
   
 

 

 
 

SANTA CRUZ METROPOLITAN TRANSIT DISTRICT (METRO) 
BOARD OF DIRECTORS AGENDA 

REGULAR MEETING 
DECEMBER 15, 2023 – 9:00 AM 

HYBRID MEETING 
Members of the public may attend in-person or participate remotely via Zoom. 

METRO Admin Office 
110 Vernon Street 

Santa Cruz, CA 

Zoom Link 
Dial In:  1-669-900-6833 

Meeting ID:  823 2842 5369 
 

The Board of Directors meeting agenda packet can be found online at 
www.SCMTD.com and is available for inspection at Santa Cruz METRO’s 
Administrative Office at 110 Vernon Street, Santa Cruz, CA. 
Public comment may be submitted via email to boardinquiries@scmtd.com.  Please 
indicate in your email the agenda item to which your comment applies.  Comments 
submitted before the meeting will be provided to the Directors before or during the 
meeting.  Comments submitted after the meeting is called to order will be included in the 
Board’s correspondence that is posted online at the Board meeting packet link.  Oral 
public comments will also be accepted during the meeting through Zoom.  Each public 
comment is limited to three minutes or less.  Board and Committee Chairs have the 
discretion to manage the public comment process in a manner that achieves the purpose 
of public communication and assures the orderly conduct of the meeting. 
The Board may take action on each item on the agenda.  The action may consist of the 
recommended action, a related action or no action.  Staff recommendations are subject 
to action and/or change by the Board of Directors.  

BOARD ROSTER 
Director Kristen Brown   City of Capitola  
Director Rebecca Downing  County of Santa Cruz 
Director Jimmy Dutra    City of Watsonville  
Director Shebreh Kalantari-Johnson    City of Santa Cruz  
Director Manu Koenig     County of Santa Cruz  
Director Donna Lind  City of Scotts Valley   
Director Bruce McPherson  County of Santa Cruz  
Director Scott Newsome  City of Santa Cruz 
Director Larry Pageler  County of Santa Cruz  
Director Vanessa Quiroz-Carter  City of Watsonville  
Director Mike Rotkin  County of Santa Cruz 
Ex-Officio Director Dan Henderson  UC Santa Cruz  
Ex-Officio Director Alta Northcutt  Cabrillo College 
Michael Tree  METRO CEO/General Manager 
Julie Sherman  METRO General Counsel 

https://urldefense.proofpoint.com/v2/url?u=https-3A__us02web.zoom.us_j_82328425369&d=DwMFaQ&c=vCDrleHcoEhrUDSjAVu-qeAta6Mf9f1T3klza659IBc&r=EU-SZamfNoo8IuW4dnebHByp9rMcdiIwNkEDSCpMKa8&m=PIERevnY6isPyyrQpMxs6LGstGjSZ3z_EU0DZA3v3YZYDME5uZxjFGPnBziUi_Su&s=TXCs4SRa_u1TeVjYiBSJeB9SPuktaMEGPXKpvkvEVrk&e=
http://www.scmtd.com/
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SECTION I: OPEN SESSION 
NOTE: THE BOARD CHAIR MAY TAKE ITEMS OUT OF ORDER 

1 CALL TO ORDER 

2 ROLL CALL 
In accordance with Assembly Bill 2449, Board members may participate remotely 
due to “just cause” or “emergency” circumstances.  If applicable, following an 
announcement, the Board will take action on approving Board members’ 
emergency teleconference participation. 

3 ANNOUNCEMENTS 
3.1 Today’s meeting is being broadcast by Community Television of Santa Cruz 

County. 
3.2 Language Line Services is providing Spanish interpretation services, which 

will be available during “Oral Communications” and for any other agenda 
item for which these services are needed. 

4 BOARD OF DIRECTORS COMMENTS 

5 ORAL AND WRITTEN COMMUNICATIONS TO THE BOARD OF DIRECTORS 
This time is set aside for Directors and members of the general public to address 
any item not on the agenda which is within the subject matter jurisdiction of the 
Board.  No action or discussion shall be taken on any item presented except that 
any Director may respond to statements made or questions asked or may ask 
questions for clarification.  All matters of an administrative nature will be referred 
to staff.  Each public comment is limited to three minutes or less.  Board and 
Committee Chairs have the discretion to manage the public comment process in 
a manner that achieves the purpose of public communication and assures the 
orderly conduct of the meeting.  When addressing the Board, the individual may, 
but is not required to, provide his/her name and address in an audible tone for the 
record. 
5.1  Email from Ben Vernazza dated 10/31/23
5.2  Email from Micheal Saint dated 10/31/23 
5.3  Email from Brian Peoples dated 11/18/23 
5.4  Email from Brian Peoples dated 12/1/23 

6 LABOR ORGANIZATION COMMUNICATIONS 

7 ADDITIONAL DOCUMENTATION TO SUPPORT EXISTING AGENDA ITEMS 

CONSENT AGENDA 

All items appearing on the Consent Agenda are recommended actions which are 
considered to be routine and will be acted upon as one motion. All items removed will be 
considered later in the agenda. The Board Chair will allow public input prior to the 
approval of the Consent Agenda items. 
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8.1 ACCEPT AND FILE: PRELIMINARY APPROVED CHECK JOURNAL DETAIL 
FOR THE MONTHS OF OCTOBER & NOVEMBER 2023 
Chuck Farmer, Chief Financial Officer  

8.2 ACCEPT AND FILE MINUTES OF: 
A.  OCTOBER 27, 2023 BOARD OF DIRECTORS REGULAR MEETING
B.  DECEMBER 8, 2023 PERSONNEL/HUMAN RESOURCES STANDING

COMMITTEE
Michael Tree, CEO/General Manager 

8.3 ACCEPT AND FILE:  THE YEAR TO DATE MONTHLY FINANCIAL REPORT 
AS OF NOVEMBER 30, 2023  
Chuck Farmer, Chief Financial Officer  

8.4 ACCEPT AND FILE:  THE METRO PARACRUZ OPERATIONS STATUS 
REPORT FOR JULY, AUGUST, AND SEPTEMBER 2023 
Daniel Zaragoza, Operations Manager, Paratransit Division 

8.5 ACCEPT AND FILE:  THE METRO SYSTEM RIDERSHIP REPORTS FOR THE 
FIRST QUARTER OF FY24 
John Urgo, Planning and Development Director 

8.6 APPROVE:  CONSIDERATION OF A RESOLUTION TO ESTABLISH THE 2024 
BOARD OF DIRECTORS’ MEETING SCHEDULE 
Michael Tree, CEO/General Manager 

8.7 APPROVE:  CONSIDER A RESOLUTION DESIGNATING THE CEO/GENERAL 
MANAGER AS THE AUTHORIZED AGENT TO EXECUTE ALL REQUIRED 
DOCUMENTS TO CLAIM FUNDS AWARDED THROUGH THE FY23-24 
CALTRANS CLEAN CALIFORNIA TRANSIT PROGRAM 
John Urgo, Planning and Development Director  

8.8 ACCEPT AND FILE:  THE YEAR-TO-DATE KEY PERFORMANCE INDICA- 
TORS (KPI) REPORT FOR QUARTER ONE AS OF SEPTEMBER 30, 2023 
Chuck Farmer, Chief Financial Officer  

8.9 APPROVE:  CONSIDER A RESOLUTION DESIGNATING THE CEO/GENERAL 
MANAGER AS THE AUTHORIZED AGENT TO EXECUTE ALL REQUIRED 
DOCUMENTS TO CLAIM FUNDS AWARDED THROUGH THE REGIONAL 
EARLY ACTION PLANNING GRANTS OF 2021 (REAP 2.0) REGIONAL 
COMPETITIVE GRANT PROGRAM 
John Urgo, Planning and Development Director  

8.10 APPROVE:  REQUEST FOR AUTHORIZATION OF TWO (2) MARKETING 
SPECIALISTS IN THE MARKETING DEPARTMENT 
Dawn Crummié, Human Resources Director 
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8.11 APPROVE:  RESOLUTION DECLARING CERTAIN PROPERTY EXEMPT 
SURPLUS LAND UNDER THE SURPLUS LAND ACT 
Chuck Farmer, Chief Financial Officer, and Julie Sherman, Legal Counsel 

8.12 APPROVE:  AUTHORIZE THE CEO/GENERAL MANAGER TO INCREASE 
THE NUMBER OF AUTHORIZED BUS OPERATORS 
Chuck Farmer, Chief Financial Officer 

8.13 APPROVE:  AUTHORIZE THE CEO/GENERAL MANAGER TO INCREASE 
THE NUMBER OF PARACRUZ BUS OPERATORS 
Margo Ross, Chief Operations Officer 

REGULAR  AGENDA 

9 PRESENTATION OF EMPLOYEE LONGEVITY AWARDS:  (15 YEARS) 
NATHANAEL ABREGO, ANDREA EUSSE-GIL, ROBERT KRAUSE, AND 
RUBEN VALDEZ 
Board Chair Kalantari-Johnson 

10 RETIREE RESOLUTION OF APPRECIATION FOR:  MAURIZIO ITALIA 
Board Chair Kalantari-Johnson 

11 METRO ADVISORY COMMITTEE (MAC) SEMI-ANNUAL ORAL UPDATE 
Jessica de Wit, MAC Chair 

12 APPROVE REQUEST FOR AUTHORIZATION OF OPERATIONS DEPUTY 
DIRECTOR IN THE OPERATIONS DEPARTMENT 
Dawn Crummié, Human Resources Director 

13 APPROVE REQUEST FOR RECLASSIFICATION RESULTS FOR MARKETING 
AND COMMUNICATIONS DIRECTOR IN THE MARKETING DEPARTMENT 
Dawn Crummié, Human Resources Director 

14 APPROVE REQUEST FOR RECLASSIFICATION RESULTS FOR CUSTOMER 
EXPERIENCE MANAGER IN THE CUSTOMER SERVICE DEPARTMENT 
Dawn Crummié, Human Resources Director 

15 CEO ORAL REPORT 
Michael Tree, CEO/General Manager 

16 ANNOUNCEMENT OF NEXT MEETING:  FRIDAY, JANUARY 26, 2024, AT  
9:00 AM, METRO ADMIN OFFICE, 110 VERNON STREET, SANTA CRUZ, CA 
Board Chair Kalantari-Johnson  

17 ADJOURNMENT 
Board Chair Kalantari-Johnson 
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TITLE 6 - INTERPRETATION SERVICES/TÍTULO 6 - SERVICIOS DE TRADUCCIÓN 
Spanish language interpretation and Spanish language copies of the agenda packet 
are available on an as-needed basis. Please make advance arrangements with the 
Executive Assistant at 831-426-6080. Interpretación en español y traducciones en 
español del paquete de la agenda están disponibles sobre una base como-necesaria. 
Por favor, hacer arreglos por adelantado con Coordinador de Servicios Administrativos 
al numero 831-426-6080. 

ACCESSIBILITY FOR INDIVIDUALS WITH DISABILITIES 
This document has been created with accessibility in mind. With the exception of 
certain 3rd party and other attachments, it passes the Adobe Acrobat XI Accessibility 
Full Check. If you have any questions about the accessibility of this document, 
please email your inquiry to accessibility@scmtd.com. Upon request, Santa Cruz 
METRO will provide written agenda materials in appropriate alternative formats, or 
disability-related modification or accommodation, including auxiliary aids or services, to 
enable individuals with disabilities to participate in and provide comments at/related to 
public meetings. Please submit a request, including your name, phone number and/or 
email address, and a description of the modification, accommodation, auxiliary aid, 
service or alternative format requested at least two days before the meeting.  Requests 
should be emailed to boardinquiries@scmtd.com or submitted by phone to the Executive 
Assistant at 831-426-6080.  Requests made by mail (sent to the Executive Assistant, 
Santa Cruz METRO, 110 Vernon Street, Santa Cruz, CA 95060) must be received at 
least two days before the meeting. Requests will be granted whenever possible and 
resolved in favor of accessibility. 

PUBLIC COMMENT 
If you wish to address the Board, please follow the directions at the top of the agenda.  
If you have anything that you wish distributed to the Board and included for the official 
record, please include it in your email. Comments that require a response may be 
deferred for staff reply.    

Pursuant to Section 54954.2(a)(1) of the Government Code of the State of California, 
this agenda was posted at least 72 hours in advance of the scheduled meeting at a 
public place freely accessible to the public 24 hours a day.  The agenda packet and 
materials related to an item on this agenda submitted after distribution of the agenda 
packet are available for public inspection in the Santa Cruz METRO Administrative 
Office (110 Vernon Street, Santa Cruz) during normal business hours.  Such 
documents are also available on the Santa Cruz METRO website at www.scmtd.com 
subject to staff’s ability to post the document before the meeting. 

mailto:accessibility@scmtd.com
mailto:boardinquiries@scmtd.com
http://www.scmtd.com/
http://www.scmtd.com/
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This Message Is From an Untrusted Sender
You have not previously corresponded with this sender.
!!! Be cautious for phishing and do not click suspicious links from senders you do not know !!!

11-02-23 Meeting: SEGMENT 9 ULTIMATE TRAIL IS UNSAFE AND DANGEROUS

Ben Vernazza <ben@benvcpa.com>
Tue 10/31/2023 9:24 AM
To: info@sccrtc.org <info@sccrtc.org> 
Cc: 'Guy Preston' <gpreston@sccrtc.org>; manu.koenig@santacruzcounty.us <manu.koenig@santacruzcounty.us>; 
bruce.mcpherson@santacruzcounty.us <bruce.mcpherson@santacruzcounty.us>; 'Zach Friend' <BDS022@co.santa-cruz.ca.us>; 
Robertpquinn@gmail.com <Robertpquinn@gmail.com>; vanessa.quiroz@cityofwatsonville.org
<vanessa.quiroz@cityofwatsonville.org>; openup@cats.ucsc.edu <openup@cats.ucsc.edu>; 'Andy Schiffrin'
<Andy.Schiffrin@santacruzcounty.us>; Justin.cummings@santacruzcounty.us <Justin.cummings@santacruzcounty.us>; 'Shebreh
Kalantari-Johnson' <shebreh4santacruz@gmail.com>; thekristenbrown@gmail.com <thekristenbrown@gmail.com>; 
sbrown@cityofsantacruz.com <sbrown@cityofsantacruz.com>; eduardo.montesino@cityofwatsonville.org
<eduardo.montesino@cityofwatsonville.org>; Felipe.hernandez@santacruzcounty.us <Felipe.hernandez@santacruzcounty.us>; 
'City Council' <citycouncil@cityofsantacruz.com>; citycouncil@cityofwatsonville.org <citycouncil@cityofwatsonville.org>; 
citycouncil@ci.capitola.ca.us <citycouncil@ci.capitola.ca.us>; boardinquiries <boardinquiries@scmtd.com>; Michael Tree
<MTree@scmtd.com>; apedersen@ci.capitola.ca.us <apedersen@ci.capitola.ca.us> 

1 attachments (188 KB)
Capitola-SCCRTC Oct-Nov presentation.pdf;

Please Add to 11-02-23 agenda materials.    Also, I would like Sco� Edes or his representa�ve to comment on
CalTrans Class I regula�ons on bike trails between walls, fences etc when he speaks on item 22. My quota�ons of
Cal Trans regula�ons are on the last page of my presenta�on and also below:

* Caltrans Highway Design Manual, Chapter 800: Bicycle Facilities, Section 801.1: Definitions (Page 801-1): "Class
I bikeway: A bicycle facility that is physically separated from both motor vehicle traffic and pedestrians by an open
space or a barrier.

** Caltrans Highway Design Manual, Chapter 800: Bicycle Facilities, Section 802.2.1: Cross Sections (Page 802-
2): "Class I bikeways shall have a minimum paved width of 8 feet. Where bicycles and pedestrians share the same
facility, the minimum paved width shall be 10 feet. Shoulders on either side of a Class I bikeway shall be a
minimum of 2 feet wide (3 feet wide where feasible) within fixed objects (i.e., fences, posts, walls, etc.)."

Respec�vely submi�ed by - - - -
J. Ben Vernazza CPA/PFS TEP emeritus
Aptos CA – Ben@BenVCPA.com
Resiident since 1967

COMMUNICATIONS TO THE BOARD OF DIRECTORS

5.1.1

mailto:Ben@BenVCPA.com
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This Message Is From an Untrusted Sender
You have not previously corresponded with this sender.
!!! Be cautious for phishing and do not click suspicious links from senders you do not know !!!

Caltrans use of funds/ Pod car conference

micheal saint <solarevsaint@gmail.com>
Tue 10/31/2023 1:46 PM
To: BoardOfSupervisors@santacruzcountyca.gov <BoardOfSupervisors@santacruzcountyca.gov> 

Dear Supervisors, RTC commissioners and Metro board members
              It is becoming quite apparent that our funding for transportation is being spent primarily on
highways and roads whether it is resurfacing or widening. As an advocate for mass transit and hoping
for a different direction from the RTC, time is running out to put us in a position to help with
mitigating the effects of Climate Change.
              We have big changes in CEQA (Calif. Environmental Quality Act), State mandates to reduce
VMT and GHG emissions, yet we ignore these mandates and continue business as usual. WIDENING
HIGHWAYS DOES NOT WORK!!
              Here is an article that sums up a serious problem at Caltrans and seems to be infecting the
RTC as well. https://www.sfchronicle.com/opinion/openforum/article/caltrans-freeway-project-
california-18449992.php

              To help you with exposure to a transportation system that would actually take people and
cars off of Highway 1 and our residential streets. I invite you to a Podcar conference on Dec.1st in San
Jose. I hope you feel the way I do, and that everything concerning a solution to our congestion and
reducing VMT must be studied. Limiting ourselves to old technology i.e. single occupancy cars, trains
on single track infrastructure, and widening highways will not solve our transportation issues.
https://allevents.in/san%20jose/podcar-city-san-jose-city-hall-december-1-2023/200025660328723
              If you are interested in going I have some carpools going as well as discounts on tickets.

Micheal Saint
Aptos
Treasurer CFST

COMMUNICATIONS TO THE BOARD OF DIRECTORS
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https://urldefense.proofpoint.com/v2/url?u=https-3A__www.sfchronicle.com_opinion_openforum_article_caltrans-2Dfreeway-2Dproject-2Dcalifornia-2D18449992.php&d=DwMFaQ&c=vCDrleHcoEhrUDSjAVu-qeAta6Mf9f1T3klza659IBc&r=dmgwIqu__RLv8141kFCMRiGWps2OIgVPkHT27sOi-NQ&m=N0OIHcHL8ubmQboJpTnRUWCNdniU0ABFTSeCIvt89D88eiBclamJr424VdewVZy7&s=9rHWCVGAHSYq5a_FcuOGsJ8nTdMKTLQQasuAQ8K-MdI&e=
https://urldefense.proofpoint.com/v2/url?u=https-3A__www.sfchronicle.com_opinion_openforum_article_caltrans-2Dfreeway-2Dproject-2Dcalifornia-2D18449992.php&d=DwMFaQ&c=vCDrleHcoEhrUDSjAVu-qeAta6Mf9f1T3klza659IBc&r=dmgwIqu__RLv8141kFCMRiGWps2OIgVPkHT27sOi-NQ&m=N0OIHcHL8ubmQboJpTnRUWCNdniU0ABFTSeCIvt89D88eiBclamJr424VdewVZy7&s=9rHWCVGAHSYq5a_FcuOGsJ8nTdMKTLQQasuAQ8K-MdI&e=
https://urldefense.proofpoint.com/v2/url?u=https-3A__allevents.in_san-2520jose_podcar-2Dcity-2Dsan-2Djose-2Dcity-2Dhall-2Ddecember-2D1-2D2023_200025660328723&d=DwMFaQ&c=vCDrleHcoEhrUDSjAVu-qeAta6Mf9f1T3klza659IBc&r=dmgwIqu__RLv8141kFCMRiGWps2OIgVPkHT27sOi-NQ&m=N0OIHcHL8ubmQboJpTnRUWCNdniU0ABFTSeCIvt89D88eiBclamJr424VdewVZy7&s=6XF_-L5N-pTsB8E19VpLF8EIgAudCD00Lcw91G1uykQ&e=
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Fw: Trial Now Newsletter / No to Kristen Brown 

Brian Peoples <brian@trailnow.org> 

To:Donna Bauer 
Cc:manu.koenig@santacruzcounty.us;bruce.mcpherson@santacruzcounty.us;
thekristenbrown@gmail.com;openup@cats.ucsc.edu;+12 others 

Sat 11/18/2023 4:35 AM 
This Message Is From an External Sender 
This message came from outside your organization. 
!!! Be cautious for phishing and do not click suspicious links from senders you do not know !!! 

Hi Donna, 

Can you please include Trail Now Newsletter in the next Santa Cruz Metro agenda 
package?   We will be making statements during oral communications for the items within 
the Newsletter. 

Thanks you, 

Brian Peoples 
Trail Now 

COMMUNICATIONS TO THE BOARD OF DIRECTORS

5.3.1



RAIL-TRAIL COST MORE THAN FREEWAY LANE (Sentinel 

Newspaper Commentary)

Would it shock you to learn our county’s latest rail corridor’s trail price is $21 million 

per mile for seven miles of rail-trail between the San Lorenzo River and State Park 

Drive in Aptos? 

How about $30 million per mile for its three miles starting east from the river on Santa 

Cruz’s Eastside? All this is gleaned from the trail applications to the California 

Transportation Commission. Now, compare this with the Sonoma-Marin Area Rail 

Transit’s (SMART) recently finished 21 miles of its rail-trail for $2.7 million per trail 

mile. Boy, aren’t we smart! 

As to a freeway lane, our new Highway 1 freeway project is $12 million per lane mile 

for the same number (seven) of miles. Has Santa Cruz completely lost sight of fiscal 

COMMUNICATIONS TO THE BOARD OF DIRECTORS

5.3.2



responsibility for our taxpayer dollars?  At this rate, our full 32-mile rail-trail project, 

estimated in 2015 to cost $121 million ($3.8 million per trail mile), will rise to half a 

billion dollars! 

Supporters of the half-billion-dollar rail-trail argue the high cost is worth it to keep the 

train tracks in place, just in case we might get a commuter train someday. If so, that 

someday will be when our county metro area reaches a population close to 1 million – 

the population level that every other commuter light rail in the United States serves. 

For our county, that’s over a century away. 

Worse, our railroad tracks are 150 years old and can never be used for any future 

commuter train because of their age and condition. So why keep them? Keeping these 

tracks from the 1870s with no future purpose has caused this seven-mile rail-trail 

project to skyrocket from its original $31 million estimate in 2015 to $133 million 

today. 

It’s not alone. The Westside’s rail-trail two-mile section tripled from its original $6 

million estimate to $30 million (both include overhead expenses). 

It’s been over a decade since we purchased the rail corridor. We’ve done over 30 train 

studies costing millions, and still have no realistic plan for an actual affordable 

commuter train. The latest 2021 RTC study priced the 30-year net cost of the proposed 

commuter train with its required bus connectors at $1.8 billion in today’s dollars – up 

from $616 million in 2015 also in today’s dollars.

