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METROPOLITAN TRANSPORTATION AUTHORITY BOARD AGENDA RULES

(ALSO APPLIES TO BOARD COMMITTEES)

PUBLIC INPUT

A member of the public may address the Board on agenda items, before or during the Board or 

Committee’s consideration of the item for one (1) minute per item, or at the discretion of the Chair.  A 

request to address the Board must be submitted electronically using the tablets available in the Board 

Room lobby.  Individuals requesting to speak will be allowed to speak for a total of three (3) minutes 

per meeting on agenda items in one minute increments per item.  For individuals requiring translation 

service, time allowed will be doubled.  The Board shall reserve the right to limit redundant or repetitive 

comment.

The public may also address the Board on non-agenda items within the subject matter jurisdiction of 

the Board during the public comment period, which will be held at the beginning and /or end of each 

meeting.  Each person will be allowed to speak for one (1) minute during this Public Comment period 

or at the discretion of the Chair.  Speakers will be called according to the order in which their requests 

are submitted.  Elected officials, not their staff or deputies, may be called out of order and prior to the 

Board’s consideration of the relevant item.

Notwithstanding the foregoing, and in accordance with the Brown Act, this agenda does not provide an 

opportunity for members of the public to address the Board on any Consent Calendar agenda item 

that has already been considered by a Committee, composed exclusively of members of the Board, at 

a public meeting wherein all interested members of the public were afforded the opportunity to 

address the Committee on the item, before or during the Committee ’s consideration of the item, and 

which has not been substantially changed since the Committee heard the item.

In accordance with State Law (Brown Act), all matters to be acted on by the MTA Board must be 

posted at least 72 hours prior to the Board meeting.  In case of emergency, or when a subject matter 

arises subsequent to the posting of the agenda, upon making certain findings, the Board may act on 

an item that is not on the posted agenda.

CONDUCT IN THE BOARD ROOM - The following rules pertain to conduct at Metropolitan 

Transportation Authority meetings:

REMOVAL FROM THE BOARD ROOM - The Chair shall order removed from the Board Room any 

person who commits the following acts with respect to any meeting of the MTA Board:

a. Disorderly behavior toward the Board or any member of the staff thereof, tending to interrupt the 

due and orderly course of said meeting.

b. A breach of the peace, boisterous conduct or violent disturbance, tending to interrupt the due and 

orderly course of said meeting.

c. Disobedience of any lawful order of the Chair, which shall include an order to be seated or to 

refrain from addressing the Board; and

d. Any other unlawful interference with the due and orderly course of said meeting.

INFORMATION RELATING TO AGENDAS AND ACTIONS OF THE BOARD

Agendas for the Regular MTA Board meetings are prepared by the Board Clerk and are available prior 

to the meeting in the MTA Records Management Department and on the Internet.  Every meeting of 

the MTA Board of Directors is recorded and is available at https://www.metro.net or on CD’s and as 

MP3’s for a nominal charge.



HELPFUL PHONE NUMBERS AND EMAIL

Copies of Agendas/Record of Board Action/Recordings of Meetings - (213) 922-4880 (Records 

Management Department) - https://records.metro.net

General Information/Rules of the Board - (213) 922-4600

Internet Access to Agendas - https://www.metro.net

TDD line (800) 252-9040

Board Clerk Email - boardclerk@metro.net

NOTE: ACTION MAY BE TAKEN ON ANY ITEM IDENTIFIED ON THE AGENDA

DISCLOSURE OF CONTRIBUTIONS

The State Political Reform Act (Government Code Section 84308) requires that a party to a 

proceeding before an agency involving a license, permit, or other entitlement for use, including all 

contracts (other than competitively bid, labor, or personal employment contracts ), shall disclose on the 

record of the proceeding any contributions in an amount of more than $ 250 made within the preceding 

12 months by the party, or his or her agent, to any officer of the agency, additionally PUC Code Sec . 

130051.20 requires that no member accept a contribution of over ten dollars ($10) in value or amount 

from a construction company, engineering firm, consultant, legal firm, or any company, vendor, or 

business entity that has contracted with the authority in the preceding four years.  Persons required to 

make this disclosure shall do so by filling out a "Disclosure of Contribution" form which is available at 

the LACMTA Board and Committee Meetings.  Failure to comply with this requirement may result in 

the assessment of civil or criminal penalties.

ADA REQUIREMENTS

Upon request, 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 working hours) in 

advance of the scheduled meeting date.  Please telephone (213) 364-2837 or (213) 922-4600 

between 8 a.m. and 5 p.m., Monday through Friday.  Our TDD line is (800) 252-9040.

Requests can also be sent to boardclerk@metro.net.

LIMITED ENGLISH PROFICIENCY

A Spanish language interpreter is available at all Committee and Board Meetings.  All other languages 

must be requested 72 hours in advance of the meeting by calling (213) 364-2837 or (213) 922-4600.  

Live Public Comment Instructions can also be translated if requested 72 hours in advance.

Requests can also be sent to boardclerk@metro.net.

323.466.3876 - Customer Service Line
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Live Public Comment Instructions:

Live public comment can be given by telephone or in-person.

The Committee Meeting begins at 11:00 AM Pacific Time on October 19, 2023; you may join 

the call 5 minutes prior to the start of the meeting.

Dial-in: 888-251-2949 and enter

English Access Code: 8231160#

Spanish Access Code: 4544724#

Public comment will be taken as the Board takes up each item. To give public 

comment on an item, enter #2 (pound-two) when prompted. Please note that the 

live video feed lags about 30 seconds behind the actual meeting. There is no lag 

on the public comment dial-in line.

Instrucciones para comentarios publicos en vivo:

Los comentarios publicos en vivo se pueden dar por telefono o en persona.

La Reunion de la Junta comienza a las 11:00 AM, hora del Pacifico, el 19 de Octubre de 

2023. Puedes unirte a la llamada 5 minutos antes del comienso de la junta.

Marque: 888-251-2949 y ingrese el codigo

Codigo de acceso en ingles: 8231160#

Codigo de acceso en espanol: 4544724#

Los comentarios del público se tomaran cuando se toma cada tema. Para dar un 

comentario público sobre una tema ingrese # 2 (Tecla de numero y dos) cuando 

se le solicite. Tenga en cuenta que la transmisión de video en vivo se retrasa 

unos 30 segundos con respecto a la reunión real. No hay retraso en la línea de 

acceso telefónico para comentarios públicos.

Written Public Comment Instruction:

Written public comments must be received by 5PM the day before the meeting.

Please include the Item # in your comment and your position of “FOR,” “AGAINST,” 

"GENERAL COMMENT," or "ITEM NEEDS MORE CONSIDERATION."

Email: BoardClerk@metro.net

Post Office Mail:

Board Administration

One Gateway Plaza

MS: 99-3-1

Los Angeles, CA 90012

CALL TO ORDER

Page 4 Metro
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ROLL CALL

APPROVE Consent Calendar Items: 25 and 26.

CONSENT CALENDAR

2023-057025. SUBJECT: METRO LEADERSHIP ACADEMY

RECOMMENDATION

AUTHORIZE the Chief Executive Officer to award a five-year, firm fixed 

price Contract No. PS87481000 to Southern Methodist University to serve 

as the academic partner for the Metro Leadership Academy Program , in the 

amount of $1,002,750 for the three-year base term, and $366,050 for the 

first one-year option and $379,550 for the second one-year option, for a 

total Contract Value of $1,748,350, subject to the resolution of any properly 

submitted protest(s), if any.

