusing and no one to contact except

for the security guard

| live near the Aline station so | just have to walk two blocks and jump on the train after

tapping my Tap card. | get off at the green line station to Norwalk and go to the bus line that
takes me to the County offices where | go to meetings. | have missed buses because there

was construction and there wasn’t clear sighage where to pick up a bus going to LA. A good
transit system is critical to keeping me an active, engaged senior.

Connectivity

Only viable bike/ped access is along Hoxie via Imperial Highway and requires crossing
freeway on- and off-ramps.

Only exit is at Hoxie which has the freeway crossings to navigate. An opportunity is available
to add additional bike/ped scale exits along Foster Rd and Flatbush Ave

Open the Foster Rd entrance and add walk/bike path. Improve/add walk/bike paths along
Hoxie + I-105 ramp. Renovate first section of parking for more buses, kiss and ride, and a
station attendant

Accessibility

Transit area (bus hub, rail platform, and ticketing) is small relative to overall station size
including parking.

Escalators are only one way between platform and bus hub, elevator is regularly dirty/smelly
The crowds make it difficult and sometimes block access to the stairs. Elevators don't
always work which is difficult when going with someone in a wheelchair.

Is convenient when you have electric steps working

Open the Foster Rd entrance and add walk/bike path. Improve/add walk/bike paths along
Hoxie + I-105 ramp. Renovate first section of parking for more buses, kiss and ride, and a
station attendant

Amenities

Other

| wish the stations would all have at least vendor carts selling water and snacks. To make
meetings on time, | often don't have time to eat.
Need more light and security outside

Seems like this station is always under construction.

Super fast, very cool, Metro Ambassadors are seen but | don't see that they do anything
when trouble arises

The challenging part is to arrive fast from Whittier in the morning if | don't have a ride. Time is
precious

Some times seats are dirty and cannot seat down

Cleaning more often seats and halls and smelling clean

Norwalk C Line Round 1 Engagement Workshop 8/15/23 (in-person)

Communications

Confusing how to get TAP Cards
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o Instructions on the TVM are confusing and people don’t realize to tap when
transferring
e More signage needed for bus station direction
e Two trains but you don’t know which one to go on
e TAP Cards:
o Instructions are not clear on TAP machine (where to tap)
o Confusing on attaining a card. Need more visual help when purchasing TAP card
o If I'm having trouble purchasing a TAP card, | can’t imagine how non-English folks
purchase them (it's a struggle)
o People don't realize the need to tap to get on the train and transfer
e Atthe end of lines, like Norwalk C Line, there needs to be visual and audio information on
which train is leaving when there are two waiting at the station
e More information on TAP cards, including visual information
o Recommend “cartoony” instructions for using and purchasing TAP cards
e Need instructions on the fare machines and fare readers
e Audio is hard for people who are hard of hearing
e Rapid moving live signs can be hard for people who have vision challenges
e Need to differentiate between general announcements and important/immediate
e Information on which stations have restrooms would be helpful
e There is confusion between fares and which is allowed on which service
e People had not heard of the EZ pass

Connectivity
o There is also a lack of safe crosswalks
e FLM Challenges (Getting to/from station)
o Only bike lane is on Foster and the gate is always locked - it would be helpful if
Metro opened it a little bit just for bicyclists and pedestrian access
o Foster Rd. has access to SGV river and can open up so many opportunities for the
community
Cars back up at the station and there is congestion
No pedestrian access to any of the communities
No walkway and no shade for pedestrians
Difficult for accessibility
Elevators often break down - there is only an escalator that goes down not up
Crowded elevators, stairs, and escalators going in and out of the train platform
(overcrowding and dangerous)
e Foster Road:
o A strong connection
o Only bike lane
o Connects to San Gabriel River
e Hoxie Avenue Intersection:
o Dangerous crossing street/offloading buses
o No safe crosswalk
Accessibility
e [t's dangerous walking around the station even at the bus terminals because the station is
located at the end of the freeway which leads to people speeding and not paying attention