HARBOR BRIDGE CLOSURE (2 YEARS) AND UNBEARABLE TRAFFIC 

(Sentinel Newspaper Letter to Editor) 

Traffic in Santa Cruz County has become unbearable.   Next year, it is going to get worse 

with the planned seismic work of Harbor Bridge (Murray Street) which will result in it 

being closed or reduced to one lane for over 2 years.   Former RTC ED Guy Preston 

understood this and was a primary reason he recommended railbanking years ago.   If 

COMMUNICATIONS TO THE BOARD OF DIRECTORS
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politicians listened to Mr. Preston, the Harbor railroad bridge would be a pathway 

today allowing for an alternative transit route. 

Unfortunately, rail advocates and Roaring Camp (Melani Clark) made false claims about 

the railbanking process and convinced RTC Commissioners and Santa Cruz City Council 

to not approve railbanking.   The federal railbanking process ensures the corridor 

remains as a publicly owned transportation resource and provides federal funds to 

address adjacent property disputes that help minimize cost to local jurisdictions. 

As you sit in gridlock, remember that it is your local politicians who have created this 

mess because they listened to the lies of a private entertainment company over the 

advice of our leading transportation expert. 

COMMUNICATIONS TO THE BOARD OF DIRECTORS
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PLEASE DO NOT VOTE FOR KRISTEN BROWN FOR DISTRICT 2 

SUPERVISOR

Over the years, Kristen Brown was a supporter of building the Coastal Trail now 

through the railbanking process and not supportive of a future passenger train.   In the 

past, she stated “as a Capitola City Councilmember, the idea of destroying the Historic 

Capitola Trestle and replacing it with a concrete bridge was not in the best interest of 

Capitola.    The fact that Capitola approved Measure L to use the Capitola Trestle as a 

trail and not have the trail diverted into the Capitola Village was evidence that Capitola 

residences wanted the Capitola Trestle as a trail.”  In fact, RTC Staff had developed 

preliminary designs to convert the Capitola Trestle into a trail.  RTC staff recommended 

railbanking, pulling rails and building the Coastal Trail as the fastest way to open the 

Capitola Trestle Trail. 

Unfortunately, with her campaign kickoff for District 2 Supervisor, Ms. Brown flipped 

her position and does not support converting the Capitola Trestle into a 

trail.   Why?   Roaring Camp (Melani Clark) has endorsed Ms. Brown and is attempting 

to stop the construction of the Coastal Trail by claiming that the old railroad tracks 

cannot be removed.   Roaring Camp is falsely claiming to have freight train operations 

from Santa Cruz Boardwalk to Watsonville.   In her campaign speech, Ms. Brown has 

stated “we should plan to replace the historic trestle with a concrete bridge that can 

support passenger rail and a trail in 2060 and allow Roaring Camp to have freight and 

tourist trains.” The fact is, Roaring Camp is an amusement park ride that has no rights 

to prevent our community from using the Santa Cruz Coastal Corridor as an active 

transportation resource. 

We don’t need a politician who prioritizes a private company (not in District 2) and her 

own political ambitions over public good.   Please do not vote for Kristen Brown for 

District 2 Supervisor (Aptos, Seacliff, Seascape, Rio, La Selva, Manresa and sections of 

COMMUNICATIONS TO THE BOARD OF DIRECTORS
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Watsonville). 

HELP TRAIL NOW BY DONATING

We continue to press RTC leadership to build the Coastal Trail from Watsonville to 

Davenport in a timely, cost-effective, and eco-friendly manner.  We use donations to 

advertise on Facebook with articles written by Trail Now supporters.   Please consider 

donating at https://www.trailnow.org/donate. 

COMMUNICATIONS TO THE BOARD OF DIRECTORS

5.3.6
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SOUTHERN CALIFORNIA RELOCATING RAIL INLAND FROM 
COASTAL BLUFF:
Recent article discussing the plans in Southern California to relocate the existing rail 
system along the coastal bluff inland by 2035: 
https://www.railjournal.com/regions/north-america/hdr-leads-next-phase-of-san-diego-line-
relocation-project/?fbclid=IwAR3Mr-
nfhldF1gPd0d0VcC7bBN9yxl52OUmTv3aQjm88T3SdT6MD-K3f1u8 
This provides more evidence that a new passenger rail along the Santa Cruz Coastal 
Corridor will never be approved by State officials.    We are asking the Santa Cruz 
County Regional Transportation Commission (RTC) to be realistic in how our tax dollars 
are invested in transportation systems and stop wasting time and money on a new 
passenger rail system that will never be approved.

ANOTHER TRAGIC ACCIDENT ON HARBOR BRIDGE (MURRAY 
STREET):
Two pedestrians were seriously injured on the Harbor Bridge (Murray Street): 
Santa Cruz bridge crash, dramatic leap leaves two injured – Santa Cruz Sentinel 
The Harbor Bridge (Murray Street) is very dangerous to pedestrians and cyclists, and 

COMMUNICATIONS TO THE BOARD OF DIRECTORS
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we ask the RTC to immediately address this safety issue by moving forward with 
railbanking the Harbor Trestle railroad.  Next year, the risk to pedestrians and cyclists 
will get worse with the planned seismic work of Harbor Bridge (Murray Street), resulting 
in it being closed or reduced to one lane for over 2 years.   Former RTC ED Guy Preston 
understood this and was a primary reason he recommended railbanking years ago.   If 
politicians listened to Mr. Preston, the Harbor Trestle Trail would be a pathway today 
allowing for an alternative transit route.   The federal railbanking process ensures the 
corridor remains as a publicly owned transportation resource and provides federal 
funds to address adjacent property disputes that help minimize cost to local 
jurisdictions.    Please make our community safer by railbanking, pulling/recycling rails 
& ties and opening the Harbor Trestle Trail NOW!

SELECTION OF RTC CHAIR (RTC Meeting Item #21):
We ask that the new RTC Chair prioritize making our community safer for pedestrians 
and cyclists by opening the Santa Cruz Coastal Corridor from Watsonville to Davenport 
in a timely, cost-effective, and eco-friendly manner.   With Highway 1 construction, 
Soquel Drive upgrades and Harbor Bridge seismic improvements, traffic congestion in 
Santa Cruz County has become unbearable.   Worse yet, these conditions have 
increased risk to pedestrians and cyclists as we have witnessed with the increase in 
injuries and deaths on county roads.    
The new RTC Chair should be a champion for active transportation and advocate for the 
opening of the Coastal Trail.    A great opportunity is the historic Capitola Trestle 
converted into a Trail.   Former RTC ED Guy Preston had recommended railbanking, 
pulling/recycling rails & ties and converting the Capitola Trestle into a trail, providing a 
preliminary design of the proposed Trestle Trail.   The fact is, the Capitola Trestle can 
not be used for trains today or any future passenger rail system, and with the passage 
of Measure L by Capitola residents, the message should be clear that the community 
wants the Capitola Trestle converted into a trail. 
We ask that the RTC Chair support opening the Capitola Trestle Trail NOW!

2023 CONSOLIDATED GRANTS PROGRAM PUBLIC HEARING (RTC 
Meeting Item #25):
SANTA CRUZ COUNTY REGIONAL TRANSPORTATION COMMISSION (sccrtc.org) 
RTC will be conducting a public meeting (Thursday, Dec 7th at 9:45 am) to consider 
recommendations and input for programming regional shares of approximately $61.3 
million from various state and federal funding.   Trail Now supports RTC staff 
recommendations to direct $34.4 million in transit funds to Santa Cruz METRO Transit 
District operations and provide no funds to RTC’s Passenger Rail project.   We ask that 
funds be allocated to convert the Capitola Trestle into a trail.
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TRAIL NOW HATS AT LIDS 
Looking for that special gift for a Trail Now supporter?   You can get custom Trail Now 
hats at Lids at the Capitola Mall (or any other Lids store).

HELP TRAIL NOW:
We continue to press RTC leadership to build the Coastal Trail from Watsonville to 
Davenport in a timely, cost-effective, and eco-friendly manner.  We use donations to 
advertise on Facebook with articles written by Trail Now supporters.   Please consider 
donating at https://www.trailnow.org/donate.
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12/14/23 

Metro staff understands that inclement weather is uncomfortable for the students and other riders who 
utilize this stop, and recognizes the need for bus stop improvements at this location. 

Here is a quick summary of the challenges we are facing. The location is poor: it is far from the 
intersection where children cross Soquel Dr from the Junior High, there are no sidewalks from that 
intersection to this stop, there is no lighting at the stop, and it is at a curve in the road. For that reason, 
METRO’s preference is an upgraded stop in a better location. METRO has a planning study underway for 
future enhancements to the Soquel corridor, and METRO’s consultant has recommended a location 
closer to a signalized crosswalk – north/west of the Soquel Dr/Rio Del Mar Blvd intersection. 

That being said, those Rapid Corridor project improvements are not fully funded and likely several years 
away. METRO has secured funding to complete bus stop upgrades on a portion of the Soquel corridor 
from La Fonda to State Park and is working with the Regional Transportation Commission (RTC) and 
County of Santa of Cruz to secure the additional funding needed. Therefore, we are willing to meet with 
the property owner(s) to explore whether there is a viable near-term solution. METRO staff are currently 
busy implementing Phase 1 of the Reimagine METRO major bus network changes, but would be able to 
meet with you to discuss potential options in the new year. 

Pete Rasmussen 
Transportation Planner 
Santa Cruz Metropolitan Transit District (Santa Cruz METRO) 
prasmussen@scmtd.com | 831.420.2585 

-----Original Message----- 
From: Robert Postle 
Sent: Tuesday, December 12, 2023 11:55 AM 
To: boardinquiries <boardinquiries@scmtd.com> 
Subject: Bus shelter at 9520 Soquel drive, Aptos 

Dear Board, 

For years we have been asking for a Metro bus shelter at the 9520 bus address.  This serves south county 
students and residents.  We have tried working with a very nice Pete Rasmussen but to no avail.  We 
have been given every excuse known to man about why a shelter cannot be placed for residents who live 
south of this 9520 Soquel address. 

Metro customer service has recommended that we reach out to the board for the solu�on which would 
be providing a shelter( even if it is just temporary) for residents who need transporta�on to their south 
county residencies.  Years of talk and promises has been frustra�ng to both Metro riders and businesses 
located at this Aptos address. 

Your aten�on to what should be an easy mater to address will be greatly appreciated! 

Robert Postle, DDS 
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I understand the challenges involved in managing and maintaining all the stops in town, but I believe 
that providing some sort of coverage, such as a canopy or shelter, would greatly improve the conditions 
for the children who use this stop daily. It not only ensures their safety and well-being but also 
contributes to a more positive experience for both students and community members.  

I kindly request that you consider this matter seriously and assess the feasibility of implementing a 
solution to address the lack of coverage at Bus Stop 1857. I believe such an improvement would greatly 
enhance the overall safety and comfort of our community and children. 

Thank you for your time and attention to this matter. I look forward to a positive resolution and 
appreciate your efforts in making our community a safer and more comfortable place for everyone. 

Sincerely, 
Shaina Clary 
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Ticket #145164
Paracruz Report

Status Closed Name ERNESTINA SALDANA
Priority Normal Email
Department ParaCruz Phone
Create Date 11/30/23 3:26 PM Source Web

Assigned To Juan Serrano Help Topic Paracruz Report
SLA Plan CS SLA Last Response 12/1/23 11:12 AM
Due Date 12/13/23 2:26 PM Last Message

Paracruz Service Form
Nature of ticket:: Complaint
Date and time of
incident:: 11/30/23 2:30 PM

Did this trip connect
with a Fixed-Route Bus?
:

No

Location (include street
and cross-street)::

Mrs. Ernestina Saldana called to complain about being pick up late by
Paracruz. She said the given window when booked her ride was 13:26-13:55
for a 14:15 appointment. She called and spoke to Carlos due her ride was
running late and to find out where her driver was. Carlos said, " driver will be
there shortly."  She called her doctor and extended her appointment time by
15 minutes but driver did not showed up till after 14:24 and said there was no
way she will be able to make it on time. She said was very important
appointment now had to reschedule appointment and next one will be in one
month. 
She's requesting a copy of this complain be sent to the Board of Directors,
due she will be attending to the next board meeting.

CSR:ea
Van Number (if
known):: B7

Employee Name or
Badge Number (if
known)::

unknown

Employee Position:: N/A

Additional Communications to the Board of Directors - 12/15/23



Complaint Response: 
Ernestina Saldana 
Ticket # 145164 
Created: 11/30/2023 

Ernestina Saldana, 

Thank you for contacting METROs Customer Service Department on November 30, 

2023, regarding feedback on your recent ride booking with ParaCruz. The feedback was 

submitted as a complaint as delays in service caused you to miss an important appointment. 

METRO apologizes for the inconvenience this caused, this was a lack of communication 

internally and we take full responsibility as it could have been handled better on our end. We 

appreciate you taking the time to report such incident as it gives METRO the opportunity to 

take necessary actions in the future to correct deficiencies in our service.  

At METRO ParaCruz we always strive to provide the best service possible for our 

passengers and we work daily on improving service.  

Thank you for understanding we look forward to serving you in the future. 
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SANTA CRUZ METROPOLITAN TRANSIT DISTRICT (METRO) 
BOARD OF DIRECTORS MEETING MINUTES* 

October 27, 2023 – 9:00 AM 
A regular meeting of the Board of Directors of the Santa Cruz Metropolitan Transit District 
(METRO) convened on Friday, October 27, 2023, as a hybrid meeting.  
The Board Meeting Agenda Packet can be found online at www.SCMTD.com. *Minutes 
are “summary” minutes, not verbatim minutes. Audio recordings of Board meeting open 
sessions are available to the public upon request.  
This document was created with accessibility in mind. With the exception of certain third 
party and other attachments, it passes the Adobe Acrobat XI Accessibility Full Check. If 
you have any questions about the accessibility of this document, please email your inquiry 
to accessibility@scmtd.com.  
1 CALLED TO ORDER at 9:09 AM by Board Chair Kalantari-Johnson. 
2 ROLL CALL:  

The following Directors were present, representing a quorum:  
City of Capitola 
County of Santa Cruz 
City of Watsonville 
City of Santa Cruz 
County of Santa Cruz 
City of Scotts Valley 
County of Santa Cruz 
City of Santa Cruz 
County of Santa Cruz 
City of Watsonville 
County of Santa Cruz 
UC Santa Cruz 

Director Kristen Brown 
Director Rebecca Downing 
Director Jimmy Dutra 
Director Shebreh Kalantari-Johnson 
Director Manu Koenig 
Director Donna Lind 
Director Bruce McPherson  
Director Scott Newsome 
Director Larry Pageler 
Director Quiroz-Carter 
Director Mike Rotkin 
Ex-Officio Director Dan Henderson  
Ex-Officio Director Alta Northcutt  Cabrillo College 
Michael Tree CEO/General Manager 
Nicole Witt  General Counsel 

3 ANNOUNCEMENTS  
Today’s meeting is being broadcast by Community Television of Santa Cruz 
County. 
Maria Avila, Language Line Services, provided Spanish language interpretation 
services. 

4 BOARD OF DIRECTORS COMMENTS 
Hearing none, Board Chair Kalantari-Johnson moved to the next agenda item. 
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5 ORAL AND WRITTEN COMMUNICATIONS TO THE BOARD OF DIRECTORS  
Wayne Ross, member of the public, mentioned the poor customer service he 
recently received. 
Richard Lewis, member of the public, expressed concern on dealing with graffiti.  
He was appreciative of METRO allowing youth to ride for free.  
Eduardo Montesino, Reimagine METRO Recruitment and Training Coordinator, 
provided an update on recruiting Bus Operators and thanked the Human 
Resources staff for their efforts.  He also reported that METRO has been at senior 
centers and other outlets to educate the public on the upcoming Reimagine route 
changes. 
Hearing nothing further, Board Chair Kalantari-Johnson moved to the next agenda 
item. 

6 LABOR ORGANIZATION COMMUNICATIONS  
Brandon Freeman, SMART Chairperson, Local 0023, introduced Jaime Renteria 
who will take on the Vice Chairperson role for SMART. 
Hearing nothing further, Board Chair Kalantari-Johnson moved to the next agenda 
item. 

7 ADDITIONAL DOCUMENTATION TO SUPPORT EXISTING AGENDA ITEMS 
Having none, Board Chair Kalantari-Johnson moved to the next agenda item. 

CONSENT AGENDA 

8.1 ACCEPT AND FILE: PRELIMINARY APPROVED CHECK JOURNAL DETAIL 
FOR THE MONTH OF SEPTEMBER 2023 
Chuck Farmer, CFO  

8.2 ACCEPT AND FILE MINUTES OF: 
A. SEPTEMBER 22, 2023 BOARD OF DIRECTORS REGULAR MEETING
B. OCTOBER 13, 2023 FINANCE, BUDGET & AUDIT STANDING COMMITTEE

MEETING
C. OCTOBER 13, 2023 PERSONNEL / HUMAN RESOURCES STANDING

COMMITTEE MEETING
Michael Tree, CEO/General Manager 

8.3 ACCEPT AND FILE:  THE YEAR TO DATE MONTHLY FINANCIAL REPORT 
AS OF SEPTEMBER 30, 2023  
Chuck Farmer, CFO  

8.4 APPROVE:  RECOMMENDED ACTION ON TORT CLAIMS 
Michael Tree, CEO/General Manager 

8.5 APPROVE:  CONSIDERATION OF REAPPOINTMENTS TO THE METRO 
ADVISORY COMMITTEE (MAC) 
Michael Tree, CEO/General Manager 

8.6 APPROVE:  REQUEST FOR RECLASSIFICATION RESULTS FOR FULL 
STACK DEVELOPER/SR. FULL STACK DEVELOPER POSITION IN THE 
INFORMATIONAL TECHNOLOGY DEPARTMENT 
Dawn Crummié, HR Director 

DRAFT

8.2A.2



Board of Directors Minutes 
October 27, 2023 
Page 3 of 6 

8.7 APPROVE:  REQUEST FOR RECLASSIFICATION RESULTS FOR PAYROLL 
SUPERVISOR POSITION IN THE FINANCE DEPARTMENT 
Dawn Crummié, HR Director 

8.8 APPROVE:  REQUEST FOR RECLASSIFICATION RESULTS FOR PARTS AND 
MATERIALS MANAGER POSITION IN THE PARTS DEPARTMENT 
Dawn Crummié, HR Director 

8.9 APPROVE:  REQUEST FOR AUTHORIZATION OF PAYROLL ADMINISTRA-
TOR POSITION IN THE FINANCE DEPARTMENT 
Dawn Crummié, HR Director 

ACTION:  MOTION TO APPROVE THE CONSENT AGENDA AS PRESENTED 
MOTION:  DIRECTOR LIND SECOND:  DIRECTOR ROTKIN 
MOTION PASSED WITH 8 AYES (Directors Brown, Downing, Kalantari-Johnson, 
Koenig, Lind, McPherson, Newsome, and Rotkin).  Directors Dutra, Pageler and 
Quiroz-Carter were absent. 

REGULAR  AGENDA 

9 PRESENTATION OF EMPLOYEE LONGEVITY AWARDS:  (10 YEARS) 
LEONEL RUIZ CHAVEZ 
Board Chair Kalantari-Johnson thanked Mr. Chavez for his years of service at 
METRO. 

10 RETIREE RESOLUTION OF APPRECIATION FOR:  FRANCISCO ESTRADA 
Board Chair Kalantari-Johnson thanked Mr. Estrada for his years of service at 
METRO. 

ACTION:  MOTION TO APPROVE THE RETIREE RESOLUTION OF APPRECIATION 
FOR FRANCISCO ESTRADA 
MOTION:  DIRECTOR ROTKIN SECOND:  DIRECTOR BROWN 
MOTION PASSED WITH 8 AYES (Directors Brown, Downing, Kalantari-Johnson, 
Koenig, Lind, McPherson, Newsome, and Rotkin).  Directors Dutra, Pageler and 
Quiroz-Carter were absent. 

11 FY24 BUDGET AND 5 YEAR PLAN UPDATE AS OF OCTOBER 27, 2023 
Chuck Farmer, CFO, spoke to his presentation and provided updates to METRO’s 
base budget approved in June 2023.  The key highlights centered on the rollout of 
Reimagine METRO and free ridership as well as their financial impacts.  He 
reviewed the benefits and challenges of free fares for fixed route and paratransit.  
He also provided different scenarios on the deficit if a half cent sales tax ballot 
measure is or is not approved.  
Discussion followed on: 

• Consulting other transit districts on free fares to confirm METRO has
considered all the challenges and benefits to avoid unintended consequences.

• “Why do transit riders get a free ride?” and having an answer to that question
(e.g., getting cars off the roads, climate change, etc.).
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• Struggles of other transit agencies who rely on fares to sustain their services
versus the public support received in Santa Cruz County since 1978.

• Public support for a sales tax measure if the community understands the
benefits of having a world class transit system.

• Affordable housing.
• Contribution from UCSC and how that is different from Cabrillo College’s

contract.
• California Coastal Commission’s decision on building future rail/trail segments

and how METRO can address that outcome.
• Reviewing timeline and assumptions made on continuing the free fares through

2034 if a sales tax measure is passed.
• What modifications would need to be made if a sales tax measure didn’t pass

as well as looking at other funding mechanisms that other agencies use.
Staff addressed all concerns and the Directors thanked CFO Farmer for his 
thorough presentation and providing a path to address environmental 
sustainability, equity and overall community wellbeing. 
There were no public comments. 
Hearing nothing further, Board Chair Kalantari-Johnson moved to the next agenda 
item. 

12 PACIFIC STATION UPDATE AND METRO DOWNTOWN TRANSIT CENTER 
INTERIM OPERATIONS PLAN 
John Urgo, Planning and Development Director, spoke to his presentation, 
providing an update on the redevelopment of Pacific Station and the relocation of 
the downtown operations during this construction period.  The City of Santa Cruz, 
whom METRO is partnering with on this project, approved this plan on Tuesday, 
October 24, 2023 at its City Council meeting.  Mr. Urgo reviewed the grant funding 
that has moved this project forward so that METRO and the City of Santa Cruz can 
break ground in February 2024. 
Discussion continued on: 

• Parking impacts from removing the on-street parking in the interim plan.
• Where bus connections would take place.
• Timeline of project.
Staff addressed all concerns.
Board Chair Kalantari-Johnson thanked Mr. Urgo for the update.
There were no public comments.

ACTION:  MOTION TO APPROVE THE METRO DOWNTOWN TRANSIT CENTER 
INTERIM OPERATIONS PLAN 
MOTION:  DIRECTOR ROTKIN SECOND:  DIRECTOR KOENIG 
MOTION PASSED WITH 8 AYES (Directors Brown, Downing, Kalantari-Johnson, 
Koenig, Lind, McPherson, Newsome, and Rotkin).  Directors Dutra, Pageler and 
Quiroz-Carter were absent. 