Attachment A - Procurement Summary

Attachment B - DEOD Summary

Attachments:

2023-057626. SUBJECT: MULTICULTURAL MARKETING AGENCY SUPPORT 

SERVICES

RECOMMENDATION

AUTHORIZE the Chief Executive Officer to award and execute a four-year 

firm fixed unit rate Contract No. PS93705000 to Acento Advertising, Inc. for 

Multicultural Marketing Agency Support Services, for a not-to-exceed 

amount (NTE) of $4,295,160 for the two-year base term and $4,504,680 for 

the two-year option term, for a total combined NTE amount of $8,799,840, 

effective November 1, 2023, subject to the resolution of any properly 

submitted protest(s).

Attachment A - Procurement Summary

Attachment B - DEOD Summary

Attachments:

NON-CONSENT

2023-059027. SUBJECT: STATE AND FEDERAL REPORT

RECOMMENDATION

RECEIVE AND FILE October 2023 State and Federal Legislative Report.
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2023-053328. SUBJECT: COMMUNITY ADVISORY COUNCIL (CAC) QUARTERLY 

UPDATE

RECOMMENDATION

RECEIVE AND FILE quarterly status report on the Community Advisory 

Council (CAC).

Attachment A - CAC Inputs on Agency Presentations

Presentation

Attachments:

2023-064929. SUBJECT: MARKETING & COMMUNICATIONS QUARTERLY UPDATE

RECOMMENDATION

RECEIVE oral report on marketing and public relations activities to tell the 

Metro story, with a focus on earned media, as well as social media and 

content partnerships. 

PresentationAttachments:

2023-0646SUBJECT: GENERAL PUBLIC COMMENT

RECEIVE General Public Comment

Consideration of items not on the posted agenda, including: items to be presented and (if 

requested) referred to staff; items to be placed on the agenda for action at a future meeting of 

the Committee or Board; and/or items requiring immediate action because of an emergency 

situation or where the need to take immediate action came to the attention of the Committee 

subsequent to the posting of the agenda.

COMMENTS FROM THE PUBLIC ON ITEMS OF PUBLIC INTEREST WITHIN 

COMMITTEE’S SUBJECT MATTER JURISDICTION

Adjournment
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Los Angeles County
Metropolitan Transportation

Authority
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3rd Floor Board Room
Los Angeles, CA

File #: 2023-0570, File Type: Contract Agenda Number: 25.

EXECUTIVE MANAGEMENT COMMITTEE
OCTOBER 19, 2023

SUBJECT: METRO LEADERSHIP ACADEMY
ACTION: APPROVE CONTRACT AWARD

RECOMMENDATION

AUTHORIZE the Chief Executive Officer to award a five-year, firm fixed price Contract No.
PS87481000 to Southern Methodist University to serve as the academic partner for the Metro
Leadership Academy Program, in the amount of $1,002,750 for the three-year base term, and
$366,050 for the first one-year option and $379,550 for the second one-year option, for a total
Contract Value of $1,748,350, subject to the resolution of any properly submitted protest(s), if any.

ISSUE

The Metro Leadership Academy Program (MLA) is an internal leadership development program to
address two major challenges: succession planning and employee retention. First, 30% of Metro
employees are eligible to retire and 62% of Metro employees will be eligible to retire within the next
10 years. Second, Metro has committed to an ambitious work plan as it builds the fastest-growing
public transportation system in the country. To prepare and develop the leaders of today and
tomorrow, a qualified academic partner is necessary.

Since MLA’s inception, Metro has retained an academic partner to teach the leadership cornerstones
of the program. The current contract expires December 31, 2023, and a new contract award is
recommended to ensure continuity.

BACKGROUND

Metro created  MLA in 2015 as a 12-month program. Participants are drawn agency-wide from both
Contract and Non-Contract positions, representing all levels of leadership from front-line to senior
executive positions. The first 40-person cohort launched in January 2016.  Along with academic
leadership courses, Metro’s Senior Leadership Team teaches department specific competency
courses.

MLA provides employees the framework and tools to understand their personal leadership style, and
how to adapt to a changing environment within the industry and workplace. Participants graduate
from MLA with a renewed appreciation of their potential, a new understanding of high-quality
business connections, and a stronger sense of how to maximize their influence. Each cohort
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presents a group project and recommendations to address current business challenges to executive
management.  Since the inception of MLA, Metro has adopted seven projects for implementation.

Metro has accepted 280 employees into MLA and 235 employees have completed and graduated
from the program. Each December, MLA hosts a graduation, maintaining a 97 percent completion
rate.  Due to the pandemic the 2020 cohort was combined with the 2021 MLA year for a total of 38
graduates. While participation in MLA does not guarantee promotion, 42 percent (98 out of 235) of
graduates have received a promotion and 22 percent (52 out of 235) of the graduates were promoted
twice. Graduates often participate in annual recruitment seminars during the MLA application period,
and they share the positive impact MLA has had on their personal and professional growth. Many
continue to engage in other development programs including SEED LA seminars and serve as
mentors.

DISCUSSION

The MLA academic partner is responsible for the development, implementation, and evaluation of the
leadership program.  The academic partner serves as a facilitator for a curriculum that teaches
participants leadership competencies with the goal of shaping graduates for opportunities in
leadership at Metro.

· In addition to MLA, the academic partner will provide Leadership Engagement Training. The
Leadership Engagement Training targets those not accepted into MLA by offering an
opportunity for participants to complete a 4-hour virtual training. The training will focus on
enhancing communication and fundamental leadership competencies to keep employees
engaged as future MLA participants.

DETERMINATION OF SAFETY IMPACT

Approval of this item will have no impact on safety standards for Metro customers and employees.

FINANCIAL IMPACT

The funding of $300,000 for this service is included in the FY24 budget in cost center 6220, Talent
Development, under project number 100001, General Overhead.

Since this is a multi-year contract the cost center manager and Chief People Officer will be
accountable for budgeting the cost in future years, including any option exercised.

Impact to Budget

The source of funds for Project 100001 is General Overhead funds, comprised of federal, state, and
local funds.  These funds are eligible for bus and rail operating costs.

EQUITY PLATFORM
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Metro’s Leadership Academy is an inclusive program for employees at all levels. In partnership with
the Civil Rights, Race, Equity & Inclusion Department, MLA cohorts are aligned with Metro’s long-
term goals and a direct representation of Metro’s workforce in the following areas: Contract/Non-
contract job classification, gender, ethnicity and Union representation.

Since the beginning of MLA’s implementation in 2016, this partnership has resulted in each cohort
being equally represented by gender, with at least half of the cohort being female.  Additionally, Talent
Development has increased its outreach efforts agency-wide, resulting in the 2023 cohort being
equally represented by both gender and Contract/Non-Contract job classification. This work will
continue to evolve so that representation of each cohort remains inclusive of all people.

IMPLEMENTATION OF STRATEGIC PLAN GOALS

The staff recommendation supports the following Strategic Plan Goals:

· Strategic Plan Goal 3: Enhance communities and lives through mobility and access to opportunity

· Strategic Plan Goal 4: Transform LA County through regional collaboration and national leadership

· Strategic Plan Goal 5: Provide responsive, accountable, and trustworthy governance within the Metro
organization

The MLA supports these goals by developing staff in the competencies needed to build skills for setting a strategic vision,
acting as a champion for change, effective decision making, managing resources, building effective teams, and managing
diversity. This program engages leaders at all levels and supports succession planning efforts.  MLA further supports
Metro’s promise to deliver on its mission of providing a world-class transportation system that enhances quality of life for
everyone in Los Angeles County.

ALTERNATIVES CONSIDERED

Staff has considered using in-house Metro resources to perform this work; however, this approach is not recommended
as Metro does not have subject matter experts on staff to perform this work.

