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SUBJECT: TRANSFER ON 2ND BOARDING CUSTOMER
READINESS EFFORTS

ACTION: APPROVE RECOMMENDATION

RECOMMENDATION

AUTHORIZE the Chief Executive Officer to:

A. REPLACE Day Pass sales onboard bus with ability to purchase Stored Value and Metro base
fare onboard bus;

B. ELIMINATE tokens and transition to TAP;

C. IMPLEMENT a consistent $2 fee for TAP cards system-wide; and

D. FIND that the proposed change in adding Stored Value sales aboard buses results in a
Disparate Impact (See Attachment D) but there is substantial legitimate justification for the
proposed change and there are no alternatives that would have a less disparate impact on
minority riders.

ISSUE

Onboard bus TAP Day Pass purchases have declined by over 85% since October, 2011.  In

comparison, Stored Value fare payments are growing and are expected to increase significantly once

Transfer on 2nd Boarding is implemented. With approval, onboard Day Pass sales will be replaced

with the ability to purchase or reload TAP cards with either Stored Value or base fare at the farebox.

This change will align internal efforts with customer demand and make it easier for customers to

purchase fare and travel throughout LA County. Day Pass sales will continue to be available online at

taptogo.net, by calling 866.TAPTOGO, at Metro Customer Centers, at TAP vending machines located

at Metro rail, Silver Line and Orange Line stations, at El Monte Transit Center, at Patsaouras Bus

Plaza, and at over 400 TAP vendor locations.
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Title VI Analysis for Adding Stored Value Sales onboard Bus

According to the Title VI analysis for adding Stored Value sales aboard bus (See Attachment D), this

fare change confers a benefit on a group that is less minority than all riders and that creates a

disparate impact.  There is no financial barrier to prevent other users from joining the ranks of Stored

Value bus riders, and it is expected that this disparate impact will correct itself very quickly due to

benefits that are available.  There is no other fare structure or media change that could create this

benefit and maintain current revenues. In order to proceed with the proposed action, the Board of

Directors must pass a motion that there is a substantial legitimate justification for the proposed

action, and that no other action having a lesser disparate impact would accomplish the objectives of

the proposed action.

The popularity and added security of TAP cards and the elimination of the discounted fare for Metro

tokens has caused tokens to become obsolete. At one time, a token was good for one ride at a

discounted rate but now a token is worth the same as the regular base fare of $1.75.  Transitioning

token customers to TAP will provide customers with faster and safer boardings. Customers will no

longer have to search for tokens but will quickly touch their TAP cards to the farebox to board.

Registered TAP cards can be replaced if lost or stolen.

The price of TAP cards vary depending on the purchase method. The TAP card cost is $2 when

purchased online, by phone, at a Metro Customer Center or at a retail vendor and $1 if purchased at

a TAP vending machine or on a Metro bus. The actual cost of a TAP card is about $2 per card and

includes producing the TAP card, and its handling and distribution. The discounted rate was

introduced at a time to encourage the use of TAP and is no longer recommended.  Making this cost

to customers consistent across all point of sale locations will rectify inequities, improve customer

understanding and encourage customers to retain and reuse their cards.

DISCUSSION

Transfer on 2nd Boarding was approved by the Board in June, 2015 (see Attachment A for Transfer
on 2nd boarding Board Report) and is set to be implemented Spring 2018.

Transfer on 2nd Boarding refers to the approved regional interagency transfer policy that eliminates
the need for paper transfers for customers transferring between agencies. Transfer fare will be
automatically paid with a TAP card when boarding a second transit agency within 2.5 hours from the
first boarding. Customers will benefit from faster boardings and will no longer need to carry exact
change. TAP cards will be provided to support this improved method of interagency transfers.

1 Million Free TAP card Distribution

The Board approved 1 million free TAP card distribution will prepare customers for Transfer on 2nd

Boarding.  Additionally, it will also help customers during the transition of tokens to TAP as well as the
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implementation of consistent $2 TAP card cost.  TAP staff is working on a distribution plan to ensure

these free TAP cards are distributed strategically and efficiently.  Distribution recipients include, 24

TAP partner agencies, over 400 TAP retail vendors, Social Service Agencies, Veterans Outreach

groups, Metro Customer Relations and Community Relations staff, as well as a variety of Metro

Service Planning projects that require TAP cards.

Replace Day Pass Purchases with Stored Value Onboard the Bus

Staff recommends replacing Day Pass sales onboard bus with Stored Value and base fare, (see
ATTACHMENT B for onboard Day Pass sales). The findings from the Title VI analysis (see
ATTACHMENT C for Title VI analysis for removing Day Pass sales onboard bus) conclude that there
is no disparate impact on customers. The findings from the Title VI analysis on adding Stored Value
does have a disparate impact because the group of riders who would benefit from the increased
convenience of being able to add value to their TAP cards on buses is a significantly less minority
when compared to Metro’s overall ridership (see ATTACHMENT D for Title VI analysis for adding
Stored Value on bus). Day Pass sales will continue to be available online at taptogo.net, by calling
866.TAPTOGO, at Metro Customer Centers, at TAP vending machines located at Metro rail, Silver
Line and Orange Line stations, at El Monte Transit Center, at Patsaouras Bus Plaza, and at over 400
TAP vendor locations.