Hearing nothing further, Board Chair Kalantari-Johnson moved to the next agenda 
item. 
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13 FEDERAL LEGISLATIVE UPDATE 
Chris Giglio, Capital Edge, spoke to his presentation and provided updates on the 
FY24 Department of Transportation (DOT) budget, Infrastructure Investment and 
Jobs Act (IIJA), and the makeup of the 118th Congress.  He pointed out that 
Congress is having deficit reduction discussions which could affect the DOT 
budget. 
Discussion followed on: 

• Where the money is coming from for the hydrogen station development in
California that was recently announced by the Biden Administration.

• How are the transportation formula monies affected if Congress doesn’t pass a
budget.

• Transportation Sales Tax Measure D (2016) and the effect it had on being
awarded grant monies this past year as well as future funding.

Mr. Giglio addressed all concerns. 
Several Directors thanked Mr. Giglio for his presentation and effectiveness in 
Washington, D.C. 
There were no public comments. 
Hearing nothing further, Board Chair Kalantari-Johnson moved to the next agenda 
item. 

14. STATE LEGISLATIVE UPDATE
Michael Pimentel, Shaw, Yoder, Antwih, Schmelzer & Lange, spoke to his
presentation highlighting a variety of big successes from a broader, statewide
perspective.  He pointed out the changes in legislative leadership--the ascension
of Robert Rivas in the State Assembly and Mike McGuire in the State Senate.  This
is the first time in decades that non-urban legislators take the helm of their
respective houses.  This could provide an opportunity to look at more rural areas of
the state to provide balance to what has long been the dominance of Los Angeles,
San Francisco Bay Area, and San Diego.  He touched on the Budget Act of
FY2023-24 that included a variety of components—transit funding, statutory
relief/accountability requirements, and infrastructure streamlining of proposals.  He
went into detail on the status of various bills:  AB 102, SB 125, SB 862, SB 747, AB
463, AB 610, and ACA 1.
Discussion continued on:
• AB 463 – Public Transportation during Emergencies and why it was held by the

Assembly Appropriations Committee.
• AB 610 – Youth Transit Pass Pilot Program and its prospects for passing in the

second year of the legislative session; effect on established programs; financial
incentives for establishing new programs; and the potential to offset some
operational costs.

• Santa Cruz County being a self help county and how that could help with getting
a larger share of the funds if a sales tax measure passes.

Mr. Pimentel addressed all concerns. 
Directors recognized Mr. Pimentel’s efforts in helping METRO achieve things at the 
state level. 
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There were no public comments. 
Hearing nothing further, Board Chair Kalantari-Johnson moved to the next agenda 
item. 

15 CEO ORAL REPORT 
Michael Tree, CEO/General Manager, spoke to the following topics: 
• Award of $1.2 billion to the Alliance for Renewable Clean Hydrogen Energy

Systems (ARCHES) and how that will help develop the hydrogen infrastructure
and reduce the cost of fuel with the production of green hydrogen.

• Three articulated buses from the San Diego Metropolitan Transit System (MTS)
have been put into service to ease overcrowding and pass-ups on the UCSC
campus.  Those buses are getting wrapped this weekend.  Three additional
articulated buses will be delivered today, and we are expecting three more
buses in the coming weeks from MTS.

• Phase 2 of Reimagine METRO will require an additional twelve 40’ buses.
Riverside Transit Agency is willing to provide us with those buses, which are at
their mid-point in life expectancy.

• Over the last week we’ve taken delivery of seven paratransit vans.
• Eduardo Montesino has been a fantastic ambassador in getting out and finding

talent to bring into the agency.
• Ridership - fixed route is up 15% over last year; UCSC increased 30%; and

Youth Cruz Free increased over 400%.
• AMBAG (Association of Monterey Bay Area Governments) will be asking their

Board to consider its staff’s recommendation to award $2 million to the
Watsonville housing project.

• Soquel and Highway 1 project will provide about 60 housing units in conjunction
with the ParaCruz facility.

There were no public comments. 
16. ANNOUNCEMENT OF NEXT MEETING

Board Chair Kalantari-Johnson announced the next regular Board Meeting will be
held on Friday, November 17, 2023 at 9:00 AM at the Capitola City Council
Chambers, 420 Capitola Avenue, Capitola.

17. ADJOURNMENT
Board Chair Kalantari-Johnson adjourned the meeting at 11:21 AM.

Respectfully submitted, 
Donna Bauer 
Executive Assistant 
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SANTA CRUZ METROPOLITAN TRANSIT DISTRICT (METRO) 
PERSONNEL/HUMAN RESOURCES STANDING COMMITTEE 

MEETING MINUTES* 
DECEMBER 8, 2023 – 9:00 AM 

A regular meeting of the Personnel/Human Resources Standing Committee of the Santa 
Cruz Metropolitan Transit District (METRO) was convened on Friday, December 8, 2023. 

The Committee Meeting Agenda Packet can be found online at www.SCMTD.com. 
*Minutes are “summary” minutes, not verbatim minutes. Audio recordings of Board
meeting open sessions are available to the public upon request.

This document was created with accessibility in mind. With the exception of certain third 
party and other attachments, it passes the Adobe Acrobat XI Accessibility Full Check.  If 
you have any questions about the accessibility of this document, please email your inquiry 
to accessibility@scmtd.com 

1 CALLED TO ORDER by Director Kalantari-Johnson at 9:00 AM. 

2 ROLL CALL: The following Directors were present via teleconference, representing 
a quorum: 

Director Kristen Brown City of Capitola 
Director Rebecca Downing  County of Santa Cruz 
Director Shebreh Kalantari-Johnson City of Santa Cruz  
Director Donna Lind   City of Scotts Valley   
Director Larry Pageler* County of Santa Cruz 

Julie Sherman METRO General Counsel 

3 ORAL AND WRITTEN COMMUNICATIONS TO THE PERSONNEL/HUMAN 
RESOURCES STANDING COMMITTEE 
Having none, Director Kalantari-Johnson moved to the next agenda item. 

4 ADDITIONS OR DELETIONS FROM AGENDA/ADDITIONAL DOCUMENTATION 
TO SUPPORT EXISTING AGENDA ITEMS  
Having none, Director Kalantari-Johnson moved to the next agenda item. 

5 REVIEW REQUEST FOR AUTHORIZATION OF TWO (2) MARKETING SPECIALISTS 
IN THE MARKETING DEPARTMENT 
Dawn Crummié, METRO’s Human Resources Director, spoke to this item and 
highlighted the primary job functions of the position.  The positions would report to 
Danielle Glagola, METRO’s Marketing, Communications and Customer Service 
Director. 

DRAFT
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Personnel/HR Standing Committee Minutes 
December 8, 2023  
Page 2 of 2 

There were no public comments. 

MOTION:  REQUEST THE FULL BOARD TO AUTHORIZE TWO (2) MARKETING 
SPECIALISTS IN THE MARKETING DEPARTMENT  

MOTION:  DIRECTOR PAGELER SECOND:  DIRECTOR LIND 

MOTION PASSED WITH 4 AYES (Directors Brown, Kalantari-Johnson, Lind and 
Pageler).  Director Downing was absent.   

Hearing nothing further, Director Kalantari-Johnson moved to the next agenda item. 

6 ADJOURNMENT 
Director Kalantari-Johnson adjourned the meeting at 9:05 AM. 

Respectfully submitted, 

Donna Bauer 
Executive Assistant  
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DATE: December 15, 2023 

TO: Board of Directors 

FROM: Chuck Farmer, Chief Financial Officer 

SUBJECT: ACCEPT AND FILE THE YEAR TO DATE MONTHLY FINANCIAL 
REPORT AS OF NOVEMBER 30, 2023 

I. RECOMMENDED ACTION 

That the Board of Directors accept and file the Year to Date Monthly Financial 
Report as of November 30, 2023 

II. SUMMARY OF ISSUES 

An analysis of Santa Cruz Metropolitan Transit District’s (METRO) financial status 
is prepared monthly in order to inform the Board of Directors (Board) regarding 
METRO’s actual revenues and expenses in relation to the adopted operating and 
capital budgets for the fiscal year.   
This staff report is the web-accessible companion document to the attached 
PowerPoint presentation titled “Year to Date Monthly Financial Report as of 
November 30, 2023.”  
Staff recommends that the Board accept and file the attached report. 

III. DISCUSSION/BACKGROUND 

Below are the written explanations of the various charts and graphs in the attached 
Year to Date Monthly Financial Report as of November 30, 2023. The fiscal year 
has elapsed 42%. 
Slide 1 
(Cover) Year to Date Monthly Financial Report as of November 30, 2023  
Slide 2  
November 2023 Key Financial Highlights 

• Service 

o Data not yet available for November 

• Financials 

• Total Operating Surplus/(Deficit) is favorable $1.5M driven by lower wages of 
$0.4M, fringe of $0.6M, and non-personnel costs of $0.6M; partially offset by 
higher OT of $0.1M 

Santa Cruz Metropolitan 
Transit District 
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Board of Directors 
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YTD Financial Report 

• Non-Operating Revenues of $7.0M are $0.8M unfavorable vs budget of $7.8M
driven primarily by TDA-STA grant received in Oct but was budgeted for Nov;
partially offset by higher than anticipated interest income and sales tax receipts

• Capital
o Capital spending of $108K is behind budget of $1,486K primarily due

to delay of Integrated Ticket & Scheduling project, Construction
projects at Scotts Valley and Watsonville, and ARTIC buses from San
Diego

• Personnel
o 321 Active Personnel vs 331* Funded Personnel

• 41 Vacancies at end of November
o Recruitment completed for 4 ParaCruz and 19 Fixed Route drivers

that will start in early December
o Currently Recruiting for Project Manager, Payroll Administrator, Sr.

Full Stack Developer, Capital Planning & Grants Program Manager,
Safety, Security and Risk Director, Vehicle Service Workers (3),
Maintenance Trainer

Slide 3 
(Cover) November 2023, YTD Pre-Close Financials 
Slide 4 
November YTD FY24 Operating Surplus/(Deficit) Actual vs. Budget 

• Actuals are $2.9M favorable to budget – excludes UAL/Bond Payment and
COVID related costs
o Passenger Fares – unfavorable by $81K, primarily due to free rides

for Youth that were not budgeted
o Labor, Regular – favorable by $857K, due to funded/vacant positions
o Labor, OT – unfavorable by $813K, increased overtime for Bus

Operators
o Fringe Benefits – favorable by $1,071K due to retirement and

medical insurance savings from funded/vacant positions
o Non-Personnel – favorable by $1,880K, primarily due to lower than

budgeted fuel costs
Slide 5 
November 30, 2023 YTD Operating Revenue and Expenses 

• Operating Revenue, net unfavorable by $81K
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YTD Financial Report 

o Passenger Fares - unfavorable by $115K
o Special Transit Fares – favorable by $34K

• Operating Expense, net favorable by $2,994K– Favorable wages and fringe
driven by funded/vacant positions, lower non-personnel costs; partially offset
by increased OT
o Labor Regular – favorable by $857K
o Labor OT – unfavorable by $813K
o Fringe Benefits – favorable by $1,071K, excludes UAL related costs
o Non-Personnel – favorable by $1,880K, excludes all COVID and

Bond payment related costs

• Operating Deficit lower by $2,913K
o Farebox Recovery – 17.4% vs 15.6% budget

• Non-Operating Revenue/(Expense), net favorable by $1.941K - Sales tax of
$14.2M is 5.5% higher than budget
o Sales Tax/including Measure D – favorable by $737K
o Federal/State Grants – no variance
o COVID Relief Grants – favorable by $545K
o Pension UAL/Bond Payment costs – no variance
o All Other Revenues – favorable by $659K

• Operating Surplus/Deficit higher by $4,854K

• Bus Replacement Fund – higher by $134K due to increased Measure D sales
tax revenues
o Bus Replacement Fund – Minimum $3M annual commitment from

Measure D sales tax and STA-SGR; FY24 budgeted transfer is
$3.2M

• Operating Surplus/Deficit after Transfers higher by $4,720K.
Slide 6
(Cover) Capital Spending & Project Completion
Slide 7
November 30, 2023 Capital Budget Spend
Total Capital Projects spending month to date is $108K against budget of $1,486K

• Construction Related Projects – spending of $4K against budget of $422K

• IT Projects – spending of $80K against budget of $470K
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YTD Financial Report 

• Facilities Repair & Improvements – no spending against budget of $30K

• Revenue Vehicle Replacement – spending of $24K against budget of $464K

• Revenue Vehicle Electrification Projects – spending of $1,165K against budget
of $1,642K

• Non-Revenue Vehicle Replacement – no spending, no budget

• Fleet & Maintenance Equipment – no spending, no budget

• Miscellaneous – no spending against budget of $100K
Total Capital Projects spending year to date is $2,121K against budget of $3,465K, 
which is 9.9% of $21,361K approved annual budget from June 2023 

• Construction Related Projects – $114K spending against budget of $482K,
which is 0.9% of $12,416K annual budget

• IT Projects – $456K spending against budget of $860K, which is 16.6% of
$2,744K annual budget

• Facilities Repair & Improvements – $47K spending against budget of $145K,
which is 1.7% of $2,710K annual budget

• Revenue Vehicle Replacement – spending of $1,165K against budget of
$1,642K, which is 46.0% of $2,533K annual budget

• Revenue Vehicle Electrification Projects – spending of $41K with no budget,
which is 17.7% of $231K annual budget

• Non-Revenue Vehicle Replacement – spending of $23K with no budget for the
year – fees for vehicles purchased in FY23

• Fleet & Maintenance Equipment – spending of $171K with no budget for the
year – costs for Parts Washer that was delayed from FY23

• Miscellaneous – spending of $104K against budget of $336K, which is 14.3%
of $727K annual budget

YTD spending of $2,121K is lower than budget of $3,465K primarily due to delays 
on the following projects: 

• Integrated Ticket & Scheduling project

• Scotts Valley roof

• Watsonville parking lot

• ARTIC buses from San Diego
Slide 11
(Cover) Appendix
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YTD Financial Report 

Slide 12 
November 30, 2023 Monthly Operating Revenue and Expenses 

• Operating Revenue, net favorable by $7K
o Passenger Fares - unfavorable by $3K
o Special Transit Fares – favorable by $9K

• Operating Expense, net favorable by $1,489K – Favorable wages/fringe driven
by funded/vacant positions along with lower non-personnel costs primarily due
to lower fuel costs
o Labor Regular – favorable by $394K
o Labor OT – unfavorable by $115K
o Fringe Benefits – favorable by $568K, excludes UAL related costs
o Non-Personnel – favorable by $643K, excludes all COVID and Bond

payment related costs

• Operating Deficit lower by $1,496K
o Farebox Recovery – 18.8% vs 13.4% budget

• Non-Operating Revenue/(Expense), net unfavorable by $820K, primarily due
to by TDA-STA grant received in Oct but was budgeted for Nov; partially offset
by higher than anticipated interest income and sales tax receipts
o Sales Tax/including Measure D – favorable by $550K
o Federal/State Grants – unfavorable by $1,511K
o Pension UAL/Bond Payment costs – no variance
o All Other Revenues – favorable by $141K

• Operating Surplus before Transfers higher by $676K

• Bus Replacement Fund – higher by $68K due to increased Measure D sales
tax revenues
o Bus Replacement Fund – Minimum $3M annual commitment from

Measure D sales tax and STA-SGR; FY24 budgeted transfer is
$3.1M

• Operating Surplus after Transfers higher by $608K

IV. STRATEGIC PLAN PRIORITIES ALIGNMENT

This report pertains to METRO’s Financial Stability, Stewardship & Accountability.

8.3.5



Board of Directors 
December 15, 2023 
Page 6 of 7 

YTD Financial Report 

V. FINANCIAL CONSIDERATIONS/IMPACT

Favorable budget variances in Operating Revenues and Expenses contribute to
favorable budget variance in Operating Balance, Year to Date as of November 30,
2023.

VI. CHANGES FROM COMMITTEE

N/A

VII. ALTERNATIVES CONSIDERED

There are no alternatives to consider, as this is an accept and file Year to Date
Monthly Financial Report.

VIII. ATTACHMENTS

Attachment A:  Year to Date Monthly Financial Report as of November 30, 2023
Presentation 

Prepared by: Cathy Downes, Sr. Financial Analyst 
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DATE: December 15, 2023 

TO: Board of Directors  

FROM: Daniel L. Zaragoza, Operations Manager, Paratransit Division 

SUBJECT: ACCEPT AND FILE THE METRO PARACRUZ OPERATIONS STATUS 
REPORT FOR JULY, AUGUST AND SEPTEMBER 2023 

I. RECOMMENDED ACTION

That the Board of Directors accept and file the quarterly METRO ParaCruz
Operations Status Report for April, May and June 2023    _________

II. SUMMARY

ParaCruz is the federally mandated ADA complementary paratransit program of
the Santa Cruz Metropolitan Transit District (METRO), providing shared ride, door-
to-door demand-response transportation to customers certified as having
disabilities, which prevent them from independently using the fixed route bus.

ParaCruz during the months of July, August, and September, provided 18,886
rides. On Time Performance for this period was 95.34%.

ParaCruz is currently funded for 31 Paratransit Operators; two of these positions
are vacant.

III. DISCUSSION/BACKGROUND

• Summary review of monthly operational statistics for ParaCruz.
Comparing the monthly statistics of FY22 to the monthly statistics of FY23:

• In July, the number of ParaCruz rides increased by: 509 
• In August, the number of ParaCruz rides increased by: 109 

In September, the number of ParaCruz rides decreased by: 472 

• Summary review of monthly operational information about ParaCruz for FY23:

• July number of total ParaCruz rides: 6,240 
• August,  number of total ParaCruz rides: 6,424 
• September number of total ParaCruz rides: 6,202 

• Comparing June 2023 statistics to July 2023, ParaCruz rides increased by 5

• Comparing July 2023 statistics to August,  2023, ParaCruz rides increased by
184

• Comparing August 2023 statistics to September 2023, ParaCruz rides
decreased by 222

Santa Cruz Metropolitan 
Transit District 

8.4.1



Board of Directors  
December 15, 2023 
Page 2 of 3 

ParaCruz Quarterly Report 

IV. STRATEGIC PLAN PRIORITIES ALIGNMENT

This report pertains to METRO’s Service Quality and Delivery.

V. FINANCIAL CONSIDERATIONS/IMPACT

There are no financial considerations for this report.

VI. CHANGES FROM COMMITTEE

N/A

VII. COORDINATION

This staff report has been coordinated with statistics provided by the Finance and
Fleet Departments.

VIII. ATTACHMENTS

Attachment A: ParaCruz On-time Performance Charts for July, August, and 
September. 

Attachment B: Comparative Operating Statistics Tables for July, August, and 
September. 

Attachment C: Number of Rides Comparison Chart. 
Attachment D: Total Ride vs. Shared Ride Chart. 
Attachment E: Annual Miles Comparison Chart. 
Attachment F Monthly Assessments. 
Attachment G: Top Monthly Ride Destinations for July, August, and 

September. 

Prepared by: Daniel L. Zaragoza, Operations Manager, Paratransit Division 
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ParaCruz Operations Status Report 

ParaCruz On-time Performance Report for July 2023 

July 2022 July 2023 
Total pick ups 5,731 6,240 
Percent in “ready window” * 99.65% 95.85% 
1 to 5 minutes late .26% 1.76% 
6 to 10 minutes late .03% .69% 
11 to 15 minutes late .03% .48% 
16 to 20 minutes late .03% .27% 
21 to 25 minutes late .00% .29% 
26 to 30 minutes late .00% .13% 
31 to 35 minutes late .00% .19% 
36 to 40 minutes late .00% .05% 
41 or more minutes late 
(excessively late/missed trips) .00% .29% 
Total beyond “ready window” 

0.35% 4.15% 
*Target: 90%

On-time Performance 

During July, ParaCruz’ on time performance decreased by 1.12% from last month. 
Ridership increased from last month. Paracruz has two Operator positions unfilled and 
three Operator out on medical leave. The total number of available working ParaCruz 
Operators is 20 per weekday, not including Operators on annual leave. 

A Customer Service Report is either a compliment, comment, or a complaint. 

During the month of July 2023, ParaCruz received twelve Customer Service Reports. 
four were valid, two were compliments for ParaCruz Operators, and six were valid 
complaints. 

Attachment A

8.4A.1



ParaCruz Operations Status Report 

ParaCruz On-time Performance Report for August 2023 

August 2022 August 2023 
Total pick ups 6,315 6,424 
Percent in “ready window” 98.05% 96.59% 
1 to 5 minutes late .85% 1.43% 
6 to 10 minutes late .43% .56 % 
11 to 15 minutes late .13% .50% 
16 to 20 minutes late .13% .26% 
21 to 25 minutes late .09% .23% 
26 to 30 minutes late  .13% .17% 
31 to 35 minutes late 

.13% .08% 
36 to 40 minutes late 

.03% .09% 
41 or more minutes late 
(excessively late/missed trips) .03% .09% 
Total beyond “ready window” 1.95% 3.41% 
*Target: 90%

On-time Performance 
During August, ParaCruz’ on time performance increased by .74% from last month. 
August ridership decreased from last month. ParaCruz has two unfilled Operator 
positions and three Operators out on Medical leave. The total number of available 
working ParaCruz Operators is 20 per weekday, not including Operators on annual 
leave. 

A Customer Service Report is either a compliment, comment, or a complaint. 

During the month of August 2023, ParaCruz received six Customer Service Reports. 
Two were not valid, two were valid, and two were compliments for ParaCruz Operators. 
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ParaCruz Operations Status Report 

ParaCruz On-time Performance Report for September 2023 

September 2022 September 2023 
Total pick ups 6,674 6,202 
Percent in “ready window” 92.48% 93.52% 
1 to 5 minutes late 2.16%   2.26% 
6 to 10 minutes late 1.54% 1.44% 
11 to 15 minutes late  1.18%  .94% 
16 to 20 minutes late .66% .58% 
21 to 25 minutes late .52% .47% 
26 to 30 minutes late .48% .31% 
31 to 35 minutes late .48% .21% 
36 to 40 minutes late .16% .11% 
41 or more minutes late 
(excessively late/missed trips) 

.34%  .18% 
Total beyond “ready window” 

7.52% 6.48% 
*Target: 90%

On-time Performance 

During September ParaCruz’ on time performance decreased by 3.07 % from last 
month. September ridership decreased from last month. ParaCruz has three unfilled 
Operator positions and three Operators out on medical leave. The total number of 
available working ParaCruz Operators is 19 per weekday, not including Operators on 
annual leave. 

A Customer Service Report is either a compliment, comment, or a complaint. 

During the month of September 2023, ParaCruz received nine Customer Service 
Reports. One was a compliment, five were valid, and three were not valid. 