O O O O O O
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Elevators crowded, no restrooms
Elevators:

o People using the bathroom

o Elevator doesn’t work

o You're stuck (if you're on a wheelchair)
Want safe access for elderly people

Amenities

Other

Need more shading/covering

o Proper canopies

o When it rains, there is no shelter
Need dedicated drop off/pick-up area

Station Amenities

o Lighting is not bright enough

o Unclear wayfinding signs

o Safety and platforms and bus stops - need better enforcement and quicker safety

measures
= Emergency call buttons only available at the platform not above

Norwalk C-Line amenity, bike rack along stairs, not like El Monte Station
Lack of shade getting to heat center (?)
Station Platform:

o Emergency call phones/button needed on platform

o Lack of Metro staff/security or visibility at bus stops and platforms; need

enforcement

o Platform lighting is poor at night
Lighting is poor at night
Lighting is an issue
Want a station attendant at each station
Bus stop canopies should protect from rain and sun
Restrooms need to be maintained

o Would like to have a station attendant, like is often seen in Mexico
There is confusion between the LIFE program and EZ pass, as the “E” in LIFE stands for
“easy”

Safety issues:
o People smoking/drinking (alcohol)
o Nobody there to call
o No internet service/cell phone unavailable
There is a lack of enforcement of ticketing and other laws (drug use, alcohol use, being a
nuisance, making people feel unsafe or uncomfortable)
Fare card machines need to be cleaned more regularly, especially the screens
Access Cards allow for rides on all services for those with disabilities

o However, itis a hassle because it requires a regular doctor’s appointment, so people

will often forego getting an Access card
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e Issue with people getting tickets after tap machines are out of order
e Support for free fares

Norwalk C Line Round 1 Engagement Workshop 8/29/23 (online)

Communications
e How easy it is to transfer?
o Some people find it difficult. Sometimes people mix up the Disneyland bus and the
one that goes in the opposite direction. Information is unclear and often end up using
the wrong bus and platform

Connectivity
e How do you or your community get to the station?

e One participant has driven and ridden their bike to the station. The only accessible way to
get to the station is to go through Hoxie Ave, which has a sidewalk on only one side of the
street. It is difficult for walkers and bikers. Further, there are no bike lanes from that
entrance. At Foster, it is gated, with no entrance from that direction to access the station.

e Consumers walk to the station because they don’t have other modes. There are
challenges on Studebaker with the entrance to the freeway, and at the light prior to the
station, traffic blocks people on foot from crossing. It is not pedestrian-friendly given its
proximity to freeways.

e How easy or challenging is it to get to the station? Would connecting the station in the
south improve access or change how you would get to the station?

o Improving walkability and bike lanes is the main concern, plus opening the gate
to the south.

o The difficulty in getting past the freeway entrance is another participant’s main
concern.

Accessibility
e Do the amenities serve your needs?

o The amenities are pretty adequate. This participant agrees that the escalators should
go down as well as up, but believes there is ample shade and bike parking.

o Another participant indicated that the elevator is usually broken and dirty, including
human excrement. More emphasis on keeping the station clean and improving
accessibility is needed.

e What is the top thing you would change about the station?

e One participant wants it to become more accessible for people with decreased mobility,
and suggests having a crossing guard at the closest intersection, at least on one side of
the street.

o Another participant agrees, citing accessibility to the surrounding community and
amenities as chief concerns.

e Crowded elevators, stairs, and escalators going in and out of the train platform
(overcrowding and dangerous)

Amenities
e none

Other
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o The participant had never seen a guard or a Metro Ambassador at the station, except one
time when they saw a sheriff.

Norwalk C Line Round 2 Engagement Workshop 9/12/23 (in-person)

Communications
e none
Connectivity
e none
Accessibility
o Cover parking area with solar panels (green canopy); helps to make a cooling center.
o Bike Cages: Do they accommodate standard bikes only or electric, cargo, hybrid)? Are cages
prone to overheating (explosion, batteries)? Are they safe for all bikes?