Token Transition to TAP

Staff recommends eliminating Metro tokens as a payment option because they are obsolete due to
TAP technology. As token use continues to decline (see ATTACHMENT E for token sale analysis) the
TAP card is proven to be a viable, cost effective replacement that enables simpler, safer and
automatic farebox collection. A Title VI evaluation of the proposed action found no Disparate Impact
as the minority share of token users is not significantly different from the minority share of TAP card
users (see ATTACHMENT F for Title VI evaluation for the discontinuation of tokens). Additionally,
tokens are no longer cheaper than the base fare, so there is no customer benefit to this method of
fare payment. The proposed efforts help to ensure broad availability of TAP media in lieu of tokens,
and the de minimis cost due to its 10 year lifespan of the TAP card substantially mitigates this impact.

The implementation plan for phasing out Metro tokens will take place over 18 months. The first 2
months will be dedicated to a customer friendly campaign notifying patrons of final token sale and
use dates, and how to transition to TAP. During the third month, Metro token sales will end.  However,
tokens will be accepted for at least one year.  This length of time ensures that customers can utilize
their existing tokens and obtain a TAP card. Prior to termination of token sales, TAP will begin
distribution of (Board approved) 1 million free TAP cards.  Additionally, a special token replacement
plan will be implemented for social service agencies and other heavily token-reliant programs.

TAP Card Price Consistency ($2 everywhere)

Staff recommends that the cost of TAP cards be consistent by making them $2 across all purchasing
platforms (see TABLE 1). There will be an increase of $1 to customers who purchase TAP cards
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onboard the bus and at TAP vending machines located at rail and some bus stations. The extra cost
of the TAP card is amortized over its life of about 10 years making the card cost de minimis (see
ATTACHMENT G for Title VI evaluation for equalizing TAP card costs). If approved, this card cost
consistency will be implemented no later than Summer 2018 following a six week customer facing
campaign.

Table 1

Taptogo.net 866.TAPTOGO Metro
Customer
Center

TAP
Vendors

TAP
Vending
Machines

Metro Bus

Cur
rent

$2 $2 $2 $2 $1 $1

Pro
pos
ed

$2 $2 $2 $2 $2 $2

Notice of Public Hearing

Pursuant to Metro’s Administrative Code Section 2-50-025, the notice for this public hearing was
provided to the general public as follows:

· Via Metro’s website, metro.net, on a rotating banner

· Via the public hearing landing page, information on proposed recommendations including the
notice of public hearing (See Attachment H)  and frequently asked questions (See Attachment
I)

· Via social media (Facebook and Twitter posts)

· Via posts on The Source discussing proposed recommendations

· Via e-blasts to Metro general information and key stakeholders e-mail lists

· Via printed legal notice of public hearing, published 30 days before the hearing in the following
periodicals:

Asian Journal (LA), CA
Daily News Los Angeles, CA
LA Opinion, CA
Panorama, CA
Rafu Shimpo, CA
The Korea Times, CA
World Journal (Chinese Daily News), CA

· Via Metro Briefs as an ad item

· Via a “Take One” brochure onboard Metro buses and trains in 10 Title VI  languages

· Messages on hold on 323.GOMETRO

Additional outreach included presentations to the following groups:
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· Community Relations All Staff Meeting- 9/22/2017

· Citizen’s Advisory Council- 10/25/2017

· Bus Operator Subcommittee- 12/5/2017

· Regional Service Council- 12/13/2017

For a summary of the public hearing results, see Attachment J.

Additional Efforts

Efforts are in progress to increase TAP card accessibility and to ensure TAP operator readiness for

implementation of Transfer on 2nd boarding. TAP vendor recruitment efforts have resulted in over 400

vendor locations including 35 Los Angeles County Library locations.  TAP plans to install an

additional 52 Los Angeles County Library locations within the next year along with a 16 vendor pilot

with 7-Eleven. Other efforts include distributing (Board-approved) 1 million free TAP cards and

providing technical, and customer communications support to 24 TAP partner agencies.

…Determination_Of_Safety_Impact
DETERMINATION OF SAFETY IMPACT

Reducing the use of cash and increasing TAP use will enhance safety by speeding up boardings.
TAP also provides registered cardholders with the benefit of Balance Protection to safeguard their
TAP purchase against loss or theft.

FINANCIAL IMPACT

The proposed recommendations are within the limits of FY18 adopted budget.  No additional funds
are required.

ALTERNATIVES CONSIDERED

The Board could choose not to approve any of the aforementioned recommendations, however this

action would not be recommended or consistent with the Board approved Transfer on 2nd Boarding

mitigation strategies.

NEXT STEPS

Upon Board approval, staff will execute the following internal and external customer readiness efforts
to support seamless implementation of Transfer on 2nd Boarding and fare collection efficiencies (see
Attachment K for implementation timeline). Additionally, staff will work with appropriate Metro
departments to implement incentives and rewards for customers who pay fare using a TAP card.