The Board of Directors may choose not to authorize the Contract award for this program; however, this alternative is not
recommended as this Contract is critical to the professional development of employees within the agency.

NEXT STEPS

Upon Board approval, staff will execute Contract No. PS87481000 with Southern Methodist University for the
2024 Metro Leadership Academy Class that begins in January 2024.

ATTACHMENTS

Attachment A - Procurement Summary
Attachment B - DEOD Summary

Prepared by: Maria G. Meleandez, Deputy Executive Officer, Talent Development
(213) 922-5259
Dawn Jackson-Perkins, (Interim) Executive Officer, Talent Management
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(213) 418-3166
Debra Avila, Deputy Chief Officer, Vendor/Contract Management (213) 418-3051

Reviewed by: Seleta Reynolds, Chief Innovation Officer/(Interim) Chief People Officer (213)
922-4098
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PROCUREMENT SUMMARY 
 

METRO LEADERSHIP ACADEMY / PS87481000 
 

1. Contract Number:  PS87481000 

2. Recommended Vendor:  Southern Methodist University 

3. Type of Procurement  (check one):  IFB    RFP   RFP–A&E   
 Non-Competitive    Modification   Task Order 

4. Procurement Dates:  

 A. Issued:  June 6, 2023 

 B. Advertised/Publicized:  June 6, 2023 

 C. Pre-Proposal Conference:  June 16, 2023 

 D. Proposals Due:  July 11, 2023 

 E. Pre-Qualification Completed:  September 14, 2023 

 F. Ethics Declarations Form Submitted to Ethics:  July 11, 2023 

 G. Protest Period End Date: October 24, 2023 

5. Solicitations Picked 
up/Downloaded:   

22 

Bids/Proposals Received:   
 

1 

6. Contract Administrator:  
Manchi Yi 

Telephone Number:   
(213) 418-3332 

7. Project Manager:   
Jose A. Ramirez 

Telephone Number:    
(213) 418-3403 

 

A.  Procurement Background 
 

This Board Action is to approve Contract No. PS87481000 in support of the 

development and implementation of Metro’s Leadership Academy.  Board 

approval of contract award is subject to resolution of all properly submitted 

protest(s).   

Prior to the release of the solicitation, Metro conducted a virtual outreach event to 
inform the small business community of the upcoming opportunity, promote small 
business participation, and encourage competition. The outreach event was 
attended by 27 participants.  

On June 6, 2023, Request for Proposal (RFP) No. PS87481 was issued as a 

competitive procurement in accordance with Metro’s Acquisition Policy and the 

contract type is a firm fixed price. The Diversity & Economic Opportunity 

Department (DEOD) recommended a Disadvantaged Business Enterprise (DBE) 

goal of 5% for this procurement. 

 

The solicitation was available for download from Metro’s website and advertised to 
notify potential proposers of this solicitation, including several local University of 
California and Cal State University campuses, and other colleges and universities. 
Further, Metro notified potential proposers identified by the Project Office as well as 
firms from Metro’s vendor database based on applicable North American Industry 

ATTACHMENT A 

 



Classification System (NAICS) codes.  
 
One amendment was issued during the solicitation phase of this RFP: 

 

• Amendment 1, issued on June 29, 2023, revised the scope of services 

and evaluation criteria to clarify the minimum qualification requirements 

and updated the submittal requirements to align with the changes to the 

scope of services and evaluation criteria. 

 

A total of 22 firms downloaded the RFP and were included on the planholders list.  A 
virtual pre-proposal conference was held on June 16, 2023, with two firms in 
attendance.  Only one question was received, and Metro's response was released 
prior to the proposal due date.  
 

On July 11, 2023, the proposal due date, a single proposal was received from 

Southern Methodist University (SMU).   

 

Metro notified several colleges and universities, including local University of 

California and Cal State University campuses, of the release of the RFP.  Metro 

staff canvassed the firms on the planholders’ list to determine why there were no 

other proposals received.  Reasons for declining to propose included not having 

the technical capabilities and choosing to pursue other opportunities outside of 

Metro.  The market survey revealed that the decisions not to propose were based 

on individual business considerations.  Therefore, the solicitation can be awarded 

as a competitive award.  

 

B.  Evaluation of Proposal 
 
A Proposal Evaluation Team (PET) consisting of staff from Metro’s Talent 
Development, Complete Streets & Highway Capital, Transportation Demand 
Management (TDM) Policy & Regional Shared Mobility departments was convened 
and conducted a comprehensive technical evaluation of the proposal received.   
 
The proposal was evaluated based on the following evaluation criteria: 
 
Phase 1 - Evaluation of Minimum Qualification Requirements: This is a pass/fail 
criteria. To be responsive to the RFP minimum qualification requirements, proposer 
must meet the following at the time of the proposal submittal: 
 

• The prime contractor must be a regionally accredited college, university, or 
professional school. A regionally accredited college, university, or 
professional school is a U.S. institution that is accredited by a Council for 



Higher Education Accreditation (CHEA) or U.S. Department of Education 
(DOED).  

• Proposed facilitators of the Metro Leadership Program must be skilled and 
knowledgeable in their specialty with at least 5 years of experience in their 
specialty with a preference of 10+ years of relevant experience.  

 
Phase II – Weighted Evaluation: Proposers that meet the Phase 1 Minimum 
Qualification requirements were evaluated based on the following evaluation criteria 
and weights: 
 

• Qualification and Experience of the Firm/Team   25% 
• Qualification of Proposed Key Personnel     15% 
• Work Plan Approach       45% 
• Cost Proposal         15% 

 
The evaluation criteria are appropriate and consistent with criteria developed for 
other similar procurements.  Several factors were considered in developing these 
weights, giving the greatest importance to the work plan approach. 
 
The PET members independently evaluated and scored the technical proposal and 
determined that SMU met the requirements of the RFP and is technically qualified to 
perform the work. 
 
The following is a summary of the PET scores: 
 

 
 
1 

 
 

Firm 

 
Average 

Score 

 
Factor 
Weight 

Weighted 
Average 

Score 

 
 

Rank 

2 Southern Methodist University     

3 Qualification and Experience of the 
Firm/Team 93.32 25% 23.33  

4 Qualification of Proposed Key 
Personnel 66.67 15% 10.00  

5 Work Plan Approach 80.84 45% 36.38  

6 Cost Proposal 100.00 15% 15.00  

7 Total  100% 84.71 1 

 
C.  Price Analysis  
 

The recommended price has been determined to be fair and reasonable based upon 
technical analysis, price analysis using historical data, fact finding, and negotiations.  
 

 
Proposer Name 

Proposal 
Amount 

 
Metro ICE 

Recommended 
Amount 

Southern Methodist University 
 

$1,806,350 $1,506,030 $1,748,350 



 

The variance between the ICE and the recommended amount is because the ICE 
did not factor in the cost for additional leadership academy engagement training 
sessions and yearly escalation. 
 
Staff successfully negotiated $58,000 in cost savings from SMU’s proposal. 
 

D.  Background on Recommended Contractor 
 

The recommended firm, Southern Methodist University (SMU), located in Dallas, 
Texas, was founded in 1911. SMU has provided leadership development programs 
to the private and public sectors in the transportation, auto and healthcare industries.  
Existing clients include Toyota Manufacturing North America, Chevron USA Inc., 
Baylor Scott & White, and Dallas Area Rapid Transit.   
 
Since 2017, SMU has developed and implemented Metro’s Leadership Academy 
and performance has been satisfactory. 



