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OPERATIONS COMMITTEE
NOVEMBER 15, 2007

SUBJECT: METRO CUSTOMER CODE OF CONDUCT

ACTION: RECEIVE THE METRO CUSTOMER CODE OF CONDUCT

RECOMMENDATION

Receive the attached ordinance, Metro's Customer Code of Conduct, as set fort in

Attachment A ("Customer Code"), enacting a new Title 6 to Metro's existing Administrative
Code, at the November 2007 Board meeting. The proposed ordinance wil be presented for
final adoption at a subsequent Board meeting after the ordinance has been published for
public comment.

ISSUE

In 2003 Metro's Board adopted an Administrative Code as required under Public Utilities
Code Section 130105 to describe the powers and duties of its offcers, as well as the methods,
systems and procedures for its operation. That Administrative Code included an Employee
Code of Conduct, Board Code of Conduct, and even a Contractors Code of Conduct. After
adoption of the Administrative Code, the Board instructed staff to evaluate the effcacy of
creating a Customer Code of Conduct in furterance of the purposes for which the
Administrative Code was adopted.

Attachment A to this report is that Customer Code that the Board instructed staff to prepare
and if adopted, would be incorporated into the Administrative Code as Title 6.

With some exceptions noted below, the ordinance recommended does not contain
significant substantive changes from current law, policy and practices. Rather, it is primarily
a compilation (updated to reflect the most current amendments) of existing law, policies or
practices.

The Customer Code was developed by a diverse committee including persons representing
the operations, safety, transit security, legaL, customer relations, operations training,
communications, and ethics disciplines of the agency. The process for development of the
Customer Code involved consideration of about 75 different topic areas, and review of over
20 other agencies rues compared to Metro's rues. Staff considered various approaches to

the Customer Code and what provisions are appropriate and legally justified. The
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committee went on field trips to ride every mode of transportation Metro provides to observe
and ensure personal exposure and consideration of every likely customer concern. A draft of
the Customer Code was sent to every Sector Governance Council Member, General
Managers, the Unions, and internal subject matter experts for comment. Sector Governance
Councils were visited as requested to receive their comments.

Some of the areas that are new to Metro's policies in the Customer Code include:
1. Certain "best practices" cited in section 6-05-60 such as asking an operator questions

only when the bus is not in motion;
2. Instructions for the proper transporting of carts and strollers in section 6-05-070;

3. Instructions for persons who ride but can not care for themselves or follow Metro

rues to be accompanied by a responsible companion in Section 6-05-080;
4. Instructions for persons not to come into a Metro facilty or vehicle with anyting

that has an extreme repulsive odor causing a nuisance or safety hazard in Section 6-
05-160; and

5. Enforcement of Metro's rues by fine, ejection, suspension, or similar methods
through a Metro transit court, if the Board approves of that option, in Section 6-05-
240.

The proposed Customer Code enacts Metro's current laws, policies and practices into a
single ordinance with a uniform numbering system and a consistent format. It was
contemplated that such future ordinances would be added to the current Metro
Administrative Code in this format and numbering system.

For a new title to the Administrative Code to be enacted it must follow the same process as
the original Administrative Code enactment, which is to first introduce it a Board meeting,
then publish notice of it for public comment in a newspaper of general circulation, then
return to the Board for its adoption including any revisions made as a result of public
comment. Publication is also necessary after the ordinance is adopted. The effective wil be
at a date set by the Board, but no less than 30 days after adoption.

The Customer Code as written includes enforcement options that assume adoption of a
Metro transit court next year. At an upcoming Board meeting Transit Security is expected to
make a presentation to the Board on the transit court concept. If the Board chooses not to
adopt the transit court option, the Customer Code wil be modified to delete that concept
prior to returning to the Board for final approvaL.

POLICY IMPLICATIONS

Adoption of the Customer Code wil essentially continue existing policies, with minor
updates to comply with current law. Administratively it wil consolidate those policies with
the current applicable California Penal Code sections all into one document. If the Board
subsequently approves of the creation of a transit court at the next Board meeting, that policy
change wil be included within this matter when we return for final adoption of the
Customer Code.
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The goal in implementing the Customer Code is to increase ridership by making the riding
experience an enjoyable and safe event for all riders. It wil also assist our Transit Police
have standardized and simplified enforcement. We believe it wil make communication of
Metro's rues more straightforward, enforcement more uniform, and education and
information more easily accessible, for the benefit of Metro customers.

The implementation of a Customer Code wil also support the hard work of Metro's
Operations staff to provide maximum quality servce.

Better communication and enforcement should reduce violations and result in better fare
recovery while providing greater effciency throughout the system.

This plan is also consistent with Metro's image, values, priorities, and vision for Metro...
leading the nation in safety, mobilty, and customer satisfaction.

ALTERNATIVES CONSIDERED

One alternative is to maintain the status quo and not update existing policies. That would
result in some policies being out of date with current law, such as the smoking ban in public
places has been expanded by a new law to include the area within 20 feet of any window or
passageway. This would also result in no adjustment of our policies to reflect current
circumstances such as the increased security concerns since 9/11 and technology issues like
cell phone use by passengers and the integration ofT AP equipment efficiencies into our
operations.

Another alternative is to revise this proposed Customer Code according to the Board's
instruction and/ or as appropriate based on public comment received during the upcoming
comment period. There are countless variations possible to the provisions being proposed,
but these provisions reflect current policies as updated and have been vetted among the
many reviewers of the Customer Code in its current form.

Staff serving on the customer code of conduct committee considered recommending Metro
not have a written customer code, however, based on comments and complaints raised by
law enforcement and riders of the system, the committee believes the written Customer
Code is an appropriate document for the agency.

FINANCIAL IMPACT

There is no significant cost associated with the implementation of the Customer Code of
Conduct. Any costs wi be insignificant enough to be absorbed by existing budgets. There
wil be a cost for printing a brochure and flyer. Those can likely be made in-house at a lesser
cost than using an outside printer. Also, some staff hours wil be spent developing and
implementing a training program for Operations staff and Transit Security, and in posting
the Customer Code on Metro's website.

The costs associated with creating any transit court are not considered in this report.
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BACKGROUND

The Board members who suggested creation of this Customer Code were particularly
interested in the development of alternatives for enforcement of our existing rues. During
the project, a bil was passed in the California legislature to de-criminalize Penal Code
Section 640 and give Los Angeles and San Francisco transit authorities the option of creating
a transit court. At the same time the Los Angeles Superior Court asked Metro to consider
other options enforcement for Metro citations under Penal Code Section 640. For these
reasons we incorporated into the Customer Code the concept of a transit court option.

Sector Governance Council members have been very supportive of this project. Persons
from other transit agencies have expressed interest in what we are doing for possible
adoption of a similar document at their agencies.

NEXT STEPS

Following this presentation, the Customer Code wil be made available for public comment.
At next month's Board meeting we anticipate that Transit Security wil make a presentation
concerning the related matter of the transit court. If the transit court proposal is adopted it
wil take 6 months to have that process ready, so upon our return to have this Customer
Code adopted, we would ask that it be made effective on JulY 1, 2008, to correspond with the
date that process is ready to proceed. During the interim, a bail schedule would be created,
brochures would be printed and other communications strategies wil be developed, and
training would take place. If the transit court option is not adopted, then the Customer Code
may be made effective 30 days after it is adopted at a subsequent Board meeting without
furter delay.

ATTACHMENTS

A. Proposed Metro Customer Code of Conduct

Prepared by: Karen Gorman, Chief Ethics Officer

ief Ethics Offcer
tomer Code of Conduct Committee
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