ATTACHMENTS

Attachment A - Transfer on 2nd Boarding Board Report
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Attachment B - Decline of Onboard Day Pass Sales
Attachment C - Title VI analysis for removing Day Pass sales onboard bus
Attachment D - Title VI analysis for adding Stored Value on bus
Attachment E - Token sale analysis
Attachment F - Title VI Evaluation of Discontinued Tokens
Attachment G - Title VI Evaluation for $2 TAP card pricing
Attachment H - Notice of Public Hearing
Attachment I - Frequently Asked Questions
Attachment J - Results of Public Hearing Summary
Attachment K - Implementation Timeline

Prepared by:     David Sutton, Executive Officer, TAP (213) 922-5633

Reviewed by:    Nalini Ahuja, Chief Financial Officer, OMB (213) 922.2296

    Daniel Levy (Title VI), Chief Civil Rights Programs Officer, Office of Civil
    Rights (213) 418-3169
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Attachment B 

Decline of Day Pass Sales on Bus 

 

 



ATTACHMENT C

EVALUATION OF DISCONTINUED DAY PASS SALES ON BUSES

Federal Transit Administration (FTA) Circular 4702.1B provides guidance for the
conduct of equity evaluations of proposed service and fare changes. A transit operator
must have a locally adopted process for determining when public hearings, and the
equity evaluations associated with such proposals, are required. Impacts to both
minority and poverty level persons must be assessed, and there must be locally
adopted standards for when differences between impacted persons and everyone else
are significant.

Metro’s Administrative Code contains these rules and definitions in Section 2-50. A
public hearing and equity evaluation is required for any fare change. The difference
between the minority/poverty shares of impacted riders and all others is deemed
significant if either the absolute difference is 5% or greater, or the relative difference is
35% or more.

Proposal to be Evaluated

At the present time, Metro riders may purchase a Day Pass online at taptogo.net, by
calling 866.TAPTOGO, at Metro Customer Centers, at TAP vending machines located
at Metro rail, Silver Line and Orange Line stations, at El Monte Transit Center, at
Patsaouras Bus Plaza, and at over 400 TAP vendor locations. The card costs $2 except
when purchased at a TVM or onboard bus. In the latter two instances, they cost $1.
Because TAP cards may be reused, and have an expected lifetime of ten years, the
price difference for the differing sales outlets is considered de minimus.

Title VI Evaluation and Findings

The most current available ridership data was collected as part of the Spring 2016
Customer Satisfaction Survey. The relevant data provided by this survey includes
method of payment, discount category, ethnicity, and poverty status. Day pass users
were found to be 91.78% minority compared with 88.24% minorities among all users.
This difference does not meet the threshold for a disparate impact using Metro’s
definitions

Environmental Justice Evaluation and Findings

The share of Day Pass users below the poverty level is 33.69% compared with 43.75%
of all riders. This is a significant difference using Metro’s current definitions, but there is
no disproportionate burden imposed because the adversely impacted riders are
significantly less poor than all riders.





ATTACHMENT D

EVALUATION OF ADDING TO TAP CARD STORED VALUE ON BUSES

Federal Transit Administration (FTA) Circular 4702.1B provides guidance for the
conduct of equity evaluations of proposed service and fare changes. A transit operator
must have a locally adopted process for determining when public hearings, and the
equity evaluations associated with such proposals, are required. Impacts to both
minority and poverty level persons must be assessed, and there must be locally
adopted standards for when differences between impacted persons and everyone else
are significant.

Metro’s Administrative Code contains these rules and definitions in Section 2-50. A
public hearing and equity evaluation is required for any fare change. The difference
between the minority/poverty shares of impacted riders and all others is deemed
significant if the absolute difference is either 5% or greater, or the relative difference is
35% or more.

Proposal to be Evaluated

At the present time, Metro riders may add Stored Value onto their TAP cards at TAP
Vending Machines (TVM’s) at Metro rail, Silver Line, El Monte Transit Center,
Patsaouras Bus Plaza and Orange Line stations, at Metro Customer Centers, at more
than 400 third party sales outlets, online at taptogo.net and by calling 866-TAPTOGO.
The proposed action would permit patrons the same capability on buses.

Title VI Evaluation and Findings

The most current available ridership data was collected as part of the Spring 2016
Customer Satisfaction Survey. The relevant data provided by this survey includes
method of payment, discount category, ethnicity, and poverty status. A comparison of
minority representation among TAP Stored Value riders and all riders is provided in
Table 1.



Table 1

Minority
Share

Absolute
Diff.

Relative
Diff.