Amenities

e Bathrooms and water access are needed and do not necessarily need to be inside the
station but close by to make the transit trip more comfortable for transit riders.

e Bathrooms are not an amenity but a necessity! Safety is at the forefront.

o Water amenities and food vendors will provide better visibility (more eyes on the street).

e More lighting is needed. Use environmentally friendly techniques (turbine engines) to help
minimize costs and make the area self-sufficient.

e Art should reflect community (and its history) at a regional level (like Metro) for example
indigenous communities, etc.

e Artinstills community. The goal is to make everyone part of the region while commuting,

e Solar panels on freeways will help to deter sound along the corridor and help to create green
energy and cost savings.

e Concrete is dangerous to pedestrians due to extreme heat and health issues for some.
Opportunity to replace it with a rainwater system.

e Safety and cleanliness help to make areas less prone to criminal activities. Crime prevention
techniques should include CCTV observers and more law enforcement.

e Ambassadors (are they enough), need added police/sheriff presence (based on discussion
about Metro facilities).

NORWALK/SANTA FE SPRINGS STATION

Norwalk/Santa Fe Springs Station CBO Survey Summary - August 9 to August 29, 2023
Communications

e none
Connectivity

e The station is hard to reach outside of a car

e Station location is isolated from activity centers

o If 1 go here, it takes me 3 buses and | don't get good directions and the trip planner.
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Intersection at station exit/Imperial is 3-legged
Bike/walk ped improvement to County buildings and surrounding area

Accessibility

Station area requires passage through the parking lot
Shared ped/bike path crosses through parking lot

Amenities

Other
[ ]

none

| got stranded in Santa Fe Springs one time because the contracted bus line got diverted.
The Norwalk bus goes to Cerritos Mall and the Long Beach Transit buses extending have
been very helpful.

Increase frequency

Suggest a C Line extension

Norwalk/Santa Fe Springs Round 1 Engagement Workshop 8/15/23 (in-person)

Communications

Wayfinding

o Track numbers are tiny

o Don’t know if on right track
LIFE Pass, EZ Pass, process is horrible and confusing- there are too many types of fares with
too many different napes
Google integration and consolidation of apps would be helpful
Lifeline Pass - Have to be available to go to transit mall - 1 day a month and if you can’t get
there, you are out of luck.
Drove and found signage confusing (need clear signage)
Consider adding restrooms and providing information on what stops have restrooms but
need to keep it clean

Connectivity

How do your community members get to the station?
Drop off/pick up
Driving (confusing signages and don’t know if permit required)
Actual station is not walking/biking friendly — no direct access to crosswalks
Truck heavy corridor Imperial Avenue not safe
Bad signages
o Hard to get to County offices
Crosswalk from imperial to station needs to be there
Not a straightforward path from Imperial to the station
Getting to the station:
o Pick up people from different places
Imperial: Limited shade, fast street, and industrial area with fast-driving trucks

O O O O O

Accessibility
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Elevators need to be kept clean and deal with breaking
General parking, pretty easy

Amenities

Bus canopies don’t keep sun from coming through and no rain covering
Need bathrooms
o Information on which stations the bathrooms are located would be helpful
o Need to keep bathrooms cleaner
Water fountains and snack machines would be helpful
Need more ambassadors at stations as station attendants
Ambassadors are doing a great job. Need them at all the stations, water and snack carts
Need water fountain, snacks, vending machines (healthy)
Need bathroom and someone to maintain it, give toilet paper and security
Bus Stops: Canopy and (?) down on sunlight but you get wet when it rains (design and
shading structure has holes)
o Consider adding restrooms and providing information on what stops have restrooms
but need to keep it clean (sample: Latin American countries where folks are present)
Imperial: Limited shade
Customer Experience: Vending machine with water, vendors selling water, or water fountain
Elevator: Not bathroom, need to keep clean, and graffiti tags
Shade
Bus/Bus Platforms:
o Station attendants, Metro Ambassadors have a presence and consider having
vendors

Frequency of service
Confusing fares - think about resources devoted to fare management and enforcement-
need to go fareless
Free Fares for Seniors
TAP cards facilitate navigating get cards
On buses, screens with instructions and language to buy TAP cards
Buy TAP cards at Target, Walmart, and Walgreens
Frequency - Anxiety if you miss your train
Transfer:
o TAP Cards: Main complaints are how to access them
o Fare issue is a sore spot, consider free fares
o Went to court because of ticket (waste of time) lots of homeless at the court
o LIFE process needs to be easier
o Access cards: Easy to use transfer (referring to Access Rider card) unlike the LIFE

process
o There is a lot of fare programs causing confusion (EZ, LIFE, etc.)
Enforcement/Security

o Metro Ambassadors not present
o Complaints that Metro Ambassadors do not do much
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Norwalk/Santa Fe Springs Round 1 Engagement Workshop 8/29/23 (online)