Attachment A
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 ParaCruz Operations Status Report 

Comparative Operating Statistics through July 2023 

July 
2022 

July 
2023 FY 23 FY 24 

Performance 
Averages 

Performance 
Goals 

Requested 7,511 9,893 7,511 9,893 8,501 
Performed 5,731 6,240 5,731 6,240 6,436 
Cancels 23.70% 27.80% 23.70% 27.80% 21.26% 

No Shows 2.62% 3.43% 2.62% 3.43% 3.90% Less than 3% 
Total miles 36,903 44,055 36,903 44,055 40,969 

Av trip miles 6.34 6.52 6.34 6.52 6.73 
Within ready 

window 99.65% 95.85% 99.65% 95.85% 95.94% 90.00% or better 
Call center 

volume 4,763 5,241 4,793 5,241 5,835 
Hold times 
less than 2 

minutes 95.24% 95.86% 95.24% 95.86% 96.58% 
Greater than 

90% 

Distinct riders 613 626 613 626 658 
Most frequent 

rider 56 rides 65 rides 56 rides 65 rides 72 rides 

Shared rides 35.61% 39.15% 35.61% 39.15% 43.04% 
Greater than 

60% 

Passengers 
per rev hour 2.02 2.03 2.02 2.03 2.05 

Greater than 1.6 
passengers/hour 

Rides by 
supplemental 

providers N/A N/A N/A N/A N/A 
No more than 

25% 
Vendor cost 

per ride N/A N/A N/A N/A N/A 
Rides < 10 

miles 63.83% 64.66% 63.83% 64.66% 63.26% 
Rides > 10 36.17% 35.34% 36.17%     35.34% 36.74% 

Denied Rides 0 0 0 0 0 Zero 
Missed Trips 2 4 2 4 11 
Excessively 
Long Trips 0 2 0 2 2 

# Trips at Base 
Fare 3,536 3,851 3,536 3,851 3,958   

# Trips > Base 
Fare 827 984 827 984 1,066 
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 ParaCruz Operations Status Report 

Comparative Operating Statistics through August 2023 

August 
2022 

August 
2023 FY 23 FY 24 

Performance 
Averages 

Performance 
Goals 

Requested 8,001 9,947 15,512 19,840 8,663 
Performed     6,315 6,424 12,046 12,664 6,445 
Cancels 21.07% 35.41% 22.39% 31.61% 22.45% 

No Shows 2.76% 3.53 2.69% 3.48% 3.97% Less than 3% 
Total miles 41,848 43,856 78,751 87,911 41,136 

Av trip miles 6.53 6.30 6.44 6.41 6.71 
Within ready 

window    98.05% 96.59% 98.85% 96.22% 95.82% 90.00% or better 
Call center 

volume 5,585 5,667 10,378 10,908 5,798 
Hold times 
less than 2 

minutes 97.53% 96.21% 96.39% 96.04% 95.62% Greater than 90% 

Distinct riders 634 652      800 652 659 
Most frequent 

rider 62rides 70 rides 146 rides 74 rides 73 rides 

Shared rides 37.78% 37.00% 36.70% 38.08% 42.98% Greater than 60% 

Passengers 
per rev hour 2.01 2.03 2.02 2.03 2.05 

Greater than 1.6 
passengers/hour 

Rides by 
supplemental 

providers N/A N/A N/A N/A N/A No more than 25% 
Vendor cost 

per ride N/A N/A N/A N/A N/A 
Rides < 10 

miles 67.82 63.18% 65.83% 63.92% 62.87% 
Rides > 10 32.18% 36.82% 34.17% 36.08% 37.13% 

Denied Rides 0 0 0 0 0 Zero 
Missed Trips 3 4 5 8 10.75 
Excessively 
Long Trips 0 2 0 4 2 

# Trips Base 
Fare 3,962 3,991 7,498 7,842 3,961 

# Trips > Base 
Fare 1,003 1,016 1,830 2,000 1,067 
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 ParaCruz Operations Status Report 

Comparative Operating Statistics through September 2023 

September 
2022 

September 
 2023 FY 23 FY 24 

Performance 
Averages 

Performance Goals 
Requested 9,947 9,334 24,936 29,774 8,076 
Performed 6,674 6,202 18,720 18,866 6,405 
Cancels 25.93% 35.24% 23.57% 32.82% 23.23% 

No Shows 3.24%      3.59 % 2.87 3.52% 3.99% Less than 3% 
Total miles 47,412 40989 126,163 128,900 40,747 

Av trip miles 6.89 6.63 6.59 6.48 6.72 
Within ready 

window 92.48% 93.52% 96.73% 95.32% 95.90% 90.00% or better 
Call center 

volume 6,906 5,664 17,284 16,572 5,738 
Hold times 
less than 2 

minutes 96.09% 94.31% 96.29% 95.32% 96.32% Greater than 90% 

Distinct riders 704 645 220 1,706 854 
Most frequent 

rider 78 rides  76 rides 220 rides  211 rides 73 rides 

Shared rides 43.89% 40.70% 39.09%    42.75% 42.71% Greater than 60% 

Passengers 
per rev hour 2.19 2.48 2.07 2.05 2.07 

Greater than 1.6 
passengers/hour 

Rides by 
supplemental 

providers N/A N/A N/A N/A N/A No more than 25% 
Vendor cost 

per ride N/A N/A N/A N/A N/A 
Rides < 10 

miles 66.75% 59.35% 63.13% 63.89% 62.26% 
Rides > 10 33.25% 35.34% 33.87% 36.11% 37.75% 

Denied Rides 0 0 0 0 0 Zero 
Missed Trips 7 19 12 27 11.75 N/A 
Excessively 
Long Trips 1 4 1 8 2.67 

# Trips Base 
Fare 4,243 3,772 11,741 47,182 3,921 

  # Trips > 
Base Fare 1,173 1,072 3,003 12,634 1,059 
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ParaCruz Operations Status Report 

Monthly Assessments 

MONTHLY ASSESSMENTS 

UNRESTRICTED 
RESTRICTED 
CONDITIONAL 

RESTRICTED 
TRIP BY TRIP TEMPORARY DENIED TOTAL 

OCTOBER 2022     65 0 0 37 0 102 
NOVEMBER 2022 70 0 0  35 0 105 
DECEMBER 2022 18 0 0 34 0    52 
JANUARY 2023 16 0 0 30 0 46 
FEBRUARY 2023 9 0 0 61 0 70 
MARCH 2023 9 0 0 28 0 37 
APRIL 2023 33 0 0 54 0 87 
MAY 2023 21 0 0 96 0 117 
JUNE 2023 2 0 0 79 0 81 
JULY 2023    18 0 0  85 0 103 
AUGUST 2023 0 0 0 55 0 55 
SEPTEMBER 2023 0 0 0 121 0 121 

Number of Eligible Riders for the month of July 2023 = 3,732 
Number of Eligible Riders for the month of August 2023 = 3,806 
Number of Eligible Riders for the month of September 2023 = 3,816 

Unrestricted: If, because of a disability, a person can never use the fixed route bus service under 
any condition. 

Restricted: If a person can use fixed route bus service for some trips, then they may be determined 
eligible but restricted from those trips that they could make using the fixed route bus system. 

Immediate need: If, due to unforeseeable circumstances, a person may need transportation before 
completing the eligibility process, they made be provided with immediate need eligibility for up to 14 
days. 

Temporary: If a person has a limited term condition that prevents them from using the fixed route 
service system. 
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ParaCruz Operations Status Report 

Top Trip Destinations 

LOCATION July 2023 August 2023 Sept 2023 Total 

% 
of total 
rides 

Satellite Dialysis  - Capitola 798 786 789 2,373 12.58% 

Cabrillo College  
6500 Soquel Dr. Aptos 300 144 621 965 5.12% 

Santa Cruz Post-Acute 
1115 Capitola Rd. SC 358 287 296 854 4.53% 

Satellite Dialysis  - Watsonville 254 288 240 782 4.15% 

La Posada 
609 Frederick St. SC 122 185 190 497 2.63% 

Palo Alto Medical Foundation 
2025 Soquel Ave. SC   176 168 130 474 2.51% 

Sutter Health 
2907/2911 Chanticleer Ave. SC 152 154 57 363 1.92% 

Bay Avenue Senior Apartments 
750 Bay Ave. Capitola  120 105 93 318 1.69% 

Pacific Coast Manor 
1935 Wharf Rd. Capitola  103 97 63 263 1.39% 

Soquel High School    
401 Soquel San Jose Rd. Soquel    59 74 127 260 1.38% 

Dominican Rehabilitation Center 
111 Madrone St.        68 92 88 248 1.31% 

Dignity Health 
1595 Soquel Dr. SC 

77 92 68 237 1.26% 

Number of rides for the month of July 2023 =            6,240 
Number of rides for the month of August 2023 =       6,424 
Number of rides for the month of September 2023 = 6202 
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DATE: 

TO: 

FROM: 

December 15, 2023  

Board of Directors  

John Urgo, Planning and Development Director 

SUBJECT: ACCEPT AND FILE THE METRO SYSTEM RIDERSHIP REPORTS FOR 
THE FIRST QUARTER OF FY24 

I. RECOMMENDED ACTION

That the Board of Directors accept and file the METRO system ridership
report for the first quarter of FY24

II. SUMMARY

• FY24 Q1 total ridership increased 0.1% (+469) compared to FY23 Q1.
However, FY24 Q1 ridership is -27.5% (-239,452) compared to FY19 Q1.

• Local non-student ridership decreased 8.9% (-32,986) and is -24.4%
(-108,877) compared to FY19 Q1.

• Highway 17 (Hwy 17) ridership decreased 4.7% (-1,632) and is -51.9%
(-35,490) compared to FY19 Q1.

• UCSC ridership decreased 7.0% (-13,640) and is -31.3% (-82,967) compared
to FY19 Q1.

• Cabrillo College ridership increased 85.3% (+16,226) and is -48.7% (-33,440)
compared to FY19 Q1.

• Youth (18 and under) ridership increased 278.3% (+32,501) compared to FY23
Q1.

III. DISCUSSION/BACKGROUND

This report contains ridership summaries and ridership by route for Santa Cruz
Metropolitan Transit District (METRO) fixed route bus service for the First quarter
(Q1) of FY24, July 1 – September 30, 2023.  Quarterly ridership reports keep the
Board of Directors (Board) apprised of METRO’s ridership statistics and ridership
trends:

• Attachment A shows system-wide and college student ridership statistics for Q1
of FY24 and makes year-over-year comparisons with ridership statistics.

• Attachment B shows the average ridership and pass/fare usage per route and
system-wide.

• Attachment C shows the weekly ridership comparison for Q1 of FY24-23.

Santa Cruz Metropolitan 
Transit District 
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Total Fixed Route Ridership 
METRO operates 23 Local routes and 1 Commuter route over Highway 17 (Hwy 
17). In 2022, METRO set a goal of doubling ridership in five years, to seven million 
passenger trips by FY27, a level last achieved in the early 2000s. To meet this 
goal, ridership would need to increase 15 per cent per year on average.  
In FY24 Q1, total fixed-route ridership increased 0.1%. Local route ridership 
increased 0.4%, with average weekday and weekend ridership increasing 0.7% 
(+54 daily boardings) and 2.0% (+82 daily boardings), respectively. METRO 
operates less service and commonly sees less ridership during the summer 
months; however, ridership will need to increase greater in coming quarters if 
METRO is to meet the ridership target established in 2022.  
Hwy 17 ridership decreased 4.7%, with average weekday and weekend ridership 
decreasing 6.1% (-23 daily boardings) and 0.4% (-2 daily boardings), respectively. 
The weekday decrease may be because METRO reduced the number of Highway 
17 trips serving downtown San Jose directly in December 2022 to deal with an 
acute bus operator shortage, though service was subsequently increased 7% 
when an additional trip was added to the schedule.  
The Student Pass ridership {UCSC, Cabrillo and Youth} comprised 43.7% of local 
ridership and increased 15.5% (+35,087) in Q1. Youth and Cabrillo ridership grew 
278.3% (32,501) and 85.3% (16,226), respectively, while UCSC ridership shrunk 
7.0% (-13,640). The growth in youth ridership, while substantial since tracking 
began with the launch of METRO’s Youth Cruz Free program in April 2023, has 
been accompanied by a commensurate decline in local non-student ridership. This 
suggests the growth to date is partially accounting, though staff sees signs of 
considerable growth with the start of the 2023-2024 school year. Cabrillo College 
ridership grew considerably this quarter as the campus returned to in-person 
instruction and grew enrollment. UCSC ridership did not increase in FY24 Q1 
because there were five fewer UCSC instructional days compared to FY23 Q1.  
A commonly accepted elasticity of transit demand with respect to revenue hours 
of service is 0.5. Compared to FY23 Q1, METRO operated 0.2% more (+80) 
vehicle revenue hours (VRH) (this is a combination of METRO operating increased 
UCSC “ST” service for the fall bid and dropping 0 hours of scheduled trips). A 0.1% 
increase in ridership correlated with a 0.2% increase in revenue hours is directly 
in line with this figure and suggests that future ridership growth is largely self-
determinant: ridership growth will follow service expansion, all other things being 
equal. METRO does plan to expand service roughly 8% in December 2023 as part 
of Phase 1 of the Reimagine METRO service expansion plan, with future service 
expansion planned throughout 2024 dependent on new operator hires and funding 
levels. 
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 Regular and Discount Passes & Fares 
Discount cash and pass usage increased 16.0% (+6,488) and 23.6% (+11,141), 
respectively, compared to Q1 of FY23. The only category of discount ridership that 
was lower this quarter was Hwy 17 smartcard/mag-stipe pass usage with 14.2% 
fewer (-107) boardings. However, discount Hwy 17 mobile pass usage increased 
158.7% (+519).  
While it is probable that some of these Hwy 17 mobile pass users were previously 
smartcard/mag-stripe pass users opting to use the SplashPass app instead, it is 
also likely that the two weeks of free fares offered in Q1 of FY23 led to a decrease 
in the volume of boardings tracked as Discount boardings during that time. All free 
boardings are tracked as regular local and Hwy 17 boardings. 
Regular local and Hwy 17 pass usage decreased 29.6% (-44,320) and 44.5% (-
6,318), respectively. The only regular pass categories that increased this quarter 
were mobile pass usage. This segment of ridership increased 21.4% (+1,897) on 
the Hwy 17 and local mobile pass usage increased 36.3% (+8,249). Some local 
and Hwy 17 riders may have switched from using smartcard/mag-stripe passes to 
the SplashPass app in Q4. However, it is more likely that the large increase in local 
and Hwy 17 pass usage this quarter is due to tracking all boardings with the ‘Free’ 
key on the farebox for two weeks in September of FY23. 
Regular cash usage decreased 7.3% (-15,716) for total fixed-route ridership. Local 
cash boardings decreased 9.7%. However, Hwy 17 cash boardings increased 
22.3% (+1,842). The apparent increase in cash boardings on the Hwy 17 is likely 
due to the effects of two weeks of free fares in Q1 FY23.  
It seems likely that some of the loss of cash fares on local routes was due to riders 
opting to use smartcard/mag-stripe passes or the SplashPass app. However, this 
only accounts for 84.5% of the decrease in cash boardings on local routes. The 
remaining 15.5% decrease in cash boardings may be due to the Youth Cruz free 
pass pilot in Q1, as these K-12 riders likely used cash to board prior to the pilot.  
Weekly Ridership Growth 
For the first ten weeks of Q1 of FY24, weekly ridership was, on average, 12.4% 
greater than year-over-year weekly ridership in FY23. In mid-September, weekly 
ridership decreased 2.5% as UCSC students returned for instruction at this time in 
FY23. UCSC instruction would not start until the following week in FY24. As a 
result, weekly ridership decreased 38.2% compared to FY23. With only two UCSC 
instructional days in the final full week of the quarter, compared to five instructional 
days in FY23, weekly ridership decreased 3.8%. 
Trip Ridership by Route 

FY24 Q1 average weekday ridership per trip on all routes was 17.6 riders and 
weekend ridership per trip was 15.0 riders. Compared to Q1 of FY23, total ridership 
per trip increased 2.6%. Weekday riders per trip increased 4.1% and weekend  
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riders per trip increased 0.2%. The weekday route with the highest average 
passenger load per revenue trip was the weekday-only route 15 UCSC via Laurel 
West with 48.9 riders per trip, in large part due to this route operating only when 
UCSC students return for instruction. The weekend route with the greatest trip 
loads is the route 18 UCSC via Main Gate-Mission with an average of 26.0 riders 
per trip. 

IV. STRATEGIC PLAN PRIORITIES ALIGNMENT 

This report aligns with METRO’s Service Quality and Delivery strategic priority. 

V. FINANCIAL CONSIDERATIONS/IMPACT 

Revenue derived from passenger fares and passes was reflected in the FY24 
operating budget. In FY23 of September, METRO operated with free fares for two 
weeks, which resulted in a decrease in the anticipated farebox revenue for that 
quarter. Even so, Farebox cash revenue boardings in Q1 of FY24 were still 3.3% 
(-$1,161) less compared to Q1 in FY23 due in large part to the Youth Cruz Free 
pilot.   

VI. CHANGES FROM COMMITTEE  

N/A 

VII. ALTERNATIVES CONSIDERED 

There are no alternatives to consider. 

VIII. ATTACHMENTS 

Attachment A: Quarterly System Ridership Summary for FY24 Q1 July 1, 
2023 - September 30, 2023 

Attachment B: Quarterly Average Ridership by Route Report for FY24 Q1 
July 1, 2023 - September 30, 2023 

Attachment C: Quarterly Ridership by Week for FY24 Q1 July 1, 2023 -
September 30, 2023 

 
 
 
Prepared by:  Cayla Hill, Planning Analyst   
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Santa Cruz Metropolitan 
   Transit District 

         
DATE:  December 15, 2023 

TO:  Board of Directors  

FROM:  Michael Tree, CEO/General Manager  

SUBJECT: CONSIDERATION OF A RESOLUTION TO ESTABLISH THE 2024 
BOARD OF DIRECTORS’ MEETING SCHEDULE 

I. RECOMMENDED ACTION  

That the Board of Directors approve a resolution to establish the 2024 Board 
Meeting Schedule as represented in Exhibit  A   

II. SUMMARY  

• Staff recommends that the Board Members approve a resolution (Attachment 
A) to establish the 2024 calendar year Board Meeting Schedule. 

• Exhibit A offers a continuation of a Friday Board Meeting.  
• Historically, the Board of Director meeting locations have rotated through the 

Board member jurisdictions. This practice was discontinued during the COVID-
19 State of Emergency, as Board meetings were run as virtual meetings. 

• The Board of Directors requested that the Santa Cruz Metropolitan transit 
District (METRO) provide hybrid meetings after the COVID-19 State of 
Emergency ended on February 28, 2023.  Staff modified the Santa Cruz 
Conference Room to accommodate this hybrid request.  However, in order to 
accommodate hybrid meetings at other locations, two additional staff members 
are required to help test the equipment so that it works with Community TV’s 
equipment and help run the additional equipment needed with this type of 
meeting.  Holding the meetings only at METRO’s Administrative Office would 
eliminate pulling staff from their regular work duties. 

• Public access to the Vernon Street facility from Pacific Station/downtown is 
available Monday through Friday via Route 4 on an hourly basis from 
approximately 7:30 AM through 5:30 PM.  Currently, two morning buses arrive 
at METRO’s Admin Offices prior to the start of a 9:00 AM Board meeting.  With 
the implementation of Phase I of Reimagine METRO, there will be three morning 
buses arriving before 9:00 AM. 

III. DISCUSSION/BACKGROUND  

Annually, the Board of Directors approves a schedule of meeting dates, times and 
locations for the following calendar year.  The Board of Directors meeting schedule 
typically calls for regular meetings on the fourth Friday of each month, except for 
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2024 Meeting Schedule 
 

the month of July, in which no meeting is typically held.  Some dates are modified 
depending on holidays and the annual budget public hearing posting requirements, 
such as the May meeting, which is scheduled on the third Friday of the month to 
meet the 30-day posting requirement applicable to METRO’s budget and public 
hearing, which is scheduled annually in June. 
Effective 2019, METRO staff requested and received authority to permit revisions 
to meeting locations as necessitated throughout the year, without requesting Board 
approval in advance.   
The CEO/General Manager (CEO) proposes that the Board continue holding once-
a-month Board meetings, which have been effective and appear to be well received 
by both the Board members and the public.  
Staff is proposing the meeting dates/locations in Exhibit A.   
Should Exhibit A be approved, the CEO recommends that the Board members 
continue to reserve the second Friday of each month on their respective calendars 
from 8:00 AM – 12:30 PM for potential METRO Special Board meetings, Ad Hoc 
Committee meetings and/or Board Committee meetings.    

IV. STRATEGIC PLAN PRIORITIES ALIGNMENT  

This report pertains to METRO’s Financial Stability, Stewardship and Accountability 
strategic plan priority.  

V. FINANCIAL CONSIDERATIONS/IMPACT  

There is no financial impact to adoption of this schedule.   

VI. CHANGES FROM COMMITTEE  

N/A 

VII. ALTERNATIVES CONSIDERED  

The Board could suggest continuing the rotation of the Board meetings at the 
various entities used in the past.  However, this requires two additional METRO 
staff members to help with setting up and running the additional equipment needed 
for hybrid meetings.  Doing so pulls these staff members off of their regular duties 
for several hours, leaves the front desk unoccupied for telephone coverage, and no 
access to the Administrative Office.  This is not recommended at this time. 

VIII. ATTACHMENTS  

Attachment A: Authorizing Resolution with Exhibit A   

Prepared by:  Donna Bauer, Executive Assistant   
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BEFORE THE BOARD OF DIRECTORS OF THE  
SANTA CRUZ METROPOLITAN TRANSIT DISTRICT 

Resolution No.  
On the Motion of Director:   
Duly Seconded by Director:  
The Following Resolution is Adopted: 

RESOLUTION OF THE SANTA CRUZ METROPOLITAN TRANSIT DISTRICT 
BOARD OF DIRECTORS ESTABLISHING THE DATE, TIME & LOCATION OF 

BOARD MEETINGS FOR 2024
WHEREAS, the Board of Directors shall establish a meeting schedule for all regular meetings; 

and, 

WHEREAS, this schedule shall include the date, location and commencement time for each 
regular meeting of the Board of Directors and shall be posted on METRO’s website and official bulletin 
board throughout the year; and,  

WHEREAS, the Board of Directors may establish the time for commencement and duration of 
its meetings as necessary through resolution;  

NOW, THEREFORE, BE IT RESOLVED, by the Board of Directors of the Santa Cruz 
Metropolitan Transit District that the schedule for its 2024 meetings shall be as stated in Exhibit A:

           PASSED AND ADOPTED this 15th day of December 2023 by the following vote: 

AYES: Directors -  

NOES: Directors - 

ABSTAIN: Directors - 

ABSENT: Directors - 

Approved: 
Shebreh Kalantari-Johnson, Chair

Attest: 
Michael Tree, CEO/General Manager

Approved as to form: 
Julie Sherman, General Counsel 

Attachment A
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BOARD OF DIRECTORS
MEETING SCHEDULE 

2024
Meetings are scheduled for the 4th Friday of the month unless otherwise indicated. 

9:00am  METRO Admin Offices, 110 Vernon Street, Santa Cruz 

January 26, 2024 

February 23, 2024 

March 22, 2024 

April 26, 2024

May 17, 2024

 June 28, 2024 

August 23, 2024 

September 27, 2024 

October 25, 2024 

November 22, 2024 

December 20, 2024 

9:00am 

9:00am 

9:00am METRO Admin Offices, 110 Vernon Street, Santa Cruz 

9:00am METRO Admin Offices, 110 Vernon Street, Santa Cruz

9:00am     METRO Admin Offices, 110 Vernon Street, Santa Cruz 

9:00am METRO Admin Offices, 110 Vernon Street, Santa Cruz 

9:00am METRO Admin Offices, 110 Vernon Street, Santa Cruz

9:00am 

9:00am 

9:00am METRO Admin Offices, 110 Vernon Street, Santa Cruz 

METRO Admin Offices, 110 Vernon Street, Santa Cruz 

METRO Admin Offices, 110 Vernon Street, Santa Cruz 

METRO Admin Offices, 110 Vernon Street, Santa Cruz 

METRO Admin Offices, 110 Vernon Street, Santa Cruz 

NO MEETING IN JULY

Note: Board Chair may consider cancelling the December Board Meeting if there are no time sensitive actions required. 