TAP Stored Value

Regular 77.52% -10.72% -12.15%

Elderly/Disabled 71.61% -16.63% -18.85%

Student (K-12) 89.95% 1.71% 1.94%

All Riders 88.24%

Current TAP Stored Value users are less minority than all riders (except for Student
riders, who represent only 4.63% of Stored Value users). This change confers a benefit
on a group that is less minority than all riders and that creates a disparate impact.
There is no financial barrier to prevent others users from joining the ranks of Stored
Value bus riders, and it is expected this disparate impact will correct itself very quickly
due to benefits that are available. There is no other fare structure or media change that
could create this benefit and maintain current revenues.

In order to proceed with the proposed action the Board of Directors must pass a motion
that there is a substantial legitimate justification for the proposed action, and that no
other action having a lesser disparate impact would accomplish the objectives of the
proposed action.

Environmental Justice Evaluation and Findings

An environmental justice evaluation of the proposed action considers the poverty status
of impacted riders in comparison with all riders. The poverty representation of the
impacted riders compared with all riders is provided in Table 2.

Table 2

Poverty
Share

Absolute
Diff.

Relative
Diff.

TAP Stored Value

Regular 63.47% 19.72% 45.07%

Elderly/Disabled 50.50% 6.75% 15.43%

Student (K-12) 23.08% -20.67% -47.25%



All Riders 43.75%

The poverty representation of all subcategories of TAP Stored Value riders differs
significantly from that of all riders. However, since the action is considered beneficial,
there is no disproportionate burden.



Decline in Token Sales & Processing 

Token Sales 
Token sales from 2013-2017 has decreased by an estimated $3.2M or 24.4% system-wide (bus and rail).  
Refer to the below charts for token sales. 
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Token Processed 
Token processing from 2013-2017 has decreased by an estimated 3.1M or 35.2% system-wide (bus and 
rail).  Refer to the below charts for processed token counts. 
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ATTACHMENT F

EVALUATION OF DISCONTINUED TOKENS

Federal Transit Administration (FTA) Circular 4702.1B provides guidance for the
conduct of equity evaluations of proposed service and fare changes. A transit operator
must have a locally adopted process for determining when public hearings, and the
equity evaluations associated with such proposals, are required. Impacts to both
minority and poverty level persons must be assessed, and there must be locally
adopted standards for when differences between impacted persons and everyone else
are significant.

Metro’s Administrative Code contains these rules and definitions in Section 2-50. A
public hearing and equity evaluation is required for any fare change. The difference
between the minority/poverty shares of impacted riders and all others is deemed
significant if either absolute difference is 5% or greater, or the relative difference is 35%
or more.

Proposal to be Evaluated

At the present time, Metro riders may purchase Tokens in packages of 10 for $17.50.
Each token is good for one boarding on Metro and has a value equivalent to the Cash
base fare of $1.75. Tokens are also used as a means of funding transit travel for
participants in Metro’s Immediate Needs Program with each Token providing one
boarding on Metro.

The proposed action would discontinue the availability of Tokens. Patrons who buy
tokens would need to obtain or use a TAP card and add Stored Value to the card. TAP
cards and the ability to add Stored Value to them are available at the same places
where Tokens can be obtained, and are also available through Ticket Vending
Machines (TVM’s) meaning broader availability. In addition, if a TAP card with Stored
Value is used to board Metro, then the patron is entitled to free Metro to Metro transfers
for up to two and a half hours from the initial boarding – an added benefit. While the
TAP card initially costs $1 to $2, depending on where it is purchased, its 10-year
expected lifetime (it is reusable) means that the cost of the card is de minimus and not a
factor for an equity analysis.

For those who receive Tokens through the Immediate Needs Program, there is a
separate action being undertaken to replace that benefit with pre-loaded, stored value
TAP cards. Thus, the benefit would be maintained using different media, and the added
benefit of free transfers as described above would also be conferred. A separate Title VI
evaluation of proposed changes to the Immediate Needs Program (as well as the Rider
Relief Program) has been prepared.



Title VI Evaluation and Findings

The most current available ridership data was collected as part of the Fall 2016
Customer Satisfaction Survey. The relevant data provided by this survey includes
method of payment, race, and poverty status. Comparative statistics for Token and TAP
users are provided in Table 1.

Table 1

All Users Token Users Absolute Diff. Relative Diff.

Minority Share 91.4% 91.4% 0.0% 0.0%

Poverty Share 60.5% 74.0% 13.5% 22.3%

The minority shares of Token and TAP card users are not significantly different, so the
proposed action would not have Disparate Impact on Token users. On the other hand,
the share of Token users with poverty level incomes is significantly greater than for TAP
card users. This creates a Disproportionate Burden on Token users from the proposed
action. this impact is mitigated as the replacement media will have greater availability
than Tokens, and also confer a greater benefit when used by virtue of the free Metro to
Metro transfers provided.



ATTACHMENT G

EVALUATION OF EQUALIZING TAP CARD COSTS

Federal Transit Administration (FTA) Circular 4702.1B provides guidance for the
conduct of equity evaluations of proposed service and fare changes. A transit operator
must have a locally adopted process for determining when public hearings, and the
equity evaluations associated with such proposals, are required. Impacts to both
minority and poverty level persons must be assessed, and there must be locally
adopted standards for when differences between impacted persons and everyone else
are significant.