No. 1.0.10 
Revised 01-29-15 

DEOD SUMMARY 
 

METRO LEADERSHIP ACADEMY / PS87481000 
 

A. Small Business Participation  
 

The Diversity and Economic Opportunity Department (DEOD) established a 5% 
Disadvantaged Business Enterprise (DBE) goal for this solicitation.  Southern 
Methodist University exceeded the goal by making a 5.08% DBE commitment.   

 
Small Business 
Goal 

5% DBE Small Business 
Commitment 

5.08% DBE 

 
 DBE Subcontractor 

 
Ethnicity % Committed 

1. In A Moment’s Notice African American 5.08% 
Total DBE Commitment 5.08% 

 
B. Local Small Business Enterprise (LSBE) Preference 

 
The LSBE preference is not applicable to federally funded procurements. Federal 
law (49 CFR § 661.21) prohibits the use of local procurement preferences on FTA-
funded projects. 
 

C. Living Wage and Service Contract Worker Retention Policy Applicability 
 

The Living Wage and Service Contract Worker Retention Policy is not applicable to 
this contract. 

 
D. Prevailing Wage Applicability 

 
Prevailing wage is not applicable to this contract. 
 

E. Project Labor Agreement/Construction Careers Policy 
 
Project Labor Agreement/Construction Careers Policy is not applicable to this 
Contract. Project Labor Agreement/Construction Careers Policy is applicable only to 
construction contracts that have a construction contract value in excess of $2.5 
million.   
 

 

ATTACHMENT B 



Metro

Board Report

Los Angeles County
Metropolitan Transportation

Authority
One Gateway Plaza

3rd Floor Board Room
Los Angeles, CA

File #: 2023-0576, File Type: Contract Agenda Number: 26.

EXECUTIVE MANAGEMENT COMMITTEE
OCTOBER 19, 2023

SUBJECT: MULTICULTURAL MARKETING AGENCY SUPPORT SERVICES

ACTION: AWARD CONTRACT

RECOMMENDATION

AUTHORIZE the Chief Executive Officer to award and execute a four-year firm fixed unit rate
Contract No. PS93705000 to Acento Advertising, Inc. for Multicultural Marketing Agency Support
Services, for a not-to-exceed amount (NTE) of $4,295,160 for the two-year base term and
$4,504,680 for the two-year option term, for a total combined NTE amount of $8,799,840, effective
November 1, 2023, subject to the resolution of any properly submitted protest(s).

ISSUE

The Customer Experience team requires a multicultural marketing agency to ensure that we are
effectively communicating our services, programs, projects, and initiatives to all the diverse
populations Metro serves in culturally-relevant ways.

BACKGROUND

According to the 2022 Metro Customer Experience survey, Metro riders are ethnically diverse: 58%
are Latino or Hispanic, 14% are Black/African American 12% are White/Caucasian and 8% are
Asian/Pacific Islander.

Metro’s Customer Experience (CX) Department includes Marketing, Public Relations, Community
Relations, Arts and Community Enrichment, Customer Care, and Customer Experience Strategy &
Insights. Over the last year, the team began evaluating ways to improve our communications,
outreach, and marketing with diverse customers, and last month, we started a cross-functional
Latino/Hispanic team that is generating ideas and making recommendations about ways to improve
our approaches to reaching those audiences. As the Customer Experience department continues its
work to put customers at the center, it’s imperative that we improve our ability to communicate with
diverse audiences in a variety of languages and in ways that are culturally relevant.

DISCUSSION

As Metro works to grow ridership, Metro must proactively reach out to LA’s communities in an
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authentic way, taking into consideration the nuances of each segment’s heritage, profile, and life
experiences. To help more quickly inform and develop Metro’s strategy to better reach our diverse
audiences, the Metro Customer Experience department will partner with a multicultural marketing
agency.

Staff recommends awarding this contract to Acento Advertising, Inc. (Acento), a full-service
marketing communications firm specializing in multicultural marketing. The agency will assist
Metro’s efforts to increase brand awareness and favorability for Metro with the goals of growing and
retaining customers across Metro’s portfolio of mobility options, generating awareness and
excitement for Metro’s transportation vision and projects, engaging existing Metro customers in
shaping the future of Metro’s network and service and growing our workforce by exposing career
and contracting opportunities to diverse audiences. The firm will support Metro’s Customer
Experience (CX) department and work directly with existing skill areas, including:

· Marketing and communications strategy

· Marketing research and insights

· Media planning and buying

· UX/UI and digital product development

· Public relations

· Messaging and copywriting

· Creative and graphic design

· Event production, event support, and experiential activations

· Partnership outreach and activation

· Influencer engagement

Metro needs a skilled agency at creating genuine relationships with the diverse communities Metro
serves and recognizes the nuances of marketing and communications for which Metro is responsible,
including legal requirements, cultural competency, and transcreation of existing creative work. This
contract will also help in reaching underdeveloped specialty markets, such as low-income and hard-
to-reach targets.

The contractor will trans create assets into languages, as prioritized in audience exploration.
Depending on the campaign, this could include Spanish, Chinese, Korean, Armenian, Japanese,
Russian, Khmer and Vietnamese.

These and all other services in the scope will be performed on an “as-needed” basis.

DETERMINATION OF SAFETY IMPACT

The consultant may be required to conduct tasks on Metro property where customers and operations
may be active. All safety requirements will be met with requisite training and clearance as established
by Metro Safety and Operations protocols.

Metro Printed on 10/30/2023Page 2 of 5

powered by Legistar™

http://www.legistar.com/


File #: 2023-0576, File Type: Contract Agenda Number: 26.

FINANCIAL IMPACT

The FY24 Budget includes $1,100,000 in cost center 7140, Marketing, under projects: 300022 - Rail
Operations - A Line; 300033 - Rail Operations - C Line; 300044 - Rail Operations - B Line; 300066 -
Rail Operations - E Line; and 306005 - Public Affairs to support this contract.

Since this is a multi-year contract, the cost center manager and the Chief Customer Experience
Officer will be accountable for budgeting the cost in future years, including any option exercised.

Impact to Budget
The funding sources for this action include Enterprise Funds, sales tax revenues, and federal and

state grants eligible for bus and rail operating expenses.

EQUITY PLATFORM

The Multicultural Marketing Agency contract award advances Metro’s commitment to equity and
inclusion by ensuring marketing and communications activities provide targeted approaches to
engage all customers and stakeholders, with a specific focus on reaching communities of color
and underserved populations across the various disciplines: strategic marketing and
communications, messaging, creative design, content development, partnerships, and public
relations. Community-Based Organization (CBO) engagement in strategic marketing plans under
this contract will be requested on a plan-by-plan basis. Understanding how our marginalized or
vulnerable groups navigate the city and our system will help us define how to communicate with
them, thus improving equitable outcomes and enhancing the customer experience.

The selected firm is committed to advancing diversity, equity, and inclusion. Their unique cross-
cultural, multidisciplinary approach to developing insight-driven strategies demonstrates their
commitment to reaching women, low-income individuals, people of color, and other marginalized
populations. The firm utilizes its proprietary tools to engage diverse and multicultural communities:
the Acento Culture Lab and the NAYA toolkit. The lab serves as an exploration and testing space
that drives understanding of societal trends, current culture, and diverse groups' experience and
expression of those things. This deepens the understanding of shared and divergent experiences
and their impact on consumer decision-making. The toolkit includes proprietary consumer research,
syndicated consumer data, social listening, channel usage/impact, and related tools - all are
processed through their proprietary cross-cultural model.