Communications
e None
Connectivity
e How does your community get to the station? Are there any challenges?

o One participant’'s neighbor scoots to the station in Santa Fe Springs, but they are not
aware of any challenges except that Imperial Highway is a chaotic street for anyone
who is riding their bike or walking. They also noted that since the station was zoned
M1 and M2, that there are a lot of trucks in the area.

o Another participant’s consumers walk to this station, but they do not know of any
challenges.

o Cindy noted the lack of shade, and a participant agreed but was not passionate
about this answer.

e Ideas include adding ramps and crossing guards, for people with disabilities and young and
old people.
Accessibility
e Cindy stated that in a previous focus group that elevators can break, and accessing the
station can be difficult.

Amenities
e N/A
Other
o A participant suggested changing one of the names to prevent confusion

e In general, a participant recommended adding more people on staff that make people feel
safe, especially at night, and making the stations safer and more accessible.

Norwalk/Santa Fe Springs Round 2 Engagement Workshop 9/12/23 (in-person)
Communications
e N/A
Connectivity
e Scramble crosswalks in Norwalk.
o Elevated pedestrian bridge/guideway on Imperial Highway. Pedestrian improvements are
needed.
o Wider sidewalks for pedestrians. See the Santa Monica area (as an example).
Accessibility
Amenities
e Economic opportunity for food services and vendors. Again, more eyes on the street leads to
a safer environment
e Utilize space for commerce.
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DOWNTOWN BURBANK

Downtown Burbank Station CBO Survey Summary - August 9 to August 29, 2023
e Not available

Downtown Burbank Round 1 Engagement Workshop 8/15/23 (in-person)

Communications
e Bike station instructions only in English leads to bias against DEI (?)
o lLack of sighage regarding Metrolink parking

Connectivity
e Walking from station to downtown via Olive unsafe
e Area is car centric and unsafe for pedestrians
e Plus, with luggage, etc., especially difficult

Accessibility
e Elevator - no signage at bottom or top
o Unclear purpose
o Hear too dangerous to roadway
o Requires local/experience knowledge
e Motorists (?) and POV (?) encounter homes/unhoused encampments
e Even those people with experience have navigation challenges
e Megabus access/dropoff

Amenities
e none

Other
e Fire system facilities too old, rusty sprinklers
e Abandoned cars/unhoused encampments
e Parking near bike property - Need underpass between tunnels (?) 1 & 2.
e Station felt unsafe at certain times of day
o  Graffiti over signage/wall in parking lot; mural for wall recommended

Downtown Burbank Round 1 Engagement Workshop 8/29/23 (online)
e Not available

Downtown Burbank Round 2 Engagement Workshop 9/12/23 (in-person)
Communications

e PSAs regarding cleanliness and civil behaviors

e Signage: in plexiglass to preserve against breakage and vandalism

e PSAs for local agencies and services
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e Venezuela's system is very clean - the message is “This is your rail take pride. This is yours.
Take care of each other”

Connectivity
e none

Accessibility

Amenities
e Add solar panels particularly when shade/trees are lacking
e Wi-Fi needed

e Public art
e Local arts will be respected and protected
Other

e Concern about housing proximate to noise from transit and highway
o How will Al impact stations and planning?

e Bilingual

e Signage/instructions

o People sleeping in cars and abandoned vehicles

Downtown Burbank Los Angeles County Rail Network Integration Study: Focus Group
Round 2 (zoom)
e Not available

BURBANK AIRPORT NORTH STATION

Burbank Airport North Station CBO Survey Summary - August 9 to August 29, 2023

Communications
e Put more signs
Connectivity
e N/A
Accessibility
e N/A
Amenities
e We need more shade
e Amenities Could be better and have better maintenance

Other
e We need for the Station to be cleaner.
o No disruptions mentioned
e there are no regular station attendant to provide information or assistance at this station but
their community would appreciate
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Burbank Airport North Station Round 1 Engagement Workshop 8/15/23 (in-person)

Communications

Each stage of travel to/from the airport should include information about all transit options

with time estimates

Metro Micro isn’'t on google maps, so it's hard to use in trip planning. Metro Micro vehicles

are easy to miss and unpredictable

What is the signage currently in place leading from the airport baggage claim to Burbank
Airport North station?