Metro’s Administrative Code contains these rules and definitions in Section 2-50. A
public hearing and equity evaluation is required for any fare change. The difference
between the minority/poverty shares of impacted riders and all others is deemed
significant if the absolute difference is either 5% or greater, or the relative difference is
35% or more.

Proposal to be Evaluated

Metro prepaid fare media is stored on reusable TAP cards. Stored Value media may be
added to TAP cards for convenient payment of individual fares. Once purchased the
TAP card should be retained by the rider as it may be reused continuously for up to 10
years.

At the present time TAP cards may be obtained online at taptogo.net, by calling
866.TAPTOGO, at Metro Customer Centers, at TAP vending machines located at Metro
rail, Silver Line and Orange Line stations, at El Monte Transit Center, at Patsaouras Bus
Plaza, and at over 400 TAP vendor locations and onboard buses (if purchasing a Day
Pass). The cards cost $2 except when purchased at a TVM or onboard a bus. In the
latter two instances, they cost $1.

The proposed action would equalize the cost of a TAP card at $2 wherever purchased.

Evaluation and Findings

TAP cards are reusable with an expected life of 10 years. At $2, amortized over 10
years, the cards cost less than 1.7 cents per month. This is considered de minimus and
is therefore not subject to a equity analysis



NOTICE OF PUBLIC HEARING 
Los Angeles County Metropolitan Transportation Authority 

The Los Angeles County Metropolitan Transportation Authority will hold a public hearing 
on January 17, 2018 to receive community input on the proposed customer readiness 
efforts surrounding Transfer on 2nd Boarding, set for implementation Spring 2018. 
Details of the hearing date, time, and location are shown below. 

 PUBLIC HEARING SCHEDULE 

1:00 PM 
Metro Headquarters Building 

January 17, 2018 
Board Room 

One Gateway Plaza 
Los Angeles, CA 90012-2932 

The upcoming public hearing is being held in conformance with federal public hearing 
requirements outlined in Section 5307 (d) 1 of Title 49 U.S.C., and public hearing 
guidelines adopted by Metro’s Board of Directors in 1993, as amended. 

Transfer on 2nd Boarding was approved by the board in June, 2015 and refers to the 
approved interagency transfer policy that eliminates the need for paper transfers for 
customers transferring between agencies. Transfer fare will be automatically paid with 
Stored Value on a TAP card when boarding a second transit agency within 2.5 hours 
from first boarding. Customers will benefit from faster boardings and will no longer need 
to carry exact change.  

In order to prepare customers for Transfer on 2nd Boarding, the following efforts are 
recommended: 

Replace Day Pass and Add Stored Value sales aboard Buses  
Discontinuation of Day Pass sales will enable the sale of Stored Value. Replacing TAP 
Day Pass purchases with the ability to reload Stored Value will allow passengers to add 
fare immediately to their TAP card, which is necessary in preparation for transfer on 2nd 
boarding.  

Transition Tokens to TAP  
Phase out of Metro tokens as a payment option they are obsolete due to advances in 
TAP acceptance. The TAP card is a viable, cost effective replacement that enables 
simpler, safer and automatic farebox collection. 
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Implementation of a consistent $2 TAP card price to customers across all 
purchase touch points  
It is recommended that the cost of TAP cards be consistent by making them $2 across 
all purchasing platforms. Costs of cards remain the same at TAP vendors, Metro 
Customer Centers and online.  The card will go from $1 to $2 onboard buses and TAP 
vending machines. The extra cost of the TAP cards in vending machines and buses is 
negligible as amortized over its life of 10 years. 
 
 
Additional details about these proposals will be available for public review after 
December 1. To obtain this information contact the address listed below, or visit your 
nearest Metro Customer Relations Center. Information can also be accessed at: 
www.metro.net 
 
Note these proposals may be approved in whole or in part at a date following the 
public hearings.  Approved changes may also include other alternatives derived 
from public comment. Interested members of the public are encouraged to attend the 
upcoming hearing and provide testimony on the fare proposals under consideration 
Persons unable to attend the hearings may submit written testimony postmarked through 
midnight, January 17, the close of the public record. All written testimony should be 
addressed to: 
 
Metro Customer Relations: 
Attn:  Transfer on 2nd Boarding Readiness  
One Gateway Plaza, 99-PL-4 
Los Angeles, CA   90012-2952 
 
Comments can also be sent via e-mail with “Transfer on 2nd Boarding Readiness” as 
the subject to: 

 customerrelations@metro.net 
Facsimile at: 213-922-6988 

 

Upon request, foreign language translation, sign language interpretation, materials in 
alternative formats and other accommodations are available to the public for MTA-
sponsored meetings and events.  All requests for reasonable accommodations must be 
made at least three working days (72 hours) in advance of the scheduled meeting date.  
Please telephone (213) 922-4600 between 8 a.m. and 5 p.m., Monday through Friday. 
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Frequently Asked Questions 

What is Transfer on 2nd Boarding? 