To ensure maximum opportunity for participation in this contract, this solicitation was advertised
through periodicals of general circulation, posted on Metro’s Vendor Portal, and an e-mail notice to
DBE firms with applicable NAICS codes. A 20% Disadvantaged Business Enterprise (DBE) goal was
established for the solicitation. Acento Advertising, Inc. exceeded the goal with a 27.21% DBE
commitment. The Proposal Evaluation Team was diverse and comprised of different department
personnel with various backgrounds to comprehensively evaluate proposers and determine the most
qualified firm.
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IMPLEMENTATION OF STRATEGIC PLAN GOALS

The recommended actions support the following goals:

Goal 1: Provide high-quality mobility options that enable people to spend less time
traveling.

Goal 2: Deliver outstanding trip experiences for all users of the transportation system.

Goal 3: Enhance communities and lives through mobility and access to opportunity.

Goal 5: Provide responsive, accountable, and trustworthy governance within the
Metro organization.

A new Multicultural Marketing Agency contract will allow the agency to effectively reach and
communicate to diverse ethnic audiences authentically, meaningfully and responsively on all the
agency’s projects, programs and initiatives.

ALTERNATIVES CONSIDERED

1. Utilize existing Marketing and/or Customer Experience staff to provide the required support
services. If this alternative were exercised, Metro would need to hire dozens of additional staff
with expertise in multicultural marketing to perform the desired work. Based on the magnitude
of projects, programs and initiatives that require ethnic audience-specific marketing and
communications campaigns, it is unlikely the agency can support this effort in-house.

2. Direct CX departments to procure services for their own needs. This option burdens the CX
and Vendor/Contract Management departments, requiring them to expend significant and
costly resources to develop and respond to multiple procurement processes each year. It also
is counter to Metro’s External Communications Policy, which is designed to consolidate,
optimize, and strategically coordinate marketing and communications services across the
agency.

NEXT STEPS

Upon Board approval, staff will execute Contract No. PS93705000 with Acento Advertising, Inc. for
Multicultural Marketing Agency services effective November 1, 2023. Once the contract is executed,
staff will onboard the new agency to commence work.

ATTACHMENTS

Attachment A - Procurement Summary
Attachment B - DEOD Summary

Prepared by: Bernadette Mindiola, DEO, Marketing, (213) 922-5646
Debra Avila, Deputy Chief Vendor/Contract Management Officer,        (213) 418-3051
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Monica Bouldin, Deputy Chief, CX Office, 213-922-4081

Reviewed by:

Jennifer Vides, Chief Customer Experience Office, 213-922-4060
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PROCUREMENT SUMMARY 
MULTICULTURAL MARKETING AGENCY/PS93705000 

 
1. Contract Numbers:  PS93705000 
2. Recommended Vendors: Acento Advertising, Inc. 
3. Type of Procurement : (check one) :  RFP    IFB   IFB–A&E   

 Non-Competitive    Modification   Task Order 
4. Procurement Dates: 
 A. Issued: February 27, 2023 
 B. Advertised/Publicized: February 27, 2023 
 C. Pre-Proposal Conference: March 13, 2023 
 D. Proposals Due:  April 10, 2023 
 E. Pre-Qualification Completed: September 20, 2023 
 F. Ethics Declaration Forms submitted to Ethics:  May 18, 2023 
 G. Protest Period End Date:  October 23, 2023 

5. Solicitations Picked 
up/Downloaded:  42 

Proposals Received:  
7 

 
6. Contract Administrator:   

Antwaun Boykin  
Telephone Number:   
(213) 922 -1056 

7. Project Manager:  
Bernadette Mindiola 

Telephone Number:   
(213) 922 - 5646 

 

A.  Procurement Background  

This Board Action is to approve Contract No. PS93705000 issued in support of a 
Multicultural Marketing Agency to increase brand awareness and favorability for Metro with 
the goals of growing and retaining customers, generating awareness and excitement for 
Metro’s transportation vision and projects, engaging existing Metro customers, and growing 
our workforce by exposing career and contracting opportunities to diverse audiences. Board 
approval of contract awards are subject to resolution of any properly submitted protest(s).  

 

The Request for Proposals (RFP) was issued in accordance with Metro’s Acquisition Policy 
and the contract type is firm fixed unit rate. The RFP was issued with a Disadvantaged 
Business Enterprise (DBE) goal of 20%.  

 

One amendment was issued during the solicitation phase of this RFP: 

 Amendment No. 1, issued on March 29, 2023, extended the proposal due date. 

 

A total of 42 firms downloaded the RFP and were included in the planholders list. A virtual 
pre-proposal conference was held on March 13, 2023, that was attended by 13 participants 
representing 8 firms.  There were 85 questions asked and responses were released prior to 
the proposal due date.  

 

Seven (7) proposals were received by the due date of April 10, 2023, from the following 
firms listed below in alphabetical order: 

ATTACHMENT A 
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1. Acento Advertising, Inc. 

2. Axis Agency 

3. Del Richardson & Associates 

4. Lee Andrews Group, Inc. 

5. ORCI and Associates 

6. Sensis Agency 

7. The Salon 

 

B. Evaluation of Proposals 

A Proposal Evaluation Team (PET) consisting of staff from the Metro Customer Experience 
and Transit Security Departments was convened and conducted a comprehensive 
technical evaluation of the proposals received.  

 

Proposals were evaluated based on the following evaluation criteria stated in the RFP:  

 Teaming Effort and Key Personnel Experience and Capabilities                                
on the Contracting Team      25 Percent 

 Experience in Transportation, LA County and Working with                              
Diverse Communities       30 Percent 

 Understanding of Work Scope and Approach for                                  
Implementation        30 Percent 

 Cost         15 Percent 

 

Several factors were considered when developing these weights, giving the greatest 
importance to Experience in Transportation, LA County and Working with Diverse 
Communities, and Understanding of Work Scope and Approach for Implementation. 

 

During the period of May 23, 2023, to August 2, 2023, the PET independently evaluated 
and scored the technical proposals. The PET finalized and submitted their technical scores 
based on the written proposal. On August 2, 2023, the PET completed its evaluation of the 
proposals and determined Acento Advertising, Inc. was the highest-ranked firm to perform 
the required services.  

 
Qualifications Summary of Firms: 
 
Acento Advertising, Inc. 
 

Acento Advertising, Inc. is located in Los Angeles and has been in business for 40 years.  
Acento Advertising, Inc. demonstrated relevant experience and expertise in providing 
multicultural marketing services. Acento Advertising, Inc.’s proposal displayed knowledge 
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of multicultural marketing and a passion for social impact. Their proposal included a well-
thought-out detailed plan for providing the services. 

 

The Axis Agency 
 
The Axis Agency (Axis) is a full-service multicultural marketing agency operating out of 
West Hollywood. Axis has helped organizations and brands of all sizes and categories with 
customer engagement. Axis has performed marketing services for Metrolink, USC and 
General Motors.  

Del Richardson & Associates 
 
Del Richardson & Associates is headquartered in Inglewood and has 30 years of 
experience. Del Richardson & Associates is a certified Disadvantaged Business Enterprise 
(DBE) and has provided consulting services for Los Angeles County, Hollywood Park, and 
Toyota.  
 
Lee Andrews Group, Inc. 
 
Lee Andrews Group is a Los Angeles-based communications firm with over 20 years of 
experience. Lee Andrews Group has experience managing multiple community outreach 
projects and providing support and guidance to local government agencies and private 
entities. Lee Andrews Group has provided community and public outreach for Alameda 
Corridor-East Construction Authority and the City of Bakersfield. 
 
ORCI and Associates 
 
Operating out of Los Angeles, ORCI and Associates has over 35 years of experience 
providing multicultural marketing support throughout the County of Los Angeles.  The firm 
has provided services for Honda, Chevron, and Dole. 
 