Better signage for the walkway is needed - not logical providing amenities on the route that

makes it logical

Need visible departure times from plane to stations (and vice versa)

Signage for pick-up/drop-off areas

Information on timespan of service

What is street signage to help you stay on track to the station?

Timing, walking, taking bus, micro, shuttle

Signage

Center at Burbank (provide an information booth)

Need updated maps with accurate schedules

Disability issues, information everywhere

One of the primary areas discussed was transfer information from local to regional.
What would be helpful? A regional map that indicates all transfer information including
airports (regardless of agency).

Google App is useful, but it does not pick up Metrolink (unless arrival is within a certain
timeframe).

Educate transit riders! How do | get from Point A to Point B to destination.

Metro Micro app does not include Burbank Shuttle information (must physically call in).
LAX has an excellent wayfinding system (perhaps Metro can follow its model).

Look, Listen, See - All necessary components for functional wayfinding.

Connectivity

Bridge, more obvious crosswalks would have obvious connectivity
Metro Micro: Often hard to reach location since timing is only 5 minutes and often is
unavailable

Accessibility

Bus stops are far from station and do not provide much shade
Porters/assistance is heeded at the Burbank airport
Disability issues, information everywhere

Amenities

Water refill/fountains are non-existent near stations

Acoustic barriers and charging potential maybe possible with Department of Energy funding

Need bike racks/cages/amenities
Shaded seating and lighting
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e Safety outside the airport for people getting in late

e Bathroom accessibility

e More trees en route to the station to make it a cooler walk
e More shade, no palm trees, more trees

e Transit is unpredictable, so using transit to get to the airport is difficult. A trip to the airport
will almost always involve a car.

o One participant reported they were unable to refill their tap card because customer service
kiosks were closed on the weekend

e Unified fare/cost for all travel

o TAP card not being used properly - people not tapping

e Recommend one fare for bus, tram, Metrolink, etc., (pay extra for additional services)

Burbank Airport North Station Round 1 Engagement Workshop 8/29/23 (online)
e Not available

Burbank Airport North Station Round 2 Engagement Workshop 9/12/23 (in-person)

Communications

e Airport information at the station needed

e More fare clarity (what fare can be used where) - make visual or low text pictures of the train
and logo

e Transit info inside the airport including customer service in the airport

e Clearer indications for changes or cancellations in service

e How to get to the north platform when double-tracked

e Security kiosk should be co-located with amenities- person preferred to digjtal or ability to
talk to the digital system (like Siri) for community info

Connectivity
e None
Accessibility
e Ensure wheelchair/disability access- extend airport disability service to Metrolink
e |Improve access from Hollywood Way, especially ADA
Amenities
e Phone charging
e Who would provide art at Metrolink station
e Add solar panels
e Add more trees wherever possible
e Put more trees in the parking lot
o Make parking lot with permeable pavement
e Put stormwater infrastructure wherever possible

e Currently single track- can they do double?
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BURBANK AIRPORT SOUTH STATION

Burbank Airport South Station CBO Survey Summary - August 9 to August 29, 2023

Communications
e More should be done in either more service or better marketing about the easy airport that
has transit access.
e Signage and customer info: Not enjoyable
e additional information on departing flights at the airport needed

Connectivity
e |t's the easier airport to access from Hollywood and Downtown LA.
o What makes it easy or challenging to exit the station?
e crosswalk and walking to the airport

Accessibility
e Regarding vehicle and bicycle parking, the station has... Vehicle parking lot

Amenities
e Seating (bus station)
o Non-Existent
e Seating (rail station)
o Fine
e Shade (rail)
o Not enjoyable
e Lighting (rail)
o Fine

e This station needs to be modernized and treated like a key regional transportation hub
station that it can and should be that is adjacent to an airport.
e More service frequency