Transfer on 2nd Boarding refers to the board-approved policy that eliminates the need for paper 
transfers for customers transferring between transit agencies. Instead of purchasing paper transfers, 
customers will need to load Stored Value onto their TAP card in order to transfer between agencies. 
Transfer fare will automatically be deducted from the Stored Value when boarding a second transit 
agency within 2.5 hours from the first boarding. Customers will benefit from faster boardings and will no 
longer need to carry exact change. 

Why are these changes being proposed now? 

These changes are being requested in order to enhance customer convenience and improve fare 
collection efficiencies by removing paper transfers from the system. 

How will Transfer on 2nd Boarding Work? 

Transfer on 2nd Boarding simplifies inter agency transfers. For example, a customer pays for their first 
boarding with a TAP card. Within 2.5 hours from that first boarding, the customer boards a different 
transit agency bus and taps their TAP card. The transfer fare will automatically be deducted from the 
TAP card’s Stored Value. Customers must have Stored Value on their TAP card before boarding the 2nd 
transit agency. 

Where can I buy Stored Value? 

Stored Value can be purchased at TAP vending machines, online at TAPTOGO.net, by calling 
866.TAPTOGO, at Metro Customer Centers and at over 415 TAP vendor locations throughout LA County.
And upon Board approval (March 2018), Stored Value will be available for sale onboard buses.
Customers can use their own TAP card or purchase one from the operator.

Why offer Stored Value sales on the bus? 

Customers transfering from one agency to another must have a TAP card loaded with enough Stored 
Value to pay for the transfer. Making Stored Value available for purchase onboard bus will increase 
customer convenience and eligibility for automatic transfers on TAP. 

What will be the process for loading Stored Value on buses? 

Customers will be able to load Stored Value by boarding the front of the bus and requesting to add 
Stored Value to their TAP card. TAP cards will also be available for purchase on bus along with Stored 
Value, up to $20. 
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Why replace Day Pass sales with Stored Value sales onboard the bus? 

Day pass sales have declined by 74% since August 2011, while Stored Value sales have increased 
systemwide. Replacing Metro Day Pass purchases onboard bus with the ability to reload Stored Value 
will allow passengers to add fare immediately to their TAP card, which is necessary for Transfer on 2nd 
Boarding. 

Will this proposal eliminate Metro Day Pass? 

No, Metro Day Passes are available for sale at TAP vending machines, online at TAPTOGO.net, by calling 
866.TAPTOGO, at Metro Customer Centers and at over 415 TAP vendor locations throughout LA County.

Why are tokens being phased out? 

The use of TAP cards has caused Metro tokens to become obsolete. As token use continues to decline, 
TAP cards have proven to be a viable, cost effective replacement that enables simpler, safer and 
automatic farebox collection. Tokens cannot be used to purchase transfers currently. 

How long will it take for tokens to be phased out? 

If approved by the Metro Board, the sale of tokens will cease in May of 2018. Tokens already in 
circulation will still be accepted until March of 2019. 

What will replace tokens? 

TAP cards will replace tokens. Social service agencies will be offered limited use TAP cards to distribute 
to their clients. 

Why are TAP card prices increasing? 

Currently, the cost of TAP cards is inconsistent depending on where TAP cards are sold. It is 
recommended that cards should be priced at $2 at all pass sales venues. There will be an increase of $1 
to customers who purchase TAP cards onboard the bus and at rail stations. A TAP card’s life was 
originally set for 3 years, it has since been extended to 10 years so it will be cheaper for the customer 
over the life of the TAP card. 

When will these changes take place and how will customers be notified? 

If approved, replacing Metro Day Pass with Stored Value onboard bus will take place in March 2018. 
The sale of tokens will cease in May of 2018 and will be accepted until March of 2019. The $2 TAP card 
price consistency will be implemented in Summer of 2018. For each effort, customers will be notified 
through a print and digital marketing campaign. 
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Are the costs of Metro to Muni transfers increasing? 

No. 

Will the cost of Reduced Fare cards be increased? 

No. Reduced Fare TAP cards will remain free of charge to qualified applicants. 

Why should I register my TAP card? 

If you purchased your TAP card online or by phone, or if you have a Reduced Fare TAP card, your card is 
already registered. If you purchased your card at a TAP vending machine or TAP vendor location, register 
your card to take advantage of Balance Protection, general account management and additional 
features such as Autoload. 

How can I get a reduced fare TAP card? 

If you are a senior citizen, a person with a disability, a college or vocational student, or a K-12 student, 
you may be eligible for reduced fares. To review reduced fare eligibility and apply for a Reduced Fare 
TAP card, visit TAPTOGO.net or a Metro Customer Center. 
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RESULTS OF JANUARY 17, 2018 PUBLIC HEARING FOR CUSTOMER READINESS RECOMMENDATIONS FOR TRANSFER ON 2ND BOARDING 

PUBLIC COMMENT 

On Wednesday, January 17, 2018, a public hearing on possible customer readiness recommendations was held with the Finance, Audit and Budget Committee of the Metro Board.  Out of an estimated 

customer base of 1.2 million daily transit riders, testimony from six speakers was heard.  In addition to the verbal testimony, 70 emails and other written comments were submitted into the public record 

on this subject.  Collectively, 76 responses on the fare proposals were received by the close of the public record through midnight, January 17, 2018.   