Sensis Agency 
 
Sensis, Inc. is a Los Angeles-based certified Disadvantaged Business Enterprise (DBE) 
marketing agency with more than 21 years of experience. Sensis has experience providing 
advertising, digital communications, and multicultural marketing services, across a variety 
of industries. Sensis has provided similar services for clients including Metrolink, Foothill 
Transit and Auto Club Speedway. 
 
The Salon 
 
Founded in 2020, The Salon is a full service, fully integrated advertising and marketing 
communications agency operating out of Los Angeles. The Salon provides diverse 
strategies for multicultural marketing and advertising campaigns. The Salon has partnered 
with Kaiser Permanente, Unilever, and Forever 21. 
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The following is a summary of the PET scores: 

 

1 Firm 
Average 

Score 
Factor 
Weight 

Weighted 
Average 

Score Rank 

2 Acento Advertising, Inc.         

3 

Teaming Effort and Key Personnel 
Experience and Capabilities on the 
Contracting Team 88.40 25.00% 22.10   

4 

Experience in Transportation, LA 
County and Working with Diverse 
Communities 81.66 30.00% 24.50   

5 
Understanding of Work Scope and 
Approach for Implementation 88.00 30.00% 26.40   

6 Cost 76.66 15.00% 11.50  

7 Total  100.00% 84.50 1 

8 Sensis Agency     

9 

Teaming Effort and Key Personnel 
Experience and Capabilities on 
the Contracting Team 80.10 25.00% 20.03  

10 

Experience in Transportation, LA 
County and Working with Diverse 
Communities 81.66 30.00% 24.50   

11 
Understanding of Work Scope and 
Approach for Implementation 74.50 30.00% 22.35   

12 Cost 100.00 15.00% 15.00   

13 Total  100.00% 81.88 2  

14 The Axis Agency     

15 

Teaming Effort and Key Personnel 
Experience and Capabilities on the 
Contracting Team 84.60 25.00% 21.15  

16 

Experience in Transportation, LA 
County and Working with Diverse 
Communities 82.50 30.00% 24.75  

17 
Understanding of Work Scope and 
Approach for Implementation 82.00 30.00% 24.60   

18 Cost 72.00 15.00% 10.80   

19 Total  100.00% 81.30 3  

20 Lee Andrews Group, Inc.     

21 

Teaming Effort and Key Personnel 
Experience and Capabilities on 
the Contracting Team 70.00 25.00% 17.50  
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22 

Experience in Transportation, LA 
County and Working with Diverse 
Communities 70.00 30.00% 21.00  

23 
Understanding of Work Scope and 
Approach for Implementation 70.50 30.00% 21.15   

24 Cost 73.33 15.00% 11.00   

25 Total  100.00% 70.65 4  

26 ORCI and Associates     

27 

Teaming Effort and Key Personnel 
Experience and Capabilities on 
the Contracting Team 73.80 25.00% 18.45   

28 

Experience in Transportation, LA 
County and Working with Diverse 
Communities 66.25 30.00% 19.88   

29 
Understanding of Work Scope and 
Approach for Implementation 73.50 30.00% 22.05   

30 Cost 64.00 15.00% 9.60  

31 Total  100.00% 69.98 5 

32 Del Richardson & Associates     

33 

Teaming Effort and Key Personnel 
Experience and Capabilities on 
the Contracting Team 73.00 25.00% 18.25   

34 

Experience in Transportation, LA 
County and Working with Diverse 
Communities 72.50 30.00% 21.75   

35 
Understanding of Work Scope and 
Approach for Implementation 69.00 30.00% 20.70   

36 Cost 55.33 15.00% 8.30  

37 Total  100.00% 69.00 6 

38 The Salon     

39 

Teaming Effort and Key Personnel 
Experience and Capabilities on 
the Contracting Team 68.40 25.00% 17.10   

40 

Experience in Transportation, LA 
County and Working with Diverse 
Communities 57.50 30.00% 17.25   

41 
Understanding of Work Scope and 
Approach for Implementation 59.50 30.00% 17.85   

42 Cost 83.33 15.00% 12.50  

43 Total  100.00% 64.70 7 
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C.  Price Analysis  
 

The recommended price of $8,799,840 has been determined to be fair and reasonable 
based upon price analysis, historical rates, and technical analysis. Staff successfully 
negotiated a cost savings of $274,998. 
 

Proposer Name Proposal Amount Metro ICE 
Recommended 

Amount 
Acento Advertising, Inc. $9,074,838 $3,349,960 $8,799,840 
Sensis Agency $6,960,970   
The Axis Agency $9,663,713   
Lee Andrews Group, Inc. $9,469,614   
ORCI and Associates $10,813,554   
Del Richardson & 
Associates $12,559,124   
The Salon $8,325,000   

 
The variance between the independent cost estimate (ICE) and the recommended amount 
is attributed to the ICE using lower labor rates, which were not fully burdened and did not 
include escalation for the option term. 
 

D. Background on Recommended Contractor 
 

Acento Advertising, Inc. 
 
The recommended firm, Acento Advertising, Inc., is a full-spectrum marketing and 
multicultural agency based in Los Angeles. Acento Advertising, Inc. has served agencies 
and organizations such as American Lung Association, City of Hope and Wells Fargo 
among many others.  
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DEOD SUMMARY 
 

MULTICULTURAL MARKETING AGENCY SUPPORT SERVICES / PS93705000 
 

A. Small Business Participation  
 

The Diversity and Economic Opportunity Department (DEOD) established a 20% 
Disadvantaged Business Enterprise (DBE) goal for this solicitation.  Acento 
Advertising, Inc. exceeded the goal by making a 27.21% DBE commitment.  

 
Small Business 
Goal 

20% DBE Small Business 
Commitment 

27.21% DBE 

 
 DBE Subcontractors Ethnicity % Committed 
1. The Glue, LLC Hispanic American 16.42% 
2. VPE Public Relations Hispanic American 10.79% 

Total Commitment 27.21% 
 
 
B. Local Small Business Enterprise (LSBE) Preference 

 
LSBE preference is not applicable to federally funded procurements. Federal law (49 
CFR § 661.21) prohibits the use of local procurement preferences on FTA-funded 
projects. 
 

C. Living Wage and Service Contract Worker Retention Policy Applicability 
 

The Living Wage and Service Contract Worker Retention Policy is not applicable to 
this contract. 

 
D. Prevailing Wage Applicability 

 
Prevailing wage is not applicable to this contract. 
 

E. Project Labor Agreement/Construction Careers Policy 
 
Project Labor Agreement/Construction Careers Policy is not applicable to this 
Contract. Project Labor Agreement/Construction Careers Policy is applicable only to 
construction contracts that have a construction contract value in excess of $2.5 
million.   
 

 

ATTACHMENT B 



Multicultural Marketing Agency Contract



Approve Recommendation

 AUTHORIZE the Chief Executive Officer to award and execute a four-year, firm 
fixed unit rate Contract No. PS93705000 to Acento Advertising, Inc. for 
Multicultural Marketing Agency Support Services, for a not-to-exceed amount 
(NTE) of $4,295,160 for the two-year base term and $4,504,680 for the two-
year option term, for a total combined NTE amount of $8,799,840, effective 
November 1, 2023, subject to the resolution of any properly submitted 
protest(s).



Background

 According to the 2022 Metro Customer 
Experience survey, Metro riders are ethnically 
diverse: 58% are Latino or Hispanic, 14% are 
Black/African American 12% are 
White/Caucasian and 8% are Asian/Pacific 
Islander. 

 As the Customer Experience department 
continues its work to put customers at the center, 
it’s imperative that we improve our ability to 
communicate with diverse audiences in a variety 
of languages, and in ways that are culturally 
relevant. 