 Approved at the December 15, 2023 METRO Board Meeting Resolution #_________ 

Board Members are asked to hold the 2nd Friday of the month for potential Standing Committee Meetings at 

8:00 AM, 10:30 AM and 11:30 AM.

January 12, 2024
February 9, 2024

March 8, 2024
April 12, 2024
May 10, 2024
June 14, 2024
August 9, 2024

September 13, 2024
October 11, 2024
November 8, 2024

December 13, 2024

Exhibit A
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DATE: December 15, 2023 

TO: Board of Directors 

FROM: John Urgo, Planning and Development Director  

SUBJECT: CONSIDER A RESOLUTION DESIGNATING THE CEO/GENERAL 
MANAGER AS THE AUTHORIZED AGENT TO EXECUTE ALL 
REQUIRED DOCUMENTS TO CLAIM FUNDS AWARDED THROUGH 
THE FY23-24 CALTRANS CLEAN CALIFORNIA TRANSIT PROGRAM 

I. RECOMMENDED ACTION 

That the Board of Directors adopt a resolution designating the CEO/General 
Manager as the Authorized Agent to execute all required documents to claim 
funds awarded through the FY23-24 Caltrans Clean California Transit 
Program   

II. SUMMARY 
• In August 2023, Santa Cruz Metropolitan Transit District (METRO) staff 

submitted an application to the Caltrans Clean California Transit Program to 
fund the Santa Cruz METRO Bus Stop Improvement Project (Project).  

• The Project will install 23 bus shelters, 23 benches, and 18 trashcans at various 
bus stops in the METRO service area. These improvements will align with the 
funding programs objectives and address challenges related to waste 
management, and aesthetic appeal. 

• In October 2023, METRO received notification from Caltrans that it was a 
recipient of program funds in the amount of $508,000.  

• METRO’s Board of Directors (Board) must approve the restricted grant 
agreement to accept and use these grant funds. 

• Staff recommends that the Board adopt a resolution (Attachment A) designating 
the CEO/General Manager as the Authorized Agent to execute all required 
documents to claim funds awarded through the FY23-24 Caltrans Clean 
California Transit Program. 

III. DISCUSSION/BACKGROUND 
Caltrans Clean California Program, through its Clean CA Local Grants Program, is 
authorized under California Streets and Highways Code Section 91.41 to provide 
funding and resources to support local projects that advance the program's goals 
and objectives, which include advancing the following intent and objectives: 

• Reduce Waste and Beautify Public Spaces: The primary goal of the program is 
to allocate grants to local and regional public agencies, transit agencies, and 

Santa Cruz 
Metropolitan 

Transit District 
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tribal governments to reduce waste and debris within public rights-of-way, tribal 
lands, parks, pathways, transit centers, and other public spaces. The program 
aims to enhance, rehabilitate, restore, or install measures to beautify and 
improve these public spaces. 

• Improve Public Health and Community Placemaking: The program seeks to
enhance public health, cultural connection, and community placemaking by
improving public spaces for walking and recreation. By investing in the
improvement of these spaces, it aims to create a positive and welcoming
environment for the community.

• Promote Equity for Underserved Communities: The program places a strong
emphasis on advancing equity for underserved communities.

• Support Sustainable Practices: The program encourages the implementation
of sustainable practices in the beautification and enhancement of public
spaces. This includes greening efforts, such as providing shade and reducing
the urban heat island effect, as well as using native, low-water plants.

• Engage Local Communities: The program promotes community engagement
by requiring project proposals to reflect community priorities. It encourages the
involvement of local communities in the development and selection of projects
to ensure they meet the needs and preferences of the affected population.

METRO’s Rapid Corridors Project, funded through a separate Caltrans 
Sustainable Transportation Planning Grant, identified opportunities for pedestrian, 
bus stop and transit priority improvements aimed at improving the convenience, 
access, and reliability of METRO’s core service. The study identified missing 
amenities at bus stops (69% without shelters and 31% without benches), improper 
location (53% of stops are mid-block or near sided), lack of protected crosswalks 
near stops, discontinuous sidewalks and signal coordination issues.   
The proposed project will install 23 bus shelters, 23 benches, and 18 trashcans at 
various bus stops in METRO’s service area. These improvements will align with 
the program’s objectives and address challenges related to waste management, 
and aesthetic appeal.   
Bus shelters proposed in the above locations will provide a covered area that 
protects passengers from rain, extreme heat, and other weather conditions, 
making waiting for buses more comfortable. Providing shelter encourages more 
people to use public transit, as passengers are more willing to wait for buses when 
they have protection from the elements. Furthermore, shelters often include 
schedules, maps, and route information, helping passengers make informed 
decisions about their journeys. Shelters also make transit stops more visible, 
helping bus drivers identify stops and ensuring that passengers know where to 
wait.  
The proposed benches will accommodate passengers with mobility challenges, 
seniors, and people with disabilities, ensuring everyone can access public transit 
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comfortably. Comfortable seating reduces perceived wait times, making transit 
more appealing and encouraging ridership.  
Furthermore, trashcans proposed in these locations will help maintain cleanliness 
at transit stops by providing a designated place for passengers to dispose of their 
waste. Proper waste disposal enhances the appearance of transit stops and their 
surroundings, creating a positive image for the transit system. In addition, well-
maintained transit stops with trashcans contribute to healthier environments by 
preventing litter buildup and potential health hazards. Regular trash collection 
ensures that transit stops remain free of clutter, allowing transit personnel to focus 
on service rather than cleanup.  
Caltrans requires that grant awardees authorize a resolution to accept the grant 
and relevant grant conditions. Staff recommends that the Board adopt a resolution 
designating the CEO/General Manager as the Authorized Agent to execute all 
required documents to claim funds awarded through the FY23-24 Caltrans Clean 
California Transit Program. 

IV. STRATEGIC PLAN PRIORITIES ALIGNMENT
The actions taken in this report align with the following Strategic Priorities:
• Service Quality and Delivery
• Strategic Alliances and Community Outreach
• Financial Stability, Stewardship & Accountability

V. FINANCIAL CONSIDERATIONS/IMPACT
METRO would receive $508,000 in grants from Caltrans FY23-24 Clean California
Transit Program to fund the procurement and installation of 23 bus shelters, 23
bus benches and 18 trash cans. There is no local match.

VI. ALTERNATIVES CONSIDERED
Do not receive the FY23-24 Caltrans Clean California award. Staff does not
recommend this alternative because METRO would lose critically needed revenue
to improve bus stop amenities and cleanliness.

VII. ATTACHMENTS
Attachment A: Authorizing Resolution 

Prepared by: John Urgo, Planning and Development Director 
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Resolution No.  
On the Motion of Director:   
Duly Seconded by Director:   

 The Following Resolution is Adopted: 

RESOLUTION OF THE BOARD OF DIRECTORS OF THE  
SANTA CRUZ METROPOLITAN TRANSIT DISTRICT (METRO) 

AUTHORIZING THE CEO/GENERAL MANAGER TO EXECUTE AGREEMENTS WITH THE 
CALIFORNIA DEPARTMENT OF TRANSPORTATION FOR THE  
SANTA CRUZ METRO BUS STOP IMPROVEMENT PROJECT 

WHEREAS, the Board of Directors of the Santa Cruz Metropolitan Transit District 
(METRO) is eligible to receive State Funding for certain transportation related work 
through the California Department of Transportation; and, 

WHEREAS, a Restricted Grant Agreement is needed to be executed with the 
California Department of Transportation before such funds can be claimed through the 
Clean California Transit Grant Program; and, 

WHEREAS, the California Department of Transportation has awarded METRO 
$508,000 in funding for the Santa Cruz METRO Bus Stop Improvement Program; and 

WHEREAS, METRO wishes to delegate authorization to execute these 
agreements and any amendments thereto to Michael Tree, CEO/General Manager.  

NOW, THEREFORE, BE IT RESOLVED by the Board of Directors of METRO, 
authorize Michael Tree, CEO/General Manager to execute all Restricted Grant 
Agreements and any amendments thereto with the California Department of 
Transportation. 

PASSED AND ADOPTED by the Board of Directors of the Santa Cruz 
Metropolitan Transit District this 15th Day of December 2023 by the following vote: 

AYES: Directors -  

NOES: Directors - 

ABSTAIN: Directors - 

ABSENT: Directors - 

APPROVED: 

      _____________________________ 
 Shebreh Kalantari-Johnson, Chair  
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Resolution # _______________ 
Page 2 of 2 

ATTEST: 

________________________________ 
Michael Tree 
CEO/General Manager 

APPROVED AS TO FORM: 

Julie Sherman 
General Counsel 

Attachment A

8.7A.2



 

DATE: December 15, 2023  

TO: Board of Directors 

FROM: Chuck Farmer, Chief Financial Officer 

SUBJECT: ACCEPT AND FILE THE YEAR-TO-DATE KEY PERFORMANCE INDICATORS 
(KPI) REPORT FOR QUARTER ONE AS OF SEPTEMBER 30, 2023 

I. RECOMMENDED ACTION 

That the Board of Directors accept and file the Year-to-Date Quarterly KPI Report 
as of September 30, 2023  

II. SUMMARY 

• Santa Cruz Metropolitan Transit District (METRO) has established five categories of 
common Key Performance Indicators (KPIs) which are prepared quarterly in order to 
inform the Board of Directors regarding METRO’s financial and operational 
performance. 

• This staff report is the web-accessible companion document to the attached 
PowerPoint presentation titled “Key Performance Indicators (KPI) Report for 1st 
Quarter through September 30, 2023” 

• Staff recommend that the Board of Directors accept and file the attached report. 

III. DISCUSSION/BACKGROUND 

METRO has established five categories of common Key Performance Indicators (KPIs) 
to ensure that the organization is constantly monitoring and improving its performance. 
The KPIs are a set of quantifiable measures that the District can utilize to gauge its 
performance and determine if it is meeting its strategic and operational goals.  
Additionally, these metrics allow METRO to make data-driven decisions and work towards 
achieving its objectives by leveraging verified and carefully analyzed data, ultimately 
providing improved service to the community.  
Financial Performance KPIs evaluate how efficiently agencies use resources to meet 
transit demand within their budget constraints. Financial Performance measures are the 
most widely used measures for transit agencies, due in part to National Transit Database 
(NTD) reporting requirements, which require transit agencies to annually report data on 
measures such as Farebox Recovery Ratio and Cost per Revenue Service Hour.  
Productivity KPIs provide valuable insights regarding type of ridership (Fixed Route, 
Commuter, Student), locations (UCSC, Intercity, Highway 17, Local, Rural), route 
productivity (riders per hour by route), as well as seasonal fluctuations in ridership and 
routes. 

  

Santa Cruz Metropolitan 
Transit District 
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Q1 FY24 KPI Report 

Risk Management & Safety KPIs track and determine progress on specific objectives 
and evaluate protocols. Safety performance is commonly tracked at transit agencies for 
NTD reporting and OSHA requirements.  Traffic accidents are broken down into different 
categories such as location (loading zones, intersections, etc.), moving objects (bicycles, 
vehicles, etc.), or stationary objects. Passenger Incidents report when the incident 
occurred (boarding the bus, on board the bus, or descending the bus). 
Reliability KPIs assess the quality of the agency’s vehicles and help fleet maintenance 
staff to run the department as efficiently as possible.  The mean distance between 
chargeable road calls is a transit industry standard that measures the mechanical 
reliability of an agency's fleet by tracking the mean distance between bus breakdowns or 
failures. It is an important measure of the success of the agency’s maintenance 
department and the investment in newer buses, which are less prone to maintenance 
issues.     
Dependability KPIs evaluate the quality of a passenger’s day-to-day experiences using 
transit, such as service reliability. In addition, they allow agencies to pinpoint the key 
reasons behind cancelled trips (lack of drivers, road calls, traffic accidents, or traffic 
congestion) and embark on corrective actions.  
Below are the written explanations of the various charts and graphs in the attached Key 
Performance Indicators (KPI) Report for 1st Quarter through September 30, 2023. 
Slide 1 
(Cover) Key Performance Indicators (KPI) Report for 1st Quarter through September 30, 
2023 
Slide 2 
Overview of Today’s Presentation 

• Financial Performance 
o System Farebox Recovery Ratio 
o Fixed Route & Commuter Cost / Revenue Service Hours 
o ParaCruz Cost / Trip  

• Productivity 
o Total Ridership and Total Ridership / Hour  
o USCS, Cabrillo, Highway 17, & Local Ridership  
o Passengers /Revenue Service Hours by Route 

• Risk Management & Safety 
o Traffic Accidents 
o Passenger Incidents 

• Reliability 
o Mean Miles between Chargeable Road Calls for Fixed Route, Highway 17, 

& ParaCruz 
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• Dependability 
o Cancelled Trips by Cause & Region 
o Pass-Ups for Fixed Route, UCSC by Quarter, and Year to Date Pass-Ups 

by Route 
Slide 3 
(Cover) Financial Performance KPI’s 
Slide 4 
System Farebox Recovery Ratio 

• Q1 FY24 Farebox Recovery is 16.8%, a year-over-year decline of 0.8% primarily due 
to Youth Free Fares; 2.5% lower than target and 1.8% lower than Q4 FY23 

• The Farebox Recovery Target of 19.4% is based on the average actuals from FY19, 
FY22, FY23 (excludes FY20/FY21 due to COVID impact) 

Slide 5 
Fixed Route & Commuter Cost per Revenue Service Hour (RSH) 

• Q1 FY24 Cost per RSH is $275, modest increase ($7) over last year’s Q1 costs, and 
$19 higher than average due to higher labor costs and marketing costs related to the 
Reimagine Metro campaign 

• Revenue Service Hours increased 3.4% and Fixed Route costs had a increase of 
6.4% when compared to the same time period FY23 

• The Fixed Route/Commuter cost per RSH average of $256 is based on the average 
actuals from FY19, FY22, FY23 (excludes FY20/FY21 due to COVID impact) 

 Slide 6 
ParaCruz Cost per Trip 

• Q1 FY24 Cost per Trip is $70, a year-over-year improvement of $21, and $11 lower 
than average due to due to savings in labor costs, that were only partially offset by 
facility leasing costs 

• Trips delivered increased 35.4% and costs increased 3.8% when compared to the 
same time period FY23 

• The ParaCruz Cost per Trip average of $81 is based on the average actuals from 
FY19, FY22, FY23 (excludes FY20/FY21 due to COVID impact) 

Slide 7 
(Cover) Productivity KPI’s 
Slide 8 
Total Ridership and Total Ridership per Hour (RPH) 

• A 0.1% decrease in ridership in local, non-student ridership service 
  

8.8.3



Board of Directors 
December 15, 2023 
Page 4 of 10 
 
 

Q1 FY24 KPI Report 

• A 1.2% increase in Student ridership 

• A 5.0% increase in Highway 17 ridership 

• The Quarterly Ridership Target is based on the average quarterly actuals from FY19, 
FY22, FY23 (excludes FY20/FY21 due to COVID impact) 

• UCSC ridership decreased 7.0% over Q1 of FY23. 

• Cabrillo ridership increased 85.1% 

• The Quarterly RPH Target is based on the average quarterly actuals from FY19, FY22, 
FY23 (excludes FY20/FY21 due to COVID impact) 

Slide 9 
UCSC Ridership  

• Q1 Ridership decreased 7.0% due to five fewer days of instruction this quarter. 
However, average daily UCSC ridership was 29.6% higher for the two days of 
instruction this quarter. 

• The Quarterly Ridership Target is based on the average quarterly actuals from FY19, 
FY22, FY23 (excludes FY20/FY21 due to COVID impact) 

Slide 10 
Cabrillo College Ridership 

• Q1 Ridership increased 85.1% due to 7.9% increase in total student enrollment. There 
was a 9.1% increase in full-time student enrollment and a 7.3% increase in part-time 
enrollment 

• The Quarterly Ridership Target is based on the average quarterly actuals from FY19, 
FY22, FY23 (excludes FY20/FY21 due to COVID impact)  

Slide 11 
Highway 17 Ridership 

• Q1 Ridership decreased 5.0% primarily due to due to a 7.6% decrease in average 
weekday boardings. Average weekend boardings actually increased 3.1%. The 
decline in boardings on weekdays indicates that Hwy 17 riders commuting to work 
and school are taking less trips on the Highway 17 service. 

• The Quarterly Ridership Target is based on the average quarterly actuals from FY19, 
FY22, FY23 (excludes FY20/FY21 due to COVID impact)  

Slide 12 
Local Ridership 

• Q1 Ridership increased 0.1% due to a 7.0% increase in scheduled weekend service 
with additional service operated on routes 18, 19, and 35 

• The Quarterly Ridership Target is based on the average quarterly actuals from FY19, 
FY22, FY23 (excludes FY20/FY21 due to COVID impact) 

8.8.4



Board of Directors 
December 15, 2023 
Page 5 of 10 
 
 

Q1 FY24 KPI Report 

Slide 13 
YTD FY23 Passengers/Service Hours by Route 

• Total Passengers/Service Hours are 68.3 for Q1 FY24 

• Combined UCSC Passengers/Service Hours were 23.1 

• Combined Intercity Passengers/Service Hours were 15.5 

• Combined Local Passengers/Service Hours were 10.2 

• Combined Rural Passengers/Service Hours were 10.9 

• Combined Highway 17 Passengers/Service Hours were 8.6 
Slide 14 
(Cover) Risk Management & Safety KPI’s 
Slide 15 
Traffic Accidents 

• Total Traffic Accidents in Q1 FY24 decreased by 8 (35%) over Q4 FY23 and increased 
by 11 (55%) from a year ago, Q1 FY23 

• Collisions with Other Vehicles (between intersections) for Q1 FY24 decreased by 1 
(20%) over Q4 FY23 and increased by 1 (20%) from a year ago, Q1 FY23 

• Collisions with Other Vehicles (loading zone) for Q1 FY24 decreased by 3 (100%) 
over Q4 FY23 and is flat to Q4 FY23 

• Other Collisions for Q1 FY24 decreased by 3 (100%) over Q4 FY23 and increased by 
1 (50%) from a year ago, Q1 FY23 

• Metro average of 80 is based on pre-pandemic 3-year average (FY19, FY22, FY23) 

• Quarterly categories are only reported if any reporting/presented quarter has 3 or 
more incidents. 

• The YTD total is all incidents (Collisions between/at intersections, fixed object, rear 
end, and other collisions, along with collisions between District vehicles) 

Slide 16 
Passenger Incidents  

• Safety, Fleet Maintenance, and Information Technology departments are collaborating 
to identify further methods to reduce the number of incidents. 

• Most boarding incidents occur when the passengers are using cell phones, not paying 
attention, or sleeping. 

• Full Year Ridership numbers are 2,775,283 and 3,275,802 for FY22 and FY23, 
respectively, with 631,295 YTD in FY24 

• Metro Average of 128 is based on pre-pandemic 3-year average (FY19, FY22, FY23) 
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Slide 17 
(Cover) Reliability KPI’s 
Slide 18 
Mean Miles between Chargeable Road calls – Fixed Route (Local) 

• Q1 FY24 mileage between calls decreased by 11,079 and road calls increased by 5 
compared to the same time period in FY23 

• Chargeable road calls in Q1 FY24 are 12 in July, 11 in August, 12 in September 

• The current target of 51,529 and is based off a 3-year monthly average from FY21-
FY23, times three to get to a quarterly number 

Slide 19 
Mean Miles between Chargeable Road calls – Highway 17 

• Q1 FY24 mileage between calls decreased by 31,961 and road calls increased by 3 
compared to the same time period in FY23 

• Chargeable road calls in Q1 FY24 are 4 in July, 2 in August, and 4 in September 

• The current target of 63,729 and is based off a 3-year monthly average from FY21-
FY23, times three to get to a quarterly number 

Slide 20 
Mean Miles between Chargeable Road calls – ParaCruz 

• Q1 FY24 mileage between calls decreased by 23,718 and road calls were 4, with no 
variance when compared to the same time period in FY23 

• In Q1 FY24 chargeable road calls were zero in July, 1 in August, and 3 in September 

• The current target of 96,144 and is based off a 3-year monthly average from FY21-
FY23, times three to get to a quarterly number 

Slide 21 
(Cover) Dependability KPI’s 
Slide 22 
Cancelled Trips by Cause & Region 

• There were no cancelled trips in Q1 FY24 

• Full year average of 288 is based on the average of FY19, FY22, FY23 (excludes 
FY20/FY21 due to COVID impact) 

Slide 23 
Pass-Ups by Quarter/Reason – Fixed Route 

• In Q1 FY24, total pass-ups were 231, which is 202 (46.7%) lower when compared to 
Q1 FY23 
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• July had a decrease of 54 pass-ups (37.5%), August had a decrease of 60 (44.1%), 
and September had a decrease of 88 (57.5%) when compared to the same time period 
as FY23 

• 31.6% of Year-to-Date total pass-ups are caused by full bus capacity, followed by 
26.0% of Other, which covers a wide range of issues (such as Surfboards, No Shoes, 
Smoking/Vaping, and Hygiene to name a few), and 13.9% due to 
Intoxicated/Belligerent/Biohazard 

Slide 24 
Pass-Ups by Quarter/Reason – UCSC 

• In Q1 FY24, total pass-ups were 77, which is 826 (91.5%) lower when compared to 
Q1 FY23 

• July had an increase of 1 pass-ups (11.1%), August had a decrease of 65 (98.5%), 
and September had a decrease of 762 (92.0%) when compared to the same time 
period as FY23 

• 76.6% of Year-to-Date total pass-ups are caused by full bus capacity, followed by 
11.7% caused by riders being Away from Stop/Curb 

Slide 25 
YTD FY23 Pass-Ups by Route 

• YTD Pass-ups total 308 for all routes 

• UCSC Routes comprised 77 (25.0%), of which 76.6% were due to full bus capacity 

• Highway 17 Routes comprised 23 (7.5%), of which 34.8% were due 
Intoxicated/Biohazard or various misc. issues 

• Local Routes comprised 29 (9.4%), 44.8% were due to Intoxicated/Biohazard 

• Intercity Routes comprised 137 (44.5%), of which 32.1% were due to various misc. 
issues 

• Rural Routes comprised 42 (13.6%), of which 35.7% were due to full bus capacity 
Slide 26 
(Cover) Questions? 
Slide 27 thru Slide 29 
KPI Metric Descriptions & Importance 
Financial Performance 
The Farebox Recovery Ratio represents the passenger fares (Fixed Route and 
Commuter) coverage of Metro's agency costs; this provides insight to the amount of non-
passenger revenue (subsidy) needed to cover costs. Additionally, it allows the agency to 
compare cost-effectiveness within its own service.   
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Fixed Route and Commuter Cost per Revenue Service Hour (RSH) along with the 
ParaCruz Cost per Trip depict the cost per hour of service/trip.  By effectively tracking and 
minimizing costs, this measurement ensures efficient delivery of transit services. 
Data presented is by Quarter, for the current and past two fiscal years. 
Productivity 
Total Ridership and Ridership per hour are measures of productivity. The metrics depict 
seasonal fluctuations in ridership related to holidays, school terms, and other changes. 
Student ridership, historically a large portion of METRO’s total ridership, shows changes 
in student enrollment and seasonal trends can be seen year over year. 
Highway 17 demonstrates METRO’s commuter ridership, connecting Santa Cruz to San 
Jose. 
Local Ridership excludes student and commuter routes and reflects all other routes within 
the county. 
Passengers per Revenue Service Hour (RSH) depicts the productivity of each route. This 
ratio brings the true productivity of each route to scale and can stimulate discussions 
about frequency of service in urban and semi-urban areas of the county versus 
geographic coverage. 
Data presented is by Quarter, for the current and past two fiscal years. 
Risk Management & Safety 
Traffic Accidents are broken down into different categories: Collisions between 
intersections, at the intersection, with fixed objects, with other district vehicles 
Passenger Incidents happen with METRO passengers either while boarding a bus, on 
board a bus, or alighting (descending) a bus.  
Data presented is by Quarter, for the current quarter, previous quarter, and the current 
quarter for the last fiscal year. 
Quarterly categories are only reported if any reporting/presented quarter has 3 or more 
incidents.   
The YTD total is all incidents (Collisions between/at intersections, fixed object and rear 
end collisions, along with collisions between District vehicles) 
Reliability 
Any a mechanical failure that impedes the vehicle from starting or completing a scheduled 
revenue trip because actual movement is limited, or there are safety concerns are used 
to calculate the Mean Miles Between Chargeable Road Call. 
The metric is calculated using the number of miles for the month divided by the number 
of chargeable road calls for each service type (Fixed Route, Commuter, and ParaCruz).  
Data presented is by Quarter, for the current and past two fiscal years. 
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Dependability 
Cancelled Trips are presented by Region and Cause for the current quarter and total for 
three years. 
Pass-Ups occur when a bus operator must leave behind a passenger for a variety of 
reasons: No Fare, Exceeds Capacity Load (Full Bus), Intoxicated/Belligerent/Biohazard, 
No Mask, and All Other.   
Pass-Ups data are presented by Quarter, for the current and past two fiscal years for both 
Fixed Route and UCSC along with a YTD presentation of Routes with 10 or more Pass-
Ups. 
Slide 30 
Historical Metrics for the past five years and the current year-to-date 

IV. STRATEGIC PLAN PRIORITIES ALIGNMENT 

This report pertains to METRO’s Financial Stability, Stewardship & Accountability and 
assist in management’s effort for continuous improvement of the performance of the 
agency.   