Burbank Airport South Station Round 1 Engagement Workshop 8/15/23 (in-person)

Communications
e Transit users need more information:
o Airport departure times should be listed at nearby stations
o Transit info should be coordinated across different agencies and be provided in a
universal format that is easy to understand at stations
o Signage to pick-up areas
o Education events can be held at stations (such as with AARP)
o Need differences between Metro and Metrolink explained (plus information sharing)
e How is access to DTLA communicated to visitors?
e Metrolink does not show up as often on Google maps
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Signage coming out of the airport needs to be improved.

Is there an information booth for transportation at the airport?
Provide accurate times/schedules

Better signage for pedestrian walking

Connectivity

none

Accessibility

Walking distance

The moving walkway is really nice, like Seattle Airport - how does it connect to their Metro?
Lighting pedestrian walkways

Assistance easy for disabled - porters, etc., (wheelchair)

Amenities

Heat is a safety and access issue; more shade is critical at stations

More lighting at stations is needed

Stations need emergency call buttons if they don’t already have them

As much shade as possible is needed - why palm trees (do not provide much shade)

I know it's really hard to plant trees but making the walk to the Metrolink more pleasant and
cooler would make people want to use system more often

When people refer to safety, they usually are referring to not getting physically attacked but
heat is a real issue and people won’t use Metro if it is too hot to walk to - can’t just rely on
the shuttle

Learn from best practices from other cities

Access to water for long trips and bathrooms

More inclusive focus groups

Bathrooms

Camera push-up emergency

Sun Panel - Cell charges at intermodal

Lighting pedestrian walkways

Bathrooms

Lack of shade is brutal

Bob Hope water fountains (?) water, fives (?) shade

Need more armed guards all over Metro system

Do not use bus as often because often hear they are late - need reliable connections and
timing

Trying to catch plan and there is no margin for error

Metro Micro is an estimate, never sure you will make it, wait times, and getting to the
required designation can be daunting.

Adding money to TAP card - customer service and phone closed on weekends. Single source
of fare and travel information.

Fares are not uniform - Metrolink and Metro needs to be communicated

Hard to buy a ticket at the last minute (despite having Metrolink app).

Pay for Metro employees/consultants to spend a week using transportation in cities with
good and bad transportation: the physical experience

Treat Burbank Airport station as a small “Union Station” Concourse/Transfers
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e Rail to Rail - XS all programs, LIFE, Access for all
e Longer term: Extend to “B” Line to Burbank Airport because a lot of users care for
Hollywood/Mid-Wilshire areas

Burbank Airport South Station Round 1 Engagement Workshop 8/29/23 (online)
e Not available

Burbank Airport South Station Round 2 Engagement Workshop 9/12/23 (in-person)

Communications
e none
Connectivity
e Carts from station to airport and reverse
e Consider how future bike and ped routes connect considering the relocation of the airport
terminal
e Conflicts in bike lane because of the different speeds of bikes/scooters
e Should parking be removed to improve circulation for the station would be relocated to the
other side

Accessibility
e How is parking being enforced? Paid parking- generally encourage non-auto access

Amenities
e More shade on route and platform
o Likes security being near the amenities
o Vending machine (like a 7-11/Starbucks at RITC)
e Add solar panels
e Add more trees wherever possible
e Put more trees in the parking lot
e Make parking lot with permeable pavement
e Put stormwater infrastructure wherever possible

e Connection/extension of B Line from North Hollywood

e Some of the improvements at North should be at South and vice versa especially since the
terminal is moving

e Extend the B line from north Hollywood to Burbank airport
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Los Angeles County Rail Network Integration Study Focus Group Survey

Q2 What modes of public transportation do members of your community
typically use? (Select all that apply)