Below is a summary of the written and oral comments relevant to the customer readiness recommendations for Transfer on 2nd Boarding. 

Replace Day Pass Sales with Stored Value onboard Bus 

Of the 29 comments received on this topic, 11 comments favored the recommendation to replace Day Pass sales with Stored Value on bus.  The remaining 18 comments raised concerns with this 

recommendation.  With consideration to the written and oral comments received on this topic, staff supports the original recommendation to replace Day Pass sales with Stored Value on buses.  A 

summary of comments and staff responses are highlighted below:  

Summary of Comments 

Comments Staff Responses 

Transit dependent riders do not live 
near TAP vending machines and 
therefore do not have other 
convenient methods for purchases 
Day Passes 

Day Pass sales will continue to be available online at taptogo.net, by calling 866.TAPTOGO, at Metro Customer Centers, at TAP vending 
machines located at all Metro rail, Silver Line and Orange Line stations, at El Monte Transit Center, at Patsaouras Bus Plaza, and at over 400 
TAP vendor locations.
As evidenced in the Title VI analysis on discontinuing Day Pass sales on bus (see Attachment C), there is no significant difference in minority 
representation between riders who only have walk access to the bus and those who also have walk access to other sources for TAP card 
reloading sources. 

Potential financial impact on 
customers 

With the addition of the Board Approved two hour Metro to Metro transfer, customers have the ability to pay a base fare of $1.75 to travel in 
one direction on multiple lines.  They can also make the return trip for $1.75 as well, effectively saving $3.50 when compared to the cost of a 
$7 Day Pass. This is the primary reason for the 85% decline on Day Pass sales on bus.  

Agree with the addition of Stored 
Value sales, however disagree with 
removing Day Pass sales 

See above. 

Stored Value sales onboard bus will 
prolong boarding times  
Bus operator farebox errors during 
Stored Value reloads will financially 
impact customers 

TAP staff does not anticipate an increase in boarding time due to the fact that Day Passes will be removed. 
TAP expects to see a decrease in dwell times due to automatic payment of interagency transfers. 
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Eliminate Tokens and Transition to TAP 

Of the 19 comments received on this topic, 11 comments favored the elimination of tokens and transition to TAP cards.  The remaining 8 comments raised concerns with this recommendation.  A 

summary of comments and staff responses are highlighted below:   

Summary of Comments 

Comments Staff Responses 

 Social Services and nonprofit
organizations need tokens to
distribute

 Social service agencies and nonprofit organizations will receive limited use TAP cards for distribution, which will work just like tokens with
added benefits such as free Metro to Metro transfers.

 Impact on riders with disabilities,
including visually and cognitively
impaired riders.

 Staff will also work with Communications to launch a public information effort to encourage seniors and persons with disabilities, who pay
with cash or tokens, to apply for a reduced fare TAP card.

 Reduced fare TAP cards enable riders to travel with free transfers and the ability to ride at the lowest possible base fare and monthly passes.
TAP cards protect riders’ fare balance from loss or theft.  Cash and tokens cannot be replaced if lost or stolen.

 Although Access ID TAP cards
may be tapped for free fare on
fixed route transit systems,
Access vehicles do not have a
TAP validator.

 Just 2.5% of Access’ vehicles transactions are paid for with tokens.  Staff will work with Access to ensure their customers who use tokens can
transition smoothly to other trip purchase options such as: Access coupon books, using cash and/or credit/debit cards.

 What do riders do with unused
tokens?

 Token sales will end mid-May 2018.  Customers will have up to 18 months to use their existing supply of tokens 

 Difficulty in determining TAP card
balance.  Tokens are
distinguishable from U.S.
currency

 Upon request, bus operators can tell passengers their TAP card balance information

 TAP vending machines can display or announce TAP card balance as well 

$2 TAP card cost consistency 

Of the 26 comments received on this topic, 12 comments favored making the $2 TAP card cost consistent across all TAP card purchase points.  The remaining 14 comments raised concerns with this 

recommendation.  A summary of comments and staff responses are highlighted below:   

Summary of comments 

Comments Staff Responses 

 Impact on low income riders

 First time riders are
disadvantaged

 As the Title VI analysis (see Attachment H) reflects, there is no disparate impact on any group of riders including low income and first time 
riders, due to TAP cards having a 10 year lifetime, instead of 3 years

 Low income and first time riders can also take advantage of the free 1 million TAP card distribution 

 TAP card cost should be $1  TAP cards are $1 on Metro buses and at TAP vending machines as a result of a long running promotion where Metro subsidized the
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everywhere remaining $1 to the TAP region.  As that promotion comes to a close, TAP cards will be $2 at all customer purchase touch points. 

 Reduced Fare TAP cards such as Senior/Disabled, College/Vocational and K-12 Student will remain free to qualifying customers.