V. FINANCIAL CONSIDERATIONS/IMPACT 

None 

VI. CHANGES FROM COMMITTEE 

N/A 

VII. ALTERNATIVES CONSIDERED 

There are no alternatives to consider, as this is an accept and file KPI Report as of 
September 30, 2023 

VIII. ATTACHMENTS 

Attachment A: KPI Presentation as of September 30, 2023 

Prepared by:  Cathy L. Downes, Sr. Financial Analyst  
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DATE: 

TO: 

FROM: 

December 15, 2023 

Board of Directors 

John Urgo, Planning and Development Director

SUBJECT: CONSIDER A RESOLUTION DESIGNATING THE CEO/GENERAL 
MANAGER AS THE AUTHORIZED AGENT TO EXECUTE ALL 
REQUIRED DOCUMENTS TO CLAIM FUNDS AWARDED THROUGH 
THE REGIONAL EARLY ACTION PLANNING GRANTS OF 2021 (REAP 
2.0) REGIONAL COMPETITIVE GRANT PROGRAM   

I. RECOMMENDED ACTION

That the Board of Directors adopt a resolution designating the CEO/General
Manager as the authorized agent to execute all required documents to claim
funds awarded through the REAP 2.0 Program

II. SUMMARY

• In August 2023, Santa Cruz Metropolitan Transit District (METRO) staff
submitted an application to the Caltrans Clean California Transit Program to
fund the Santa Cruz METRO Bus Stop Improvement Project (Project).

• The Project will install 23 bus shelters, 23 benches, and 18 trashcans at various
bus stops in the METRO service area. These improvements will align with the
funding program's objectives and address challenges related to waste
management and aesthetic appeal.

• In October 2023, METRO received notification from Caltrans that it was a
recipient of program funds in the amount of $508,000.

• METRO’s Board of Directors (Board) must approve the restricted grant
agreement to accept and use these grant funds.

• Staff recommends that the Board adopt a resolution (Attachment A) designating
the CEO as the Authorized Agent to execute all required documents to claim
funds awarded through the FY23-24 Caltrans Clean California Transit Program.

III. DISCUSSION/BACKGROUND

The Regional Early Action Planning Grants of 2021 (REAP 2.0) provides funds to
regional governments to accelerate housing production and facilitate compliance
with the 6th Cycle of the housing element, including regional housing need
allocations. In addition, REAP 2.0 is specifically designed to provide Metropolitan
Planning Organizations (MPO) and other Eligible Entities with tools and resources
to help implement and advance plans, primarily including Sustainable

Santa Cruz Metropolitan 
Transit District 
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REAP 2.0 Grant Program 

Communities Strategies (SCS) as part of Regional Transportation Plans to pursue 
greenhouse gas emission reduction targets through land use and transportation 
changes. The major REAP 2.0 objectives are: 

• Accelerating Infill Development that Facilitates Housing Supply, Choice, and 
Affordability 

• Affirmatively Furthering Fair Housing 
• Reducing Vehicle Miles Traveled 
On June 15, 2023, the Association of Monterey Bay Area Governments (AMBAG) 
issued a Notice of Funding Availability (NOFA) for the Regional Early Action 
Planning 2.0 Grant (REAP 2.0) suballocation programs. Applications for RCGP 
were due from eligible entities for qualifying projects on August 30, 2023. 
The Santa Cruz Metropolitan Transit District (METRO) submitted an application for 
$2 million to fund predevelopment costs for the Watsonville Transit Center – Infill 
Transit Oriented Development project. The project will construct 65 deed restricted 
affordable units in a 100% affordable development above the Watsonville transit 
center in downtown Watsonville. The project will also fund station retrofitting costs 
to improve transit connections to Santa Cruz, including accommodating new zero-
emission buses. 27 units will be extremely low income, and 38 units will be for very 
low income individuals. 
On November 8th, METRO was notified by AMBAG that its project was 
recommended for full funding and received the highest score of all submitted 
projects. The $2 million will join $8 million in funding awarded to METRO in April of 
this year from the Cycle 6 Transit and Intercity Rail Capital Program (TIRCP). Total 
project costs are estimated to be $60 million. 
The California Department of Housing and Community Development (HCD) 
requires that grant awardees authorize a resolution to accept the grant and 
relevant grant conditions. Staff recommends that the Board adopt a resolution 
designating the CEO as the Authorized Agent to execute all required documents 
to claim funds awarded through the REAP 2.0 Program. 

IV. STRATEGIC PLAN PRIORITIES ALIGNMENT 

The actions taken in this report align with the following Strategic Priorities: 
• Service Quality and Delivery 
• Strategic Alliances and Community Outreach 
• Financial Stability, Stewardship & Accountability 

V. FINANCIAL CONSIDERATIONS/IMPACT 

METRO would receive $2,000,000 in grants from the REAP 2.0 Program to fund 
predevelopment costs related to the construction of the Watsonville Transit Center 
– Infill Transit Oriented Development Project. There is no local match requirement. 
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REAP 2.0 Grant Program 

VI. ALTERNATIVES CONSIDERED 

Do not receive the REAP 2.0 award. Staff does not recommend this alternative 
because METRO would lose critically needed revenue to support its goal of 
developing 175 units of affordable housing on METRO-owned property by the end 
of the decade. 

VII. ATTACHMENTS 

Attachment A: Authorizing Resolution  
 

Prepared by: John Urgo, Planning and Development Director   
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Resolution No.  
On the Motion of Director:   
Duly Seconded by Director:   

 The Following Resolution is Adopted: 

A RESOLUTION OF THE BOARD OF DIRECTORS OF THE 
SANTA CRUZ METROPOLITAN TRANSIT DISTRICT 

TO APPROVE ENTERING INTO AGREEMENTS FOR THE  
REGIONAL EARLY ACTION PLANNING GRANT 2.0 PROGRAM RECITALS 

WHEREAS the California Department of Housing and Community Development (HCD) is 
authorized to provide up to $510,000,000 to Metropolitan Planning Organizations and Councils of 
Government listed in Health and Safety Code Section 50515.08, subdivisions (a)(1)-(6) under the 
Regional Early Action Planning Grants Program (REAP 2.0), as detailed in Health and Safety 
Code Section 50515.08-10.  

WHEREAS the State of California Department of Housing and Community Development 
(HCD) issued a Notice of Funding Availability on July 26, 2022 for REAP 2.0 grants available to 
Metropolitan Planning Organizations and Councils of Government; 

WHEREAS the Association of Monterey Bay Area Governments (AMBAG) requested 
funds from HCD pursuant to Health and Safety Code Section 50515.08(c) to develop and 
accelerate the implementation of the requirements described in Health and Safety Code section 
50515.08(c)(1). 

WHEREAS HCD approved AMBAG’s Request for Funds, subject to the terms and 
conditions of Eligibility, Guidelines, NOFAs, Program requirements, and the Standard Agreement 
by and between HCD and AMBAG; 

WHEREAS AMBAG is authorized to suballocate REAP 2.0 funds to eligible applicants in 
the AMBAG region and will administer the REAP 2.0 grant program and provide oversight of the 
grant program in the AMBAG region; 

WHEREAS AMBAG developed a suballocation program in cooperation with HCD and 
eligible applicants in the AMBAG region, 

WHEREAS the AMBAG issued a Notice of Funding Availability for a REAP 2.0 
suballocation program for eligible applicants in the AMBAG region on June 15, 2023; 

WHEREAS, the Santa Cruz Metropolitan Transit District is eligible to submit a request for 
allocation for a portion of REAP 2.0 funds from AMBAG; and 
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WHEREAS, the amounts allocated to Santa Cruz Metropolitan Transit District will be 
based on the allocation method approved by HCD and AMBAG; and 

WHEREAS, AMBAG shall approve allocation requests subject to the terms and conditions 
of eligibility, guidelines, Notices of Funding Availability, and program requirements. 

THEREFORE, BE IT RESOLVED: 

1. The Santa Cruz Metropolitan Transit District is hereby authorized to accept an
allocation not to exceed $2,000,000 from the Association of Monterey Bay Area
Governments for REAP 2.0 grant funding, and

2. The Santa Cruz Metropolitan Transit District is hereby authorized to enter into
agreements and take further actions as may be necessary to give effect to this
resolution, such as executing amendments, memorandums of understanding, and
approving funding applications with the Association of Monterey Bay Area
Governments for REAP 2.0 grant funding.

PASSED AND ADOPTED by the Board of Directors of the Santa Cruz 
Metropolitan Transit District this 15th Day of December 2023 by the following vote: 

AYES: Directors -  

NOES: Directors - 

ABSTAIN: Directors - 

ABSENT: Directors - 

APPROVED: 

_________________ _______ 
SHEBREH KALANTARI-JOHNSON, Chair 

ATTEST: 

MICHAEL TREE, CEO/General Manager 

APPROVED AS TO FORM: 

JULIE SHERMAN,  General Counsel 
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DATE: December 15, 2023 

TO: Board of Directors 

FROM: Dawn Crummié, Human Resources Director 

SUBJECT: APPROVE REQUEST FOR AUTHORIZATION OF TWO (2) MARKETING 
SPECIALISTS IN THE MARKETING DEPARTMENT 

I. RECOMMENDED ACTION 

That the Board of Directors approve the request for authorization of two (2) 
Marketing Specialists in the Marketing Department  

II. SUMMARY 

• In order to address the needs of the Marketing Department, staff have 
determined the need for two (2) Marketing Specialist positions.  

• On October 25, 2023, Service Employees International Union Local 521 (SEIU) 
and Human Resources (HR) staff agreed to the creation of Marketing Specialist 
to better address the needs of the Santa Cruz Metropolitan Transit District 
(METRO). 

• METRO contracted with Koff & Associates (hereinafter “K&A”) to conduct a total 
classification and compensation study. 

• HR staff worked with K&A to create the Marketing Specialist position 
description and its wage scale. 

• On November 28, 2023, HR staff presented the classification and 
compensation study to SEIU. SEIU is in agreement with the findings and this 
recommendation. 

• Staff is recommending Board approval to create the two (2) Marketing 
Specialist positions.  

• On December 8, 2023, staff requested that the Personnel/HR Standing 
Committee (Committee) review and recommend the full Board of Directors 
approve these positions. The Committee voted unanimously to recommend 
approval to the full Board of Directors (Board) with no additions. 

III. DISCUSSION/BACKGROUND 

In order to address the needs of the department, a Marketing Specialist position 
was created through a total classification and compensation study performed by 
K&A. This position will perform a variety of marketing, public outreach and 
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Marketing Specialist 

education, and/or communications support duties, including creating content, 
basic graphic design, event coordination, and community engagement.  
Human Resources staff have worked with Koff & Associates, an outside agency, 
to create a new Marketing Specialist position job description and corresponding 
wage scale.  Upon approval, an open recruitment will be undertaken to fill these 
two (2) positions. 
Koff & Associates presented a Total Compensation Study which reflected the 
comparison agency salaries and benefits.  The ten established labor market 
comparable agencies were:  

• Alameda- Contra Costa Transit District
• Central Contra Costa County Transit Authority
• City of Santa Cruz
• County of Santa Cruz
• Golden Gate Bridge, Highway and Transportation District
• Monterey- Salinas Transit District
• Riverside Transit Agency
• San Joaquin Regional Transit District
• Santa Barbara Metropolitan Transit District
• Santa Clara Valley Transportation Authority
Going forward, staff has determined that METRO is in need of two (2) Marketing 
Specialists who, under general supervision, develops, coordinates, and 
implements public information, communications, and/or outreach programs, 
projects, strategies, and activities in support of Santa Cruz METRO services, 
programs/campaigns, and events; creates and ensures accuracy of marketing and 
informational materials; and performs related work as required. 
Staff requests that the Board of Directors approve the addition of two (2) Marketing 
Specialist positions. 

IV. STRATEGIC PLAN PRIORITIES ALIGNMENT

This report ties to the following strategic priorities:

• Service Quality and Delivery
• Employee Engagement: Attract, Retain and Develop
• Strategic Alliances and Community Outreach

V. FINANCIAL CONSIDERATIONS/IMPACT

The adoption of the recommendations contained in this report will require $130K
in FY24 and $157K in FY25. The funding will be included in the Revised FY24
and FY25 Operating Budget and presented to the Board in 2024.
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VI. ALTERNATIVES CONSIDERED

• Doing nothing is an alternative. Staff does not recommend this option. This
position meets the needs of METRO.

• Reject the suggested classification and wage survey. Staff does not
recommend this action since the new class specification and its wage survey
were researched and developed based on the developing needs of METRO.

VII. ATTACHMENTS

Attachment A: Marketing Specialist Job Description 
Attachment B: Marketing Specialist Wage Scale 

Prepared by: Danielle Glagola, Marketing, Communications and Customer 
Service Director and Monik Delfin, Deputy HR Director 
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           HUMAN RESOURCES DEPARTMENT 
Santa Cruz METRO 

Class Code: PP111 

FLSA Status: Non-exempt 

Marketing Specialist 
Bargaining Unit: SEIU- SEA 

DEFINITION: 

Under general supervision, a Marketing Specialist develops, coordinates, and implements public 

information, communications, and/or outreach programs, projects, strategies, and activities in support 

of Santa Cruz METRO services, programs/campaigns, and events; creates and ensures accuracy of 

marketing and informational materials; and performs related work as required.  

DISTINGUISHING CHARACTERISTICS: 

Marketing Specialist is a journey-level classification responsible for performing a variety of marketing, 

public outreach and education, and/or communications support duties, including creating content, basic 

graphic design, event coordination, and community engagement. Positions at this level exercise judgment 

and initiative in their assigned tasks, receive only occasional instruction or assistance as new or unusual 

situations arise, and are fully aware of the operating procedures and policies of the work unit.   

EXAMPLES OF DUTIES AND RESPONSIBILITIES: 

The duties listed below represent the various types of work that may be performed. The omission of specific 
statements of duties does not exclude them if the work is related or a logical assignment to this class. 

 Plans, organizes, and coordinates Santa Cruz METRO’s marketing, community outreach and
liaison, public information and education, and communications and graphic design programs,
projects, strategies, and activities.

 Monitors and tracks progression of projects and programs from initial planning through
completion to ensure timely completion.

 Develops and maintains relationships with various internal and external stakeholders and
community partners throughout Santa Cruz County including business, civic, and educational
organizations, homeowner/community associations, transit-user groups, and area boards and
commissions; assists in establishing contacts with media outlets; represents Santa Cruz METRO
before various public and private sector organizations; schedules meetings as needed.

 Researches and collects data from various sources such as interviews with riders,
representatives, community partners, organizations, and employees.

 Provides information via presentation, phone, or written communication on marketing,
community outreach, and public information and education events and campaigns to various
stakeholder groups.

 Coordinates with other Santa Cruz METRO departments such as marketing, planning, fleet,
fixed-route operations, paratransit operations, human resources, and customer service to
implement programs, projects, strategies, and events.

 Plans and creates graphic designs and artwork for marketing, engagement, education, and
informational materials; takes and edits photos and videos; assists in designing and redesigning
publication and site layouts.
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           HUMAN RESOURCES DEPARTMENT 
Santa Cruz METRO 

 Writes and edits materials such as Santa Cruz METRO’s quarterly publication (Headways),
advertisements, news releases, brochures, pamphlets, newsletters, flyers, postcards, campaigns,
internal communications, alerts, reports, and other marketing and informational materials.

 Creates content for, posts on, and uploads photos/artwork to Santa Cruz METRO’s websites,
internal and external blogs, and organic and paid social media sites; assists in creating and
updating web ads and web design and backend web updates.

 Plans and coordinates various internal and external events including developing and
coordinating schedules, staffing, logistics, and resources; oversees and directs staff and logistics
before, during, and after events.

 Creates and maintains calendars of campaigns, events, and related program activities.
 Coordinates placement of paid advertisements on behalf of Santa Cruz METRO and on Santa

Cruz METRO’s buses and at bus stops; evaluates effectiveness of advertisements and provides
recommendations on changes to the supervisor.

 Organizes, orders, tracks, maintains all marketing orders, materials, invoices and services and
tracks all budget expenditures for the marketing department

 Transports materials and supplies to and from sites; manages marketing inventory.
 Assists in preparing contracts and negotiating scope of services, costs/budget, and timeline for

professional/consultant services and/or event spaces; manages vendor/consultant
performance; monitors contracts for compliance with Santa Cruz METRO policies.

 Prepares printing and production specifications for print vendors; places orders and expedites
deliveries as needed.

 Verifies and reviews materials and publications for completeness and conformance with
established procedures; ensures materials and publications are accurate and current.

 Drives a Santa Cruz METRO vehicle to perform assignments.
 Performs related work as required.

EMPLOYMENT STANDARDS: 

Knowledge of: 

 Concepts, practices, procedures, methods, and techniques used in planning, coordinating, and
implementing marketing, community outreach and liaison, public information and education, and
communications and graphic design programs, projects, strategies, and activities for internal and
external audiences.

 Writing and editing techniques including content development, elements of persuasive writing
and argument, preparation and editing of publications, and newspaper style and format.

 Basic principles and practices of graphic design, layout, and print production, including an
understanding of design concepts and applications and appropriate use and presentation of
graphics, photographs, and videos.

 Public speaking techniques and practices.

 Applicable federal, state, and local laws, codes, regulations, technical processes, and procedures
related to the program to which assigned.

 Methods of maintaining information in digital or hard copy files.

 Technical methods of researching, gathering, organizing, and reporting data.

 Methods of prioritizing, planning, and organizing work.

 Time management techniques.

 Techniques for providing a high level of customer service by effectively dealing with the public,
vendors, community partners and individuals of various ages, socio-economic, and ethnic groups.
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           HUMAN RESOURCES DEPARTMENT 
Santa Cruz METRO 

 Modern office practices, equipment, and communication tools used for business functions and
program, project, and task coordination, including computers and software programs relevant to
work performed.

Ability to: 

 Plan, organize, and coordinate marketing, community outreach and liaison, public information
and education, and/or communications and graphic design programs, projects, strategies, and
activities.

 Communicate clearly and concisely, both orally and in writing, using appropriate English grammar
and syntax.

 Design, write, prepare, produce, and deliver accurate and effective communications.

 Compose correspondence, reports, and other written materials independently or from brief
instructions.

 Create graphic designs and artwork.

 Learn and understand the organization and operation of Santa Cruz METRO and of outside
agencies as necessary to assume assigned responsibilities.

 Gather, record, and summarize data in a variety of formats.

 Maintain records with accuracy and attention to detail.

 Adhere to established work schedules and timelines.

 Work independently.

 Balance multiple assignments simultaneously and effectively.

 Work and interact with the public, vendors, community partners and individuals of various ages,
socio-economic, and ethnic groups.

 Maintain a calm demeanor in stressful situations.

 Safely operate a vehicle to perform assignments.

 Effectively use computer systems, software applications relevant to work performed, and modern
business equipment to perform a variety of work tasks.

 Establish and maintain effective working relationships within the department and with other
divisions, departments, agencies, and the public.

MINIMUM QUALIFICATIONS: 

Any combination of experience and education that would likely provide the required knowledge and 
abilities is qualifying.  A typical way to obtain the knowledge and abilities would be:  

Education, Training, and Experience: 

Two (2) years of coursework from an accredited college in business administration, marketing, 

communications, public relations, or a related field. 

AND/OR 

Three (3) years of experience in advertising, marketing, public relations, events/outreach, customer 

service, or business-related areas. 

LICENSES AND CERTIFICATES: 

A valid California Driver’s License will be required at the time of appointment and throughout 
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           HUMAN RESOURCES DEPARTMENT 
Santa Cruz METRO 

employment. 

Must be able to obtain and maintain a current, valid California Class “C” Driver’s License. 