Answered: 13 Skipped: 11
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ANSWER CHOICES RESPONSES
Metro Micro 7.69% 1
Metro Bus Local Lines 84.62% 11
Metro Express Bus (e.g., 577, El Monte-Long Beach State/VA Hospital; 501, North Hollywood — Pasadena) 30.77% 4
Metro Rapid Bus (e.g., 720, Santa Monica-Downtown LA; 754, Hollywood — Athens via Vermont) 61.54% 8
Metro Bus Rapid Transit (G Line (Orange); J Line (Silver)) 30.77% 4
Municipal Local Bus (e.g., Long Beach Transit, Norwalk Transit, BurbankBus, LADOT DASH) 46.15% 6
Municipal Express Bus (e.g., LADOT Commuter Express) 23.08% 3
Metro Heavy Rail (B Line (Red), D Line (Purple)) 61.54% 8
Metro Light Rail (A Line (Blue/Gold); C Line (Green); E Line (Gold/Expo); K Line (Crenshaw)) 76.92% 10
Metrolink 46.15% 6
Amtrak 38.46% 5
Other (please specify) 15.38% 2
Total Respondents: 13

# OTHER (PLEASE SPECIFY) DATE

1 Access. Torrance transportation. OC Transportation. Culver city transportation 8/14/2023 11:31 AM

2 N/a 8/9/2023 3:46 PM
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Q3 What tools do your community members use to plan their trips? (Select

all that apply)

Answered: 13  Skipped: 11

Official Metro
Phone Apps
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Metro.net
(official Me...

<2}

Transit App or
other or oth...
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such as Goog...

Bike-share or
scooter-shar...
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Information at
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Paper maps

Word of mouth

W

Other (please
specify)

N

o
-
N
w
IS
&
o
N

ANSWER CHOICES

Official Metro Phone Apps

Metro.net (official Metro website)

Transit App or other or other municipal transit apps (e.g. LADOT, Long Beach, Big Blue Bus)
Online maps, such as Google Maps or Apple Maps

Bike-share or scooter-share phone apps

Information at stations

Paper maps

Word of mouth

Other (please specify)
Total Respondents: 13

# OTHER (PLEASE SPECIFY)
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DATE

RESPONSES
53.85%

46.15%

53.85%

76.92%

7.69%

61.54%

23.08%

23.08%

15.38%
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Transit system maps at metro station downtown 8/10/2023 10:32 AM
Waze 8/9/2023 3:24 PM
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Los Angeles County Rail Network Integration Study Focus Group Survey

Q4 If using a Metro Phone app, which one(s) are used?

RESPONSES

Transit

TAP app
Google maps

| don't have or use cell phones.

Moovit
N/A
Na
Transit

Moovit

Answered: 9

DATE

8/28/2023 11:54 AM
8/15/2023 3:17 PM
8/15/2023 9:19 AM
8/14/2023 11:32 AM
8/10/2023 10:35 AM
8/10/2023 10:19 AM
8/9/2023 3:46 PM
8/9/2023 3:04 PM
8/9/2023 2:31 PM
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Q5 While you or your community members are traveling, what information

a b W N

10
11

do they need? Are there gaps in information?

Answered: 11  Skipped: 13

RESPONSES

The bike community needs information about safe first/last mile connections, protected bike
lanes, slow streets. Places that all bicyclists from 8 to 88 can ride to their destinations from
Metro.

delays in transit
Info about disruptions, transfer navigation/wayfinding
It's helpful to have staff at various stops

Yes, everyone doesn't have cell phones or don't have Internet on their phones. There still a
need for paper books with transit information. Also, there times people cell phones may not
work for some reason.

Yes, there used to be an app that would ID you by GPS and tell you when the next bus would
arrive. I'm on a LA County Commission and go to meetings at various places in LA County.
Sometimes the locations do not offer a route choice and | have to figure it out. | have Kaiser
and specialty clinics are everywhere in Los Angeles County. Instructions have been good for
the clinics but sometimes a lot of walking is involved.

N/A

Delays, issues

Sometimes changes of last minute on schedules or routes changed and changed to buses
Accurate Departure times, Delays, and Out of Service busses.

The gaps of information happens when there are delays in service to the Rail Service. There is
a lack of communication between the operators and the managers to the customers.
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DATE
8/28/2023 11:54 AM

8/18/2023 3:41 PM
8/15/2023 3:17 PM
8/15/2023 9:19 AM
8/14/2023 11:32 AM

8/10/2023 10:35 