 TAP card costs should not be
increased

 TAP card costs are currently not consistent across the system.  They are $2 when purchased online, by phone, at Metro Customer Centers
and at over 400 TAP vendor locations.

 In addition, the TAP card life has increased from 3 to 10 years, making the impact de minimis.

PUBLIC HEARING COMMENTS 
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Transfer on 2nd Boarding Customer Readiness
Implementation Timeline

ATTACHMENT K

Transfer on 2nd Boarding-Customer Readiness
Onboard  Bus-Replace Day Pass with Stored Value & Metro Base Fare
Metro Token Elimination
Consistent $2 TAP card cost 
Transfer on 2nd Boarding Implementation
1 million TAP card distribution (IAT Mitigation)



Transfer on 2nd Boarding
Customer Readiness Efforts

Finance, Budget & Audit Committee
Robin O’Hara, Deputy Executive Officer, TAP
March 14, 2018



Transfer on 2nd Boarding - Review

• Regional interagency transfer 
policy (from one transit agency 
to another)

• Board approved June 2015

• Transfer period extended from 2 
hours to 2.5 hours 

• Transfers paid automatically 
with Stored Value on TAP

• Eliminates paper transfers



• Public hearing conducted 

January 17, 2018 at Finance, Budget 

and Audit Committee

• 75,000 Brochures distributed on 

buses and trains (10 languages)

• Public notices in newspapers

• Social media announcements

• Presentations to internal and 

external stakeholders

Public Outreach Efforts
6 Public Comments, 76 Total Responses



Summary of Public Comments on 
3 Staff Recommendations:

Recommendation 1: Replace Day Pass with Stored Value

Concern: Response:

Financial impact on 
low-income patrons

•Customers pay $3.50 for round trip with free internal transfers instead 
of $7 Day Pass (savings of $3.50)

Slower boarding • Increase in boarding times not expected since Day Pass sales would be 
removed

•Decrease in dwell times expected due to automatic payment of 
Interagency transfers

•Average stored value purchase for regular TAP card is $8, enabling 
multiple boardings

Access to Day Pass •Day Pass sales still available via web, phone, TVMs, Customer Centers
and 400+ vendors 

•Customers are moving to more economical base fare with free 
transfers: less expensive & primary reason for 88% decline in Day Pass 
sales

•Less than 1% of transactions aboard buses include a Day Pass sale

•Day Pass is trending down and Stored Value is trending up



Day Pass is trending down,
Stored Value is trending up



Summary of Public Comments on 
3 Staff Recommendations (cont.):

Recommendation 2: Transition Tokens to TAP
Concern: Response:

Distribution to Social 
Services and impact on 
low-income patrons

• Social service agencies and nonprofits will receive 
limited-use TAP as replacement

• 1 million free TAP cards are being distributed

• TAP Cards enable many more benefits

Lack of ACCESS vehicle 
TAP hardware 

• Just 2.5% of Access vehicles’ transactions are paid with 
tokens. Staff will work with Access to transition to other 
purchase options such as cash and coupons

No way to tell TAP 
balance

• TAP balance is available on TAP readers and equipment

• Bus operators can tell customers their balance



Summary of Public Comments on 
3 Staff Recommendations (cont.):

Recommendation 3:  $2 TAP Card Price Consistency
Concern: Response:

Impact on low income 
or first-time riders

• 1 million free TAP cards will be distributed 

• All Reduced Fare TAP cards remain free

• TAP card life is 10 years

TAP card costs should 
remain the same

• TAP card costs should be consistent. They are $2 
when purchased via web, phone, and at vendors

TAP card cost should 
be $1 everywhere

• TAP cards are $1 on Metro buses and at TAP 
vending machines as a result of a promotion.  As 
that promotion comes to a close, TAP cards will 
be $2 at all customer purchase touch points.

• Reduced Fare TAP cards will remain free



• Distribute one million free TAP 
cards (Board-approved)

• Provide assistance from Metro 
Blue Shirts & TAP partner 
agency volunteers

• Increase TAP vendor network

• Provide “train the trainer” 
Operator demos for Metro and 
Region

• Provide TAP Call Center training

• Implement regional system-
wide marketing together with 
TAP Partner Agencies

Additional Readiness Efforts 



Requesting the Board to Approve  these 
Customer Experience  Recommendations

Recommendation Benefit

1 Replace declining Day Pass 
sales on bus with ability to 
purchase Stored Value on bus

• Aligns operator efforts with fare sale trends
• Increases Stored Value purchase touch 
points

2 Transition tokens to TAP • Replaces obsolete tokens 
with TAP

• Enables balance protection, automatic 
transfers, faster boardings, etc.

3 Implement $2 TAP card price 
consistency

• Consistent & equitable pricing for all 
customers

4 Find adding Stored Value sales 
on buses results in a Disparate 
Impact but there is legitimate 
justification for adding it

• Stored Value is expected to be in high 
demand since that is what is needed for 
agency-to-agency transfers

• Adding SV on buses is expected to help 
correct the Disparate Impact