PHYSICAL AND MENTAL DEMANDS: 

The physical and mental demands described here are representative of those that must be met by 

employees to successfully perform the essential functions of this class.  Reasonable accommodations may 

be made to enable individuals with disabilities to perform the essential functions. 

Physical Demands 

While performing the duties of this job, the employee is frequently required to reach with hands and 

arms; walk, sit and stand; use finger dexterity; talk and hear, and use a keyboard.  Work often requires 

the repetitive use of both hands to grasp and feel objects, stooping at the waist, and standing.  Work may 

require lifting up to 30 pounds unaided.  Specific visual abilities required for this job include close vision, 

distance vision, the ability to see colors and shades, and the ability to perceive depth.  

Mental Demands  

While performing the duties of this job, an employee uses written and oral communication skills; reads 

and interprets data, information and documents; analyzes and solves problems; uses math and 

mathematical reasoning; performs highly detailed work; deals with multiple concurrent tasks; and 

interacts with others encountered in the course of work. 

Work Environment: 

The employee typically works in an office environment where the noise level is moderate.  The employee 

also works in a field environment with potential exposure to varied weather conditions, dust, fumes, and 

hazardous materials and where the noise level is loud. The employee will also ride METRO services 

including fixed-route and paratransit services and interact with riders. 

OTHER CONDITIONS OF EMPLOYMENT: 

 Must pass a requisite background check.

 May occasionally work extended hours or hours outside of the regular schedule including
weekends and some holidays.

*Adopted: 12-15-2023
*BOD Approved: 12-15-2023
*Revised: 00-00-0000
*Job Family: Marketing
* Job Series: Marketing Administrative Series
*Job Series Level: Journey
Class Code: PP111
FLSA Status: Non-Exempt
Bargaining Unit: SEIU-SEA
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Santa Cruz Metropolitan 
   Transit District 

DATE: 

TO: 

FROM: 

December 15, 2023  

Board of Directors  

Chuck Farmer, Chief Financial Officer, and Julie Sherman, General Counsel 

SUBJECT: RESOLUTION DECLARING CERTAIN PROPERTY EXEMPT SURPLUS 
LAND UNDER THE SURPLUS LAND ACT   

I. RECOMMENDED ACTION

That the Board of Directors of METRO adopt a resolution declaring the property at
333 Front Street, Santa Cruz CA exempt surplus land and direct staff to take
necessary actions to dispose of the Property in compliance with California
Government Code Section 54220 et. seq.

II. SUMMARY

METRO has determined that a portion of the real property containing the transit
center located between Front Street and Pacific Avenue is exempt surplus land
under the Surplus Land Act (California Government Code section 54220 et. seq.)
(the "Act"). METRO and the City of Santa Cruz ("City") have agreed to swap land
to enable the construction of a new Pacific Station North (the "Project"). The
property swap is necessary to create parcels in a configuration that will facilitate
the development of the Project. The property is "exempt surplus land" because it
is "surplus land that a local agency is exchanging for another property necessary
for the local agency's use," as described in Government Code Section
54221(f)(1)(C).

III. DISCUSSION/BACKGROUND

METRO, the City, and other project partners are planning the Project, known as
Pacific Station North Redevelopment, a transit-oriented redevelopment project
which will include the construction of a seven-story mixed use building with
affordable residences, ground floor commercial, and second floor office space on
property known as 333 & 423 Front Street.  The Project will also construct an new
transit center.

As part of the Project, METRO and the City have agreed to swap land to enable
the construction of the new station that will include updated design features and
passenger amenities. The parcel to be transferred from METRO to the City,
described as "Transfer Parcel 1," is approximately 16,965 square feet, and is
described and depicted on Exhibit 1  attached to the Resolution (the "Property").
In exchange, the City will convey to METRO the property identified on the exhibit
as "Transfer Parcel 2." The parties intend to complete a lot line adjustment to
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Resolution regarding Surplus Land Act findings 

achieve the proposed after condition as depicted on Exhibit 2 attached to the 
Resolution.  

Pursuant to the California Surplus Land Act (California Government Code section 
54220 et. seq.), the Board of Directors must declare property as either "surplus 
land" or "exempt surplus land" as supported by written findings, before the agency 
may take any action to dispose of it consistent with the agency's policies and 
procedures. Government Code Section 54221(f)(1)(C) defines "exempt surplus 
land" to include "surplus land that a local agency is exchanging for another property 
necessary for the local agency's use."  The attached Resolution contains a number 
of findings required by the Act. 

The property exchange is consistent with METRO's purposes and is necessary for 
METRO and the City to construct the updated transit center. The reconfigured 
property will continue to be used for transit and other public purposes and will 
create sufficient lot sizes to allow the development of the Project, including the 
development of affordable housing units. 

IV. STRATEGIC PLAN PRIORITIES ALIGNMENT 

The Project will promote METRO's strategic priority of Service Quality and 
Delivery by providing a new transit center to serve METRO's riders.  It will be 
delivered by means of a Strategic Alliance with the City and following significant 
Community Outreach. 

V. FINANCIAL CONSIDERATIONS/IMPACT 

The property exchange will have no financial impact. 

VI. CHANGES FROM COMMITTEE 

N/A 

VII. ALTERNATIVES CONSIDERED 

Declaring the property exempt surplus land is required under the Act prior to 
disposal of the property, and therefore necessary to complete the swap. The 
Board may decide not to adopt the resolution, but staff does not recommend this 
action as the property swap is necessary for completion of the Project. 

VIII. ATTACHMENTS 

Attachment A: Resolution 
 
 
Prepared by:  Chuck Farmer, CFO  

8.11.2



8.11.3



 
 
 
 
 
 

 
- THIS PAGE INTENTIONALLY LEFT BLANK - 



BEFORE THE BOARD OF DIRECTORS OF THE 
SANTA CRUZ METROPOLITAN TRANSIT DISTRICT 

Resolution No.  
On the Motion of Director:   
Duly Seconded by Director:  
The Following Resolution is Adopted: 

RESOLUTION OF THE BOARD OF DIRECTORS OF THE 
SANTA CRUZ METROPOLITAN TRANSIT DISTRICT 

DECLARING CERTAIN PROPERTY EXEMPT SURPLUS LAND 
UNDER THE SURPLUS LAND ACT 

WHEREAS, the Santa Cruz Metropolitan Transit District (METRO) owns certain 
real property located between Front Street and Pacific Avenue known as Pacific Station 
North, commonly known as 333 Front Street, Santa Cruz CA 95060, where it operates a 
bus depot (the "METRO Property"); and 

WHEREAS, the City of Santa Cruz ("City") owns property adjacent to the 
METRO Property; and 

WHEREAS, METRO, the City, and other project partners are planning the Pacific 
Station North Redevelopment, a transit-oriented redevelopment project which will 
include the construction of a seven-story mixed use building with affordable residences, 
ground floor commercial, and second floor office space on property known as 333 & 423 
Front Street (the "Project"); and 

WHEREAS, as part of the Project, METRO and the City have agreed to swap 
land to enable the construction of a new Pacific Station North with updated design 
features and passenger amenities. The parcel to be transferred from METRO to the 
City, described as "Transfer Parcel 1," is approximately 16,965 square feet, and is 
described and depicted on the attached Exhibit 1 (the "Property"). In exchange, the City 
will convey to METRO the property identified on the exhibit as "Transfer Parcel 2." The 
parties intend to complete a lot line adjustment to achieve the proposed after condition 
as depicted on the attached Exhibit 2; and  

WHEREAS, the property exchange is consistent with METRO's purposes and is 
necessary to construct the updated transit center. The reconfigured property will 
continue to be used for transit and other public purposes and will create sufficient lot 
sizes to allow the development of the Project, including the development of affordable 
housing units; 

WHEREAS, pursuant to the California Surplus Land Act (California Government 
Code section 54220 et. seq.), the Board of Directors of METRO must declare property 

Attachment A
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Page 2 

as either "surplus land" or "exempt surplus land" as supported by written findings, 
before the agency may take any action to dispose of it consistent with the agency's 
policies and procedures; and 

WHEREAS, pursuant to the Surplus Land Act, Government Code Section 
54221(f)(1)(C), "exempt surplus land" includes "surplus land that a local agency is 
exchanging for another property necessary for the local agency's use," and 

WHEREAS, the Property is not contiguous to land owned by a state or local 
agency that is used for open-space or low- and moderate-income housing purposes; 
and 

WHEREAS, although the Property is not (i) adjacent to a historical unit of the 
State Parks System, (ii) listed on, or determined by the State Office of Historic 
Preservation to be eligible for, the National Register of Historic Places or (iii) within the 
Lake Tahoe region as defined in Government Code section 66905.5, it is located within 
the coastal zone and a notice of the availability of the Property for open space purposes 
was issued pursuant to Government Code section 54211(f)(2). 

NOW, THEREFORE, BE IT RESOLVED, that the Board of Directors of METRO 
hereby finds that the Property is exempt surplus land pursuant to Government Code 
Section 54221(f)(1)(C) because it will be exchanged for another property necessary for 
the agency's use. 

THEREFORE, BE IT FURTHER RESOLVED, that the Board of Directors of 
METRO directs the CEO/General Manager or designee to transmit a copy of this 
Resolution to the California Department of Housing and Community Development no 
later than thirty (30) days prior to the disposition of the property and take any other 
actions necessary to give effect to this Resolution. 

PASSED AND ADOPTED this 15th Day of December 2023 by the following vote: 

AYES: Directors -  

NOES: Directors - 

ABSTAIN: Directors - 

ABSENT: Directors - 

APPROVED: 

SHEBREH KALANTARI-JOHNSON, Chair 

Attachment A

8.11A.2



Resolution 
No. Page 3 

ATTEST: 

MICHAEL TREE, CEO/General Manager 

APPROVED AS TO FORM: 

JULIE SHERMAN, General Counsel 

Attachment A
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DATE: December 15, 2023  

TO: Board of Directors 

FROM: Chuck Farmer, Chief Financial Officer 

SUBJECT: AUTHORIZE THE CEO/GENERAL MANAGER TO INCREASE THE 
NUMBER OF AUTHORIZED BUS OPERATORS 

I. RECOMMENDED ACTION 

That the Board of Directors authorize the CEO/General Manager to hire up 
to 235 Bus Operators 
• Currently the board has approved the CEO the authority to hire up to 171 Bus 

Operators but must maintain an average of 155 throughout FY24. 

• Phase 2 is expected to be approved at the January 2024 Board Meeting and it 
is expected METRO will need an additional 50 Bus Operators along with 
support personnel. 

• METRO has started the process to increase Bus Operator hirings and it 
currently is at the limit to continue hiring until the January Board Meeting which 
slows the process. 

• Staff is recommending the Board of Directors to approve the increase in 
authorized Bus Operators from 171 to 235.   

II. DISCUSSION/BACKGROUND 

One of METRO’s strategic goals includes reinstating ridership to pre-Covid levels 
of 7 million. This goal is supported by the Reimagine METRO program that calls 
for a full review and change in routes, timing between buses from more than 30 
minutes to 15-minute frequencies and changing the bus route numbers to provide 
less confusion.   

The second part of the process is Phase 2 as discussed at the September Board 
Meeting which finishes off the full Santa Cruz County bus frequencies and routes.  
In order to fulfill Phase 2, METRO will need an additional 50 Bus Operators beyond 
the current approved amount in the budget.  Also, there is substantial lead time 
needed to find, hire, train and get the new Bus Operators ready for the Phase 2 
implementation which is expected to be phased in starting with the March 2024 bid 
change. 

Currently METRO has authorized up to 171 Bus Operators with an average 
approval in the FY24 Budget of 155 on staff.  Staff is asking to increase the 

Santa Cruz Metropolitan 
Transit District 
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Increase in Authorized Bus Drivers 

authorized level to 235 to accommodate the need for an additional 50 Bus Drivers 
plus another 10 from the approved Phase 1.  

The current FY24 Budget will be brought to the Board for discussion and approval 
in January 2024.  The updated Budget will include the increase in Bus Operators 
for both Phase 1 and Phase 2 for both approved average hiring and the maximum 
authorized. 

Details on the impact of each of the Phases was presented at the October 27, 
2023 Board Meeting. 

III. STRATEGIC PLAN PRIORITIES ALIGNMENT

This report ties to the following strategic priorities:

• Ridership of 7 million
• Service Qualtiy and Delivery – routes and frequencies
• Financial

IV. FINANCIAL CONSIDERATIONS/IMPACT

The final impact for Phase 2 over 36 months is $24.1 million; however, the exact
number will be presented for approval at the January 2024 Board Meeting.

V. CHANGES FROM COMMITTEE

N/A

VI. ALTERNATIVES CONSIDERED

• Not approving the increase in authorzied Bus Operators will delay the rollout of
Phase 2 and the full Santa Cruz County bus frequencies and route changes.

• Not approving could create more confusion as the network is being redesigned
creating customer service issues.

VII. ATTACHMENTS

None.

Prepared by: Chuck Farmer, Chief Financial Officer 
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Santa Cruz Metropolitan 
        Transit District 

DATE: December 15, 2023  

TO: Board of Directors 

FROM: Margo Ross, Chief Operations Officer 

SUBJECT: AUTHORIZE THE CEO/GENERAL MANAGER TO INCREASE THE NUMBER 
OF AUTHORIZED PARACRUZ BUS OPERATORS 

I. RECOMMENDED ACTION

That the Board of Directors authorize CEO/General Manager to hire up to 7
ParaCruz Bus Operators
• Currently the board has approved the CEO/General Manager the authority to hire

up to 31 ParaCruz Bus Operators but must maintain an average of 29 throughout
FY24.

• In anticipation of METRO offering free fares to fixed route customers, staff is
foreseeing an increase of ParaCruz passengers.

• METRO has started the process to increase ParaCruz Bus Operator hirings and
staffing is currently at the limit.

• Staff is recommending the Board to approve the increase in authorized ParaCurz
Bus Operators from 31 to 38.

II. DISCUSSION/BACKGROUND

One of METRO’s strategic goals includes reinstating ridership to pre-Covid levels of 7
million. This goal is supported by the Reimagine METRO program that calls for a full
review and change in routes, timing between buses from more than 30 minutes to 15-
minute frequencies and changing the bus route numbers to provide less confusion.

The increase of ridership will provide additional opportunities for paratransit riders to
benefit from the increased service, requiring METRO to hire additional staff.

Currently METRO has authorized up to 31 ParaCruz Bus Operators with an average
approval in the FY24 Budget of 29 on staff.  Staff is asking to increase the authorized
level to 38 to accommodate the need for an additional 7 ParaCruz Bus Operators.

The current FY24 Budget will be brought to the Board for discussion and approval in
January 2024. The updated Budget will include the increase in ParaCruz Bus Operators
for both Phase 1 and Phase 2 for both approved average hiring and the maximum
authorized.
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Details on the impact of each of the Phases was presented at the October 27th Board 
Meeting. 

III. STRATEGIC PLAN PRIORITIES ALIGNMENT

This report ties to the following strategic priorities:

• Ridership of 7 million
• Service Qualtiy and Delivery – productivity and frequency
• Financial

IV. FINANCIAL CONSIDERATIONS/IMPACT

The financial impact for the additional seven operators including salary and benefits for
the remainder of fiscal year 2024 is approximately $336,000.

V. CHANGES FROM COMMITTEE

N/A

VI. ALTERNATIVES CONSIDERED

• Not approving the increase in Authorized Bus Operators will delay the rollout of
Phase 2 and the full Santa Cruz County bus frequencies and route changes.

• Not approving could see a decline in productivity for ParaCruz and a reduction in
on-time performance.

VII. ATTACHMENTS

None.

Prepared by: Margo Ross, Chief Operations Officer 
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BEFORE THE BOARD OF DIRECTORS OF THE  

SANTA CRUZ METROPOLITAN TRANSIT DISTRICT 
 

Resolution No.      
On the Motion of Director:     
Duly Seconded by Director:    
The Following Resolution is Adopted:  

 

RESOLUTION OF APPRECIATION FOR THE SERVICES OF MAURIZIO ITALIA AS 
BUS OPERATOR FOR THE SANTA CRUZ METROPOLITAN TRANSIT DISTRICT 

 
WHEREAS, the Santa Cruz Metropolitan Transit District (METRO) was formed to 

provide public transportation to all of the residents of Santa Cruz County, and  
 
WHEREAS, the provision of public transportation service requires a competent, 

dedicated workforce, and 
 
WHEREAS, METRO, requiring an employee with expertise and dedication, 

appointed Maurizio Italia to serve in the position of Bus Operator, and 
 
WHEREAS, served as a member of the Operations Department of METRO for the 

time period of March 10, 2008 to November 30, 2023, and 
 
WHEREAS, Maurizio Italia provided METRO with dedicated service and 

commitment during the time of his employment, and 
 
WHEREAS, Maurizio Italia served METRO with distinction, and 
 
WHEREAS, the service provided to the residents of Santa Cruz County by 

Maurizio Italia resulted in reliable, quality public transportation being available in the most 
difficult of times, and 

 
WHEREAS, during the time of Mr. Italia’s service, METRO improved existing and 

built new operating facilities, converted the fleet to a CNG propulsion system, developed 
accessible bus stops, improved ridership, responded to adverse economic conditions, 
assumed direct operational responsibility for the Highway 17 Express service and the 
Amtrak Connector service, and assumed direct operational responsibility for the ParaCruz 
service, and 

 
WHEREAS, the quality of life in Santa Cruz County was improved dramatically as 

a result of the exemplary service provided by Maurizio Italia. 
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NOW, THEREFORE, BE IT RESOLVED, that upon his retirement as Bus 
Operator, the Board of Directors of METRO does hereby commend his efforts in 
advancing public transit service in Santa Cruz County and expresses sincere appreciation 
on behalf of itself, the METRO staff and all of the residents of Santa Cruz County. 

BE IT FURTHER RESOLVED, that a copy of this resolution be entered into the 
official records of the Santa Cruz Metropolitan Transit District.  

PASSED AND ADOPTED this 15th Day of December 2023 by the following vote: 

AYES: Directors -  

NOES: Directors - 

ABSTAIN: Directors - 

ABSENT: Directors - 

Approved: 
Shebreh Kalantari-Johnson, 
Board Chair 

Attest: 
Michael Tree 
CEO/General Manager 

Approved as to form: 
Julie Sherman, General Counsel 
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METRO ADVISORY COMMITTEE (MAC)
SEMI-ANNUAL ORAL REPORT

Jessica de Wit, MAC Chair
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DATE: December 15, 2023 

TO: Board of Directors 

FROM: Dawn Crummié, Human Resources Director 

SUBJECT: APPROVE REQUEST FOR AUTHORIZATION OF OPERATIONS 
DEPUTY DIRECTOR IN THE OPERATIONS DEPARTMENT 

I. RECOMMENDED ACTION

That the Board of Directors approve the request for authorization of
Operations Deputy Director in the Operations Department

II. SUMMARY

• In order to address the needs of the Operations Department, staff has
determined the need for an Operations Deputy Director and the need to update
the classification description for Operations Manager- Fixed Route Division,
Operations Manager- Paratransit Division, Assistant Operations Manager -
Fixed Route Division and Assistant Operations Manager- Paratransit Division.

• In September 2023, Anna Marie Gouveia, METRO’s Operations Manager for
Fixed Route submitted her upcoming retirement notice for December 2023. At
that time, Michael Tree, METRO’s CEO, appointed Daniel Zaragoza, our
current Operations Manager for Paratransit, as the Operations Manager of both
Fixed Route and Paratransit divisions while a reclassification study was being
conducted.

• METRO contracted with Koff & Associates (hereinafter “K&A”) to conduct a total
classification and compensation study.

• HR staff worked with K&A to create the new position description and its wage
scale that matched the new duties overseeing Fixed Route and Paratransit
divisions.

• On December 4, 2023, HR staff presented the classification and compensation
study to CEO Michael Tree.

• Staff is recommending Board approval to create the new position.

III. DISCUSSION/BACKGROUND

In order to address the needs of the Fixed Route and Paratransit departments, an
Operations Deputy Director position was created through a total classification and
compensation study performed by K&A. This position will perform a variety of

Santa Cruz Metropolitan 
Transit District 
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Operations Deputy Director  

duties including managing and supervising the daily functions, operations and 
activities of the fixed route and paratransit operations.  
Human Resources staff worked with Koff & Associates, an outside agency, to 
create a new Operations Deputy Director position job description and 
corresponding wage scale.  Upon approval, Daniel Zaragoza will be reclassified to 
this position. 
The wage scale adjustments made for this position created a compaction issue 
with the wage scales for the Operations Manager- Fixed Route Division, 
Operations Manager- Paratransit Division, Assistant Operations Manager- Fixed 
Route Division, and Assistant Operations Manager- Paratransit Division. 
An adjustment is required to maintain the percentage difference between this new 
position and the positions listed above. 
Koff & Associates presented a Total Compensation Study which reflected the 
comparison agency salaries and benefits.  The seven established labor market 
comparable agencies were:  

• Central Contra Costa County Transit Authority 
• City of Santa Cruz 
• County of Santa Cruz 
• Monterey- Salinas Transit District 
• Riverside Transit Agency 
• San Joaquin Regional Transit District 
• Santa Barbara Metropolitan Transit District 
Staff requests that the Board of Directors approve the authorization of the 
Operations Deputy Director position. 

IV. STRATEGIC PLAN PRIORITIES ALIGNMENT 

This report ties to the following strategic priorities:  

• Service Quality and Delivery 
• Employee Engagement: Attract, Retain and Develop 
• Strategic Alliances and Community Outreach 

V. FINANCIAL CONSIDERATIONS/IMPACT 

The adoption of the recommendations contained in this report will require 
defunding the Operations Manager - Fixed Route Division and Operations 
Manager - Paratransit Division. The cost related to this study is estimated to be 
approximately $80K for FY 24 and $188K for FY25. 

VI. ALTERNATIVES CONSIDERED 

• Doing nothing is an alternative. Staff does not recommend this option. This 
position meets the needs of METRO. 
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Operations Deputy Director  

• Reject the suggested classification and wage survey. Staff does not 
recommend this action since the new class specification and its wage survey 
were researched and developed based on the developing needs of METRO. 

VII. ATTACHMENTS 

Attachment A: Operations Deputy Director Job Description 
Attachment B: Operations Manager- Fixed Route Division Job Description 
Attachment C: Operations Manager- Paratransit Division Job Description 
Attachment D: Assistant Operations Manager- Fixed Route Division Job 

Description 
Attachment E: Assistant Operations Manager- Paratransit Division- Job 

Description 
Attachment F: Management Wage Scale 
 
Prepared by: Dawn Crummié, Human Resources Director 

and Monik Delfin, Deputy HR Director  
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HUMAN RESOURCES DEPARTMENT 
Santa Cruz METRO 

 1  Deputy Director of Operations 

Class Code: OA210 
FLSA Status: Exempt 

Deputy Director of Operations 
Bargaining Unit: Management 

DEFINITION: 
Under general direction, the Deputy Director of Operations plans, organizes, directs, develops, and 
coordinates the activities of the Operations Department including fixed route and paratransit operations; 
ensures compliance with applicable federal, state, and local laws and regulations; performs other duties 
as assigned.   