 Metro must proactively reach out to LA’s 
communities in an authentic way, taking into 
consideration the nuances of each segment’s 
heritage, profile and life experiences. 



Action Meets Agency Goals

 Deliver desirable transportation services 
for LA’s key journeys
o Refresh brand and update brand strategy 

and communications approach

To help develop content and messaging that will 
resonate with our diverse audiences in culturally 
relevant ways, it is vital for Metro to partner with a 
multicultural marketing agency with expertise in 
understanding how current or potential customers 
relate to Metro as a brand, as well as 
understanding where communities overlap and 
influence each other.



Recommended Firm

 Staff recommends awarding this contract to Acento 
Advertising, Inc. (Acento), a full-service marketing 
communications firm specializing in multicultural marketing. 
Acento has a track record of developing and executing 
creative brand campaigns that deliver on their clients' 
business goals. 

 Acento is skilled at creating genuine relationships with the 
diverse communities Metro serves, and is also experienced 
in reaching underdeveloped specialty markets, such as 
low-income and hard-to-reach targets. With their long-
standing, minority-owned subcontractors, APartnership, 
The Glue and VPE Communications, and their collective 
experiences in working with diverse media targets, Acento 
can increase the effectiveness of a broader mix of vehicles 
to reach our culturally diverse audiences. 

 Acento exceeded the goal with a 27.21% DBE 
commitment. 
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 EXECUTIVE MANAGEMENT COMMITTEE
OCTOBER 19, 2023

SUBJECT: COMMUNITY ADVISORY COUNCIL (CAC) QUARTERLY UPDATE
ACTION: RECEIVE AND FILE

RECOMMENDATION

RECEIVE AND FILE quarterly status report on the Community Advisory Council (CAC).
ISSUE

This receive and file report is the Board-directed quarterly update on Community Advisory Council
(CAC) activities from July 21 through September 26, 2023.

BACKGROUND

Per state statute, Metro is required to appoint a citizens’ advisory committee, whose membership
“shall reflect a broad spectrum of interests and all geographic areas of the county.” The CAC prefers
to be referred to as the Community Advisory Council as it better reflects their constituency.

Per the bylaws adopted by the CAC, the group is to consult, obtain, and collect public input on
matters of interest and concern to the community and will communicate the CAC’s recommendations
concerning such issues to Metro. Issues may also be assigned to the CAC by Metro for its review,
comment, and recommendation.

The CAC meets in General Assembly monthly on the Wednesday evening before the Metro Board of
Directors Meeting.  The CAC’s elected officers meet as an Executive Committee on the first Friday of
each month to lead the overall coordination, administration, and future planning for the Council.  The
Council and its subcommittees are subject to Brown Act policies and regulations.

The CAC is currently comprised of a total of 23 active/voting Members.  CAC Members are directly
appointed by the Metro Board of Directors and serve at the pleasure of their appointing Director.

DISCUSSION

Since the July 2023 update to the Board, the CAC General Assembly convened two times to discuss
matters related to Metro business directly with key agency staff working on critical programs,
projects, operations, and agency initiatives.  The Executive Committee convened once to lead the
overall coordination, future planning/visioning, and overall administration of the Council.
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See “Attachment A” for a listing of CAC Members’ inputs on requested Metro topics from this
reporting period.

During this reporting period, CAC Members attended the State of the Agency event, and member
Elena Garza joined the CAC as a new appointee of Director Sandoval. Additionally, members
Marianne Davis, Marco Santana, and John Seifert joined the CAC as the newest appointees of
Director Horvath. Also, a new CAC Chair is anticipated to be elected at the September General
Assembly Meeting following the departure of former Chair Fung from the CAC.

EQUITY PLATFORM

CAC Members represent diverse ethnic and socio-economic backgrounds, viewpoints, perspectives,
and priorities. Collectively, the Members highlight the demographics and realities facing our Metro
riders and customers from across the County. Over recent years, the CAC has increasingly become
more diverse in terms of race/ethnicity and gender and is comprised of several Members that utilize
Metro services, (such as Access Services, local municipal operators’ services), and/or regularly ride
our transit system. Additionally, some of the CAC Members are differently abled. Increasing greater
equity of representation further. At present, there are eight women out of 23 total Members serving on
the CAC, with the most recent two women appointed during this reporting period.

NEXT STEPS

Metro staff will continue to support the CAC and keep the Metro Board apprised of their activities, as
desired by the Metro Board]

ATTACHMENTS

Attachment A - CAC Inputs on Agency Presentations

Prepared by:

Danielle Valentino, Manager, Community Relations, (213) 922-1249

Yvette Rapose, Deputy Chief, Customer Experience, (213) 418-3154

Reviewed by:
Jennifer Vides, Chief Customer Experience Office, (213) 922-4060
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Attachment A 
 
Below is a robust listing of CAC Members’ inputs on their requested Metro topics from 
this CAC reporting period, July 21 through September 26, 2023: 
 
 July: 

o Received an update and provided inputs on the proposed “In-House 
Community Safety Department Feasibility Study:” and information about the 
Transit Watch App and bus operator safety: 

 Highlights of Inputs Received:  
 Expressed interest in: 

o The differences in job duties entailed with each public 
safety / Customer Experience role utilized and deployed 
on the Metro system and stations. 

o How the agency will attract adequate numbers of 
qualified staff to create a potential in-house community 
safety department.  

o The financial analysis of costs of police officers as 
compared to in-house transit security. 

o Understanding and addressing any perceived or real 
weaknesses with establishing a potential in-house POST 
certification and maintenance program. 

o Learning how a potential future fare-free transit system 
model would get handled under an in-house community 
safety department. 

o Receiving current and timely data to know which lines 
and stations have the highest incidences of assaults. 

o Ensuring working operation of all fare boxes and all 
emergency call boxes (call boxes are particularly critical 
for transit riders without their own phones). 

 Suggestions:  
o Spend more dollars on Transit Ambassadors and towards 

in-house transit safety and potentially less on large law 
enforcement contracts. 

o Link CCTV cameras to arrival time prediction display 
screens at BRT and rail stations to further make 
customers aware of their surroundings. 

o Use uniformed and plain-clothed police throughout the 
system and have them regularly perambulate from one 
end of the train set to the other. 

o Deploy Transit Ambassadors uniformly throughout the 
system.  

o Use high entrance and exit turnstiles to discourage fare 
evasion. 

 Concerns Expressed: 
o Traditional large and expensive law enforcement 



contracts may not deliver effective and rapid response 
times. 

o Potential mission creep with a proposed in-house transit 
security compared to what can/should get outsourced. 

o Fare evasion-related ticketing and arrests targeting more 
black people and minorities. 

 
 August: 

o Received updates on Metro Youth Council.  
 Expressed interest in: 

o Metro staff’s application and selection process for Youth 
Council Members. 

o How Metro advertises the opportunity. 
o If the Youth Council’s inputs are shared with the Metro 

Board and if they have provided inputs on the Traffic 
Reduction Study. 

 Suggestions: 
o Longer service terms for Youth Council Members and/or 

additional efforts to keep Members in contact with one 
another and with Metro beyond the 1 year of service. 

o Familiarize Youth Council Members with the CAC as a 
potential avenue to continue their leadership 
development and engagement with Metro. 

o Strengthen partnerships with universities; ensure Youth 
Council Members gain life-long skills for college and 
beyond their Council service. 

o Present an overview to the Youth Council of the many 
career paths at L.A. Metro. 

 
o Received updates on Metro’s efforts to improve the mobile customer 

experience for riders. 
 Expressed interest in:  

o Ease of access to reliable and accurate real-time data 
across all platforms to improve the Customer Experience. 

o Simplifying and streamlining the number of Metro-related 
Apps.  

o Greater promotion, advertising, and marketing of the 
Metro Swiftly App. It is a great resource for transit riders if 
more riders are made aware of it. 

o Understanding Metro’s unsolicited proposals initiatives 
aimed at capturing new ideas to improve the mobile 
customer experience.  

o Learning about the development of independent Apps, if 
they are Java or React Native, if they are the same or 
different; and if there is a place to integrate them so that 
they can be downloaded as one native application or 



mobile device.  
o Understanding which Metro-related Apps were first run 

through the Metro IT before implementation.  
o Exploring the potential commoditization of cell phone 

data for offsetting costs of a potential free transit system 
in the future and consideration of related privacy 
considerations. 

o Exploring the role of Artificial Intelligence in public transit. 
 Suggestions: 

o Make the Metro Swiftly live tracker on the agency website 
more prominent, more heavily marketed, and easier to 
identify on the Metro website.  Label it “Tracker” instead 
of the current placement under the “Arrivals” heading. 

o Provide more in-person customer service operators on 
the telephone lines for extended hours. 

o Provide more TOS staff so Metro Operators can get real-
time information for changes to bus schedules.  

 Concerns:  
o The TAP App and other Apps are not consistently 

functioning at optimal levels. 
o One Member misses the NextBus App. He appreciated 

this App for its simplicity, ease of use, and fewer Ads than 
other similar Apps. 

 
 September and October Meetings (anticipated): 

 Expressed interest in: 
o Information on how the agency prepares for emergencies 

such as natural disasters and potential terror threats.  
o How Metro prepares for mega-events such as concerts, 

sporting events, and other large-scale events that 
generate more crowds onto the system. 

o Latest updates on Metro’s efforts towards addressing 
people experiencing homelessness sheltering on the 
system. 

o Update on Traffic Reduction Study. 
o Update on Women and Girls Governing Council. 
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Community Advisory Council (CAC) Update



Membership Updates

• Since the July 20, 2023 update to the Metro Board Executive Management Committee, the 
CAC has:
o Gained four new CAC Appointees: Elena Garza (Director Sandoval 

appointee), Marianne Davis, Marco Santana, John Seifert (Director Horvath 
appointees).

o In October will vote to fill the Chair position following departure of  Chair Fung  from 
CAC in Sept. 2023.
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CAC Highlights & Activities: July Meeting
• Received an update and provided inputs on proposed in-house community safety department feasibility study and 

information about the Transit Watch App and bus operator safety:
❖ Suggestions & Expressed Interest In:

o Spend more dollars on Transit Ambassadors and towards in-house transit safety and potentially less 
on large law enforcement contracts; link CCTV cameras to arrival time prediction display screens at 
BRT and rail stations to further enable customers to be aware of their surroundings; use uniformed 
and plain-clothed police throughout the system; ensuring working operation of all fare boxes and all 
emergency call boxes; how to attract adequate numbers of qualified staff for creating a potential in-
house community safety department; understanding the differences in job duties entailed with each 
public safety / Customer Experience role utilized and deployed on the Metro system and stations.

❖ Concerns Expressed:
o Large and expensive law enforcement contracts may not be delivering effective and rapid 

response times; potential mission creep with proposed in-house transit security as compared to 
what can/should get outsourced; fare evasion-related ticketing and arrests targeting black people 
and minorities.
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CAC Highlights & Activities: August Meeting
o Received updates on Metro Youth Council.

❖ Suggestions:
o Familiarize Youth Council Members with the CAC as a potential avenue to continue their leadership 

development and engagement with Metro.
o Present an overview to Youth Council of the many career paths at L.A. Metro.

o Received updates on Metro’s efforts to improve the mobile customer experience for riders.
❖ Suggestions:

o Make the Metro Swiftly live tracker on agency website more prominent, more heavily marketed, easier to 
identify on Metro website.  Label it “Tracker” instead of current placement under “Arrivals” heading.

o Ensure ease of access to reliable and accurate real-time data across all platforms to improve the Customer 
Experience..

❖ Concerns:
o TAP App and other Apps are not consistently functioning at optimal levels.
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Up Next: 
September and October Meetings (anticipated).:
o How Metro prepares for emergencies such as natural disasters and potential terror 

threats.
o How Metro prepares for mega-events such as concerts and sporting events that 

generate more crowds onto the system.
o Updates on Metro’s efforts to address people experiencing homelessness sheltering on 

the system.
o Update on Traffic Reduction Study.
o Update on Women and Girls Governing Council.
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Next Steps

• CAC will continue to refine their Work Plan and priority topic areas under the 
leadership of a new Chair.

• CAC is eager to:
o Incorporate Metro Board and CEO’s priorities
o Add value and provide meaningful and timely advice to Metro
o Secure additional CAC Members via direct Metro Board Director appointments 

to ensure representation from all geographies of L.A. County.
• Metro staff will continue to:

o Support the CAC
o Keep the Board apprised of their activities, as desired by the Metro Board
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SUBJECT: MARKETING & COMMUNICATIONS QUARTERLY UPDATE

ACTION: RECEIVE ORAL REPORT

RECOMMENDATION

RECEIVE oral report on marketing and public relations activities to tell the Metro story, with a focus
on earned media, as well as social media and content partnerships.

EQUITY PLATFORM

Metro is proud to serve a diverse region with a commitment to inclusion on our system and providing
equitable mobility options.  The activities shared in the report focus on generating awareness and
favorability for Metro. Overall customer experience goals include growing and retaining diverse
customers across Metro’s portfolio of mobility options, generating awareness and excitement for
Metro’s transportation vision and projects, and engaging existing Metro customers in marginalized
and underserved communities in shaping the future of Metro’s network and service. With Metro’s
goal of providing more and better public transit and other transportation improvements, Metro’s CX
team recognizes the importance of including diverse riders in the process to plan and design these
future products and services, to create an attractive transportation option with a good customer
experience for all riders, regardless of background.

Prepared by:

Monica Bouldin, Deputy Chief, Customer Experience, (213) 431-4918
Maya Emsden, Executive Officer, Communications, Art Asset Management & Cultural
Programming, (213) 922-2720
Lan-Chi Lam, Director, Revenue Generation, Partnerships and Sponsorships, (213) 922-2349
Pamela Krebs, Interim Executive Officer, Communications, (213) 431-6931

Reviewed by:

Jennifer Vides, Chief Customer Experience Officer, (213) 922-4060
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PROACTIVE MEDIA OUTREACH ABOUT OUR MULTILAYERED  
APPROACH TO SAFETY AND SECURITY



PROACTIVE MEDIA OUTREACH ABOUT OUR MULTILAYERED APPROACH  
TO SAFETY AND SECURITY



REAL-TIME FACT CHECKS



Regional Connector Media Coverage



Results:
• Stories: 629
• Impressions: 2B
• Ad Value: $23M+

Sentiment:
• 98.3% of sentiment positive or neutral

Regional Connector Media Coverage
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Customer Excitement on Social Media



New York Times Essence

Forbes.com

National Arts & Culture Media Coverage



Communicating Speed and Reliability Improvements

Media Coverage by the numbers:
• Editorial and Broadcast Mentions (Stories): 30
• Potential Reach (Media Impressions): 220M
• AVE (Ad Value): $2.03M
• Sentiment: 79.3% positive or neutral



Communicating About Special Service

Media Coverage by the numbers:
•Stories: 362
•Print, Online & Broadcast Impressions: 864  
Million
•Print, Online & Broadcast Ad Value: $8.06 Million
•Sentiment:  99% of sentiment positive or neutral



Social Media Partnerships