DISTINGUISHING CHARACTERISTICS: 
Receives general direction from the Chief Operating Officer. Exercises general supervision over 
supervisory, technical, and administrative support staff as assigned. This is a “working” manager 
classification responsible for managing and participating in fixed route and paratransit operations, as well 
as developing and implementing policies and procedures to ensure department activities are in 
accordance with Santa Cruz METRO goals, developing work plans and goals, and monitoring assigned 
budget. The Deputy Director of Operations is distinguished from Operations Supervisors in that the former 
is responsible for developing and overseeing implementation of department goals, objectives, policies, 
procedures, and training programs, as well as coordinating department operations and activities with 
other departments and outside agencies under the direct authority of the COO. 

EXAMPLES OF DUTIES AND RESPONSIBILITIES: 
The duties listed below represent the various types of work that may be performed. The omission of specific 
statements of duties does not exclude them if the work is related or a logical assignment to this class. 

• Manages the daily functions, operations, and activities of the Operations Department; provides
planning, support, training, and oversight of fixed route and paratransit operations.

• Provides for the selection, training, professional development, and work evaluation of
department staff and the development and implementation of the department staffing plan
and work schedules; reviews and approves disciplinary actions recommended by supervisory
personnel; serves as first level hearing officer for disciplinary hearing; and provides policy
guidance and interpretation to staff.

• Develops and standardizes operations policies, procedures, methods, and training programs to
improve and continuously monitor the compliance, efficiency, and effectiveness of services and
delivery methods; performs or participates in short and long-term planning by assessing and
monitoring workload, administrative and support systems, and internal reporting relationships;
identifies opportunities for improvement and makes recommendations to the Chief Operating
Officer.

• Participates in the preparation and administration of the Operations Department budget;
develops demand projections and updates these projections as needed for planning and
budgeting purposes; forecasts additional funds needed for staffing, equipment, materials,
supplies, and projects.

• Develops documentation to support performance of Americans with Disabilities Act of 1990
(ADA) complementary paratransit eligibility determination and services in compliance with the
Department of Transportation regulations implementing the ADA.

• Develops and manages the appeals process for paratransit program eligibility decisions and
service policy decisions affecting the services received by customers.

Attachment A
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 2  Deputy Director of Operations 

• Acts as a liaison with outside agencies; meets regularly with citizen advisory groups and Santa
Cruz METRO management to gather information, discuss and address operations and system
performance and policy issues, and develop approaches to address problems or issues.

• Manages the collection, review, and analysis of data used for program evaluation; develops
reporting standards in alignment with transit industry requirements and standards; prepares or
reviews and approves reports and data prepared by supervisory personnel to comply with
federal and state reporting requirements; reviews and approves Santa Cruz Metro accident
reports.

• Reviews training programs and makes recommendations for improvement.
• Prepares scope of work for contract services; participates in the bid process and review of

proposals; monitors contractor performance based on contract requirements and policy
changes; monitors invoices for accuracy and work performed.

• Presents operations performance data, issues, policy change recommendations, and other
information to the Board of Directors.

• Establishes outreach programs promoting the fixed route and paratransit programs and
resources.

• Ensures databases and software systems are up to date; participates in designing, testing, and
implementing new technology solutions to meet business needs.

• Prepares technical and administrative reports, correspondence, written recommendations, and
makes oral presentations to the Santa Cruz METRO Board of Directors, management,
governmental officials, and other organizations or groups as needed.

• Directs and participates in the maintenance of working and official department files.
• Monitors changes in laws, regulations, and technology that may affect assigned operations; and

implements policy and procedural changes as required.
• Performs Transit Supervisor duties as necessary.
• Attends meetings as assigned; may represent Santa Cruz METRO in court appearances as

necessary.
• May coordinate special bus operator events and/or services with outside agencies.
• May assist in preparation of labor contract negotiations.
• Performs other duties as assigned.

EMPLOYMENT STANDARDS: 

Knowledge of: 
• Principles and practices of employee supervision, including work planning, assignment, review,

evaluation, and training of staff in work procedures; grievance and conflict resolution
procedures; collective bargaining agreements; and labor relations procedures.

• Principles and practices of organization, administration, supervision, budgeting, contract
oversight, and personnel management of a public transportation agency.

• Principles and practices of fixed route and paratransit operations, route planning and
scheduling, and dispatch services.

• US Department of Transportation regulations implementing the public transit provisions of the
Americans with Disabilities Act of 1990 (49CFR Parts 37 and 38).

• ADA in the broader context of public accommodations and employment requirements
• Applicable federal, state, and local laws and regulations, policies and procedures, and industrial

safety and general safety rules and regulations applied to a public transportation system.

Attachment A
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HUMAN RESOURCES DEPARTMENT 
Santa Cruz METRO 

 3  Deputy Director of Operations 

• The effective use of modern office equipment, personal computers, and standard business
software.

Ability to: 
• Recommend and implement goals, objectives, practices, and key performance indicators for

providing effective and efficient fixed route and paratransit services.
• Effectively plan, organize, direct, and coordinate the functions and staff activities for assigned

operations and services.
• Select, supervise, train, motivate, assign, evaluate, counsel, and discipline staff within a union

environment.
• Analyze and evaluate complex problems and recommend and implement effective solutions.
• Prepare departmental budgets and expenditure projections.
• Ensure staff are properly trained in compliance with regulatory requirements and Santa Cruz

METRO policies and procedures.
• Coordinate assigned programs, projects, and activities with other departments and external

agencies.
• Prepare, interpret, and effectively utilize management information reports.
• Interpret, apply, explain, and ensure compliance with applicable federal, state, and local laws

and regulations, Santa Cruz METRO policies and procedures, and industrial safety and general
safety rules and regulations.

• Make oral and written presentations to the Board of Directors, Santa Cruz METRO management, 
and other groups.

• Effectively use computer systems, software applications, and modern business equipment to
perform a variety of work tasks.

• Communicate clearly and concisely, both orally and in writing.
• Establish and maintain effective working relationships with employees, union representatives,

Board members, stakeholders, contractors, and members of the public.

MINIMUM QUALIFICATIONS: 

Any combination of experience and education that would likely provide the required knowledge and 
abilities is qualifying.  A typical way to obtain the knowledge and abilities would be:  

Education, Training and Experience: 
Bachelor’s degree from an accredited college in business or public administration, transportation, or a 
closely related field.  

AND 

Four (4) years professional experience in planning, coordinating, implementing, and supervising fixed 
route and/or paratransit operations and programs, including two (2) years supervisory experience.   

LICENSES AND CERTIFICATES: 
 A valid Class B driver license with passenger Endorsement and safe driving record is required at the time 
of application.  A valid Class B State driver license with passenger Endorsement is required at the time of 
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 4  Deputy Director of Operations 

appointment and must be maintained throughout employment. 

SPECIAL REQUIREMENTS: 
• Required to be able to respond to emergency situations seven days per week, 24 hours per day.
• Must maintain strictest confidentiality.
• Must participate in professional development activities.
• Requires occasional travel.

PHYSICAL AND MENTAL DEMANDS: 
The physical and mental demands described here are representative of those that must be met by 
employees to successfully perform the essential functions of this class.  Reasonable accommodations 
may be made to enable individuals with disabilities to perform the essential functions. 

Physical Demands  
While performing the duties of this job, the employee is regularly required to sit, walk, and stand; talk 
and hear; use hands to finger, manipulate, handle, feel, or operate objects, tools, or controls; reach with 
hands and arms; and perform repetitive movements of hands or wrists. The employee is regularly 
required to bend and twist at the neck and reach with hands and arms.  Occasional standing, walking, 
overhead reaching, and lifting up to 20 pounds unaided is required.   Specific visual abilities required for 
this job include close vision, distance vision, and the ability to adjust focus.   

Mental Demands  
While performing the duties of this job, an employee uses written and oral communication skills; reads 
and interprets data, information, and documents; analyzes and solves problems; uses math and 
mathematical reasoning; performs highly detailed work; deals with multiple concurrent tasks; and 
interacts with others encountered in the course of work. 

 Work Environment: 
The employee works in both an office environment where the noise level is usually quiet or in a bus yard 
environment where the noise level may be noisy.  May work out in the field when needed.  May require 
availability to work a flexible schedule. 

OTHER CONDITIONS OF EMPLOYMENT: 
• Must pass requisite background check.

*Adopted: 12-15-2023
*BOD Approved: 12-15-2023
*Revised: 00-00-0000
*Job Family: Professional –Operations
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 1  Operations Manager- Fixed Route Division 

Class Code: OA113 
FLSA Status: Exempt 

Operations Manager – Fixed Route Division 
Bargaining Unit: Management 

DEFINITION: 
Under general direction of the Chief Operating Officer (COO), the Operations Manager – Fixed Route 
Division directs and coordinates the activities of the bus transportation operation base, and directs and 
supervises the bus driver supervisors; performs other related duties as assigned.  May be assigned to the 
Paratransit Division 

DISTINGUISHING CHARACTERISTICS: 
The Operations Manager – Fixed Route Division is distinguished from Operations Supervisors wherein the 
Operations Manager oversees the daily operations of the Fixed Route Division under the direct authority 
of the COO. 

EXAMPLES OF DUTIES AND RESPONSIBILITIES: 
The duties listed below represent the various types of work that may be performed. The omission of specific 
statements of duties does not exclude them if the work is related or a logical assignment to this class. 

• Supervises, trains, and evaluates supervisory personnel.
• Develops and coordinates work schedules of supervisory personnel.
• Assists in the development and presentation of the departmental budget; assists in monitoring

departmental budget.
• Reviews and approves disciplinary actions recommended by supervisory personnel, reports and

data prepared by supervisory personnel; reviews and approves Agency accident reports.
• Approves timecards and extra board schedules.
• Serves as first level hearing officer for disciplinary hearing.
• May coordinate special bus services with outside agencies.
• May assist in coordination of annual Santa Cruz METRO Bus Rodeo and other operator events.
• Acts as a liaison with outside agencies (such as law enforcement or radio communications

carrier).
• Designs, prepares, and maintains Management Information System records.
• Participates in interviews and selection of departmental personnel.
• Performs Transit Supervisor duties as necessary.
• Prepares various reports on base activities.
• Attends meetings as assigned; may represent the Agency in court appearances as necessary.
• May assist in preparation of labor contract negotiations.
• Performs short and midterm planning for department including forecasting manpower;

participates in department long range planning.
• Performs other duties as assigned.
• Perform as a hands on “working” Manager.

EMPLOYMENT STANDARDS: 
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  2  Operations Manager- Fixed Route Division 
 

Knowledge of: 
• Federal, State, and local laws and regulations pertaining to transit operations.  
• The principles and practices of transit bus operations.  
• The principles and practices of supervision and training.  
• Two-way radio operating procedures.  
• Bus operator-scheduling procedures.  
• Transit management and budgeting methods. 
• Provisions of local labor agreements and MOUs. 

 
Ability to: 

• Work independently.  
• Communicate effectively in oral and written form.  
• Develop clear and accurate records and reports.  
• Monitor budgets to ensure fiscal accountability. 
• Resolve grievances with employees. 
• Establish and maintain effective working relationships with employees, outside agencies, labor 

unions, and the public.  
 

MINIMUM QUALIFICATIONS: 
 
Any combination of experience and education that would likely provide the required knowledge and 
abilities is qualifying.  A typical way to obtain the knowledge and abilities would be:  
 
Education, Training and Experience: 
Bachelor’s degree from an accredited college in business or public administration, transportation, or a 
closely related field.  
 
AND 
 
Four (4) years professional experience in business or public administration, transportation 
administration experience, including two (2) years managerial experience, preferably in a public agency.   

Experience in the following areas is preferable: 
• Experience managing an ADA complementary paratransit operation service, publicly either 

operated or privately operated.  
• Experience managing contracts in a public transit setting.    
• Experience interacting with the public, boards, and advisory committees.  
• Experience developing and managing a budget for operation of a relevant service or program.  
• Training in paratransit management, passenger assistance techniques, paratransit scheduling 

software, and management.    
 

Familiarity with transit agency or transportation system activities and functions is highly desirable.  
Experience in a large public organization is preferred. 

Knowledge of basic office equipment and personal computers.  Familiarity with software programs such 
as Microsoft Office Suite, to include Word, Excel, Access, PowerPoint etc.   A working knowledge of 
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  3  Operations Manager- Fixed Route Division 
 

software such as HASTUS Adobe Acrobat, SmartSheet, Visio, and web-based publication software is 
beneficial. 
 
LICENSES AND CERTIFICATES: 
 A valid Class B driver license with passenger Endorsement and safe driving record is required at the time 
of application.  A valid Class B State driver license with passenger Endorsement is required at the time of 
appointment and must be maintained throughout employment. 
 
SPECIAL REQUIREMENTS: 

• Required to be able to respond to emergency situations seven days per week, 24 hours per day. 
• Must maintain strictest confidentiality.  
• Must participate in professional development activities.  
• Requires occasional travel. 

 
PHYSICAL AND MENTAL DEMANDS: 
The physical and mental demands described here are representative of those that must be met by 
employees to successfully perform the essential functions of this class.  Reasonable accommodations 
may be made to enable individuals with disabilities to perform the essential functions. 
  
Physical Demands  
While performing the duties of this job, the employee is regularly required to sit, walk and stand; talk 
and hear; use hands to finger, manipulate, handle, feel or operate objects, tools or controls; reach with 
hands and arms; and perform repetitive movements of hands or wrists. The employee is regularly 
required to bend and twist at the neck, reach with hands and arms.  Occasional standing, walking, 
overhead reaching and lifting up to 20 pounds unaided is required.   Specific visual abilities required for 
this job include close vision, distance vision, and the ability to adjust focus.   
 
Mental Demands  
While performing the duties of this job, an employee uses written and oral communication skills; reads 
and interprets data, information and documents; analyzes and solves problems; uses math and 
mathematical reasoning; performs highly detailed work; deals with multiple concurrent tasks; and 
interacts with others encountered in the course of work. 
 
 Work Environment:  
The employee works in both an office environment where the noise level is usually quiet or in a bus yard 
environment where the noise level may be noisy.  May work out in the field when needed.  May require 
availability to work a flexible schedule. 
 
OTHER CONDITIONS OF EMPLOYMENT: 

• Must pass requisite background check. 
 
 
*Adopted: November 2017  
*BOD Approved: 01-26-18  
*Revised: 12-15-2023 
*Job Family:   Professional –Operations FR 
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HUMAN RESOURCES DEPARTMENT 
Santa Cruz METRO 

 1  Operations Manager Paratransit 

Class Code: OA114 
FLSA Status: Exempt 

Operations Manager – Paratransit Division 
Bargaining Unit: Management 

DEFINITION: 
Under general direction of the Chief Operating Officer (COO), the Operations Manager - Paratransit 
Division directs and coordinates the activities of the bus transportation operation base, and directs and 
supervises the bus driver supervisors; performs other related duties as assigned.  May be assigned to the 
Fixed Route Division. 

DISTINGUISHING CHARACTERISTICS: 
The Operations Manager – Paratransit Division is distinguished from Operations Supervisors wherein the 
Operations Manager oversees the daily operations of the Paratransit Division under the direct authority 
of the COO. 

EXAMPLES OF DUTIES AND RESPONSIBILITIES: 
The duties listed below represent the various types of work that may be performed. The omission of specific 
statements of duties does not exclude them if the work is related or a logical assignment to this class. 

• Develops documentation to support performance of ADA complementary paratransit service in
compliance with the Department of Transportation regulations implementing the Americans with
Disabilities Act of 1990 (ADA).

• Develops documentation to support ADA complementary paratransit eligibility determination
process in compliance with the Department of Transportation regulations implementing the ADA.

• Develops reporting standards that are comparable within the transit industry and are meaningful
measures of performance.

• Prepares Request for Proposals for contractors to perform ADA complementary paratransit
operations, monitoring, maintenance, and reporting.

• Participates in the evaluation of bids and awards contracts in conjunction with Senior
Management for ADA complementary service provision and eligibility determination process.

• Monitors performance of contractors based on contractual requirements and policy changes
made from time to time.

• Manages the collection, review, and analysis of data used for program evaluation.
• Develops and monitors the Santa Cruz METRO budget for paratransit programs; reconciles funds

received through the sale fare media.
• Monitors submitted contractor invoices for accuracy and to ensure listed services were actually

provided.
• Develops demand projections and updates these projections as needed for planning and

budgeting purposes.  Prepares technical reports.
• Participates in the hiring process for, and supervision of assigned staff.
• Meets regularly with citizen advisory groups to present system performance, listen to comments,

and address policy issues.
• Meets with management regularly to discuss performance issues, and develop approaches to

addressing problems as they arise.
• Presents paratransit performance data, issues, policy change recommendations, and other

information to the Board of Directors.
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• Develops and manages the appeals process for program eligibility decisions and service policy
decisions affecting the services received by customers.

• Reviews training programs and makes recommendations in the areas of sensitivity to the
disabled community.

• Supervises, trains, and evaluates supervisory  personnel and new trainees if needed.
• Reviews and approves disciplinary actions recommended by supervisory personnel, reports and

data prepared by supervisory personnel; reviews and approves Agency accident reports.
• Serves as first level hearing officer for disciplinary hearing.
• May coordinate special bus services with outside agencies.
• Performs short and midterm planning for department including forecasting manpower;
• Attends meetings as assigned; may represent the Agency in court appearances as necessary.
• May assist in preparation of labor contract negotiations.
• Establishes outreach programs promoting the paratransit program and resources.
• Collects and analyzes data, and develops comprehensive reports that comply with Federal and

State reporting requirements.
• Performs other duties as assigned.
• Perform as a hands on “working” Manager.

EMPLOYMENT STANDARDS: 

Knowledge of: 
• US Department of Transportation regulations implementing the public transit provisions of the

Americans with Disabilities Act of 1990 (49CFR Parts 37 and 38).
• Working knowledge of the ADA in the broader context of public accommodations and

employment requirements.
• Knowledge of contract management practices in a transit setting.
• Office software packages (such as Microsoft Office).
• Paratransit scheduling and reporting software in use in the industry (such as Trapeze PASS).
• Budgeting practices and procedures.
• Familiarity of grievance procedures and working in a unionized environment.
• Knowledge of the principles and practices of supervision and training.

Ability to: 
• Prepare and present both oral and written comprehensive and concise reports and

recommendations.
• Interpret and apply laws, regulations, policies, and procedures.
• Plan and coordinate the implementation of new procedures and projects.
• Operate an office computer including word processing and applicable software.
• Establish and maintain effective working relationship with employees, union officials, and the

public.
• Monitor budgets and expenses to ensure fiscal accountability.
• Analyze data and format the results into comprehensive reports.
• Read, interpret, and apply legal and technical information.
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MINIMUM QUALIFICATIONS: 

Any combination of experience and education that would likely provide the required knowledge and 
abilities is qualifying.  A typical way to obtain the knowledge and abilities would be:  

Education, Training and Experience: 
Bachelor’s degree from an accredited college in business or public administration, transportation, or a 
closely related field.  

AND 

Four (4) years professional experience in business or public administration, transportation 
administration experience, including two (2) years managerial experience, preferably in a public agency.  

Experience in the following areas is preferable: 
• Experience managing an ADA complementary paratransit operation service, either publicly

operated or privately operated.
• Experience managing contracts in a public transit setting.
• Experience interacting with the public, boards, and advisory committees.
• Experience developing and managing a budget for operation of a relevant service or program.
• Training in paratransit management, passenger assistance techniques, paratransit scheduling

software, and management.

Familiarity with transit agency or transportation system activities and functions is highly desirable.  
Experience in a large public organization is preferred. 

LICENSES AND CERTIFICATES: 
 A valid Class B driver license with passenger Endorsement and safe driving record is required at the time 
of application.  A valid Class B State driver license with passenger Endorsement is required at the time of 
appointment and must be maintained throughout employment. 

SPECIAL REQUIREMENTS: 
• Required to be able to respond to emergency situations seven days per week, 24 hours per day.
• Must maintain strictest confidentiality.
• Must participate in professional development activities.
• Requires occasional travel.

PHYSICAL AND MENTAL DEMANDS: 
The physical and mental demands described here are representative of those that must be met by 
employees to successfully perform the essential functions of this class.  Reasonable accommodations 
may be made to enable individuals with disabilities to perform the essential functions. 

Physical Demands  
While performing the duties of this job, the employee is regularly required to sit, walk and stand; talk 
and hear; use hands to finger, manipulate, handle, feel or operate objects, tools or controls; reach with 
hands and arms; and perform repetitive movements of hands or wrists. The employee is regularly 
required to bend and twist at the neck, reach with hands and arms.  Occasional standing, walking, 
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overhead reaching and lifting up to 20 pounds unaided is required.   Specific visual abilities required for 
this job include close vision, distance vision, and the ability to adjust focus.   
 
Mental Demands  
While performing the duties of this job, an employee uses written and oral communication skills; reads 
and interprets data, information and documents; analyzes and solves problems; uses math and 
mathematical reasoning; performs highly detailed work; deals with multiple concurrent tasks; and 
interacts with others encountered in the course of work. 
 
 Work Environment:  
The employee works in an office environment where the noise level is usually quiet.  May work out in 
the field when needed.  May require availability to work a flexible schedule. 
 
OTHER CONDITIONS OF EMPLOYMENT: 

• Must pass requisite background check. 
 
 
*Adopted: November 2017  
*BOD Approved: 01-26-18  
*Revised: 12-15-2023 
*Job Family:   Professional – Operations Paratransit 
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Class Code: OA211 
FLSA Status: Exempt 

Assistant Operations Manager 

Fixed Route Division 
Bargaining Unit: Management 

DEFINITION: 

Under general direction of the Operations Manager, the Assistant Operations Manager; manages, plans, 
organizes the Agency's transportation supervision and Operations Control functions.  

Provides technical direction and supervision over assigned professional, supervisory, technical, and 
administrative support staff; directs and coordinates the activities of a major section or department in 
the Operations Division; manages delivery of Santa Cruz METRO's Fixed Route service. Ensures Santa 
Cruz METRO Operations employees meet system performance and customer service standards and 
comply with related internal policies and procedures, federal and state law; performs related duties as 
assigned 

DISTINGUISHING CHARACTERISTICS: 

This position requires knowledge of the operation and dispatch of Fixed Route functions including the 
monitoring, controlling, and scheduling of Fixed Route operators, supervisors and department staff. This 
position is distinguished from the Operations Manager – Fixed Route Departments in that the Assistant 
Operations Manager exercises independent judgment in the performance of a variety of professional, 
complex and difficult management duties and has overall departmental responsibilities under the 
direction of the Operations Manager. 

EXAMPLE OF DUTIES AND RESPONSIBILITIES: 

The duties listed below represent the various types of work that may be performed. The omission of 
specific statements of duties does not exclude them if the work is related or a logical assignment to this 
class. 

• Oversees staff to ensure and maintain a high performance and staff conformance with Federal,
State, and Local laws and regulations; Santa Cruz METRO rules and regulations, including the
Drug and Alcohol Testing Policy, as well provisions of labor contracts and agreements.

• Communicates with employees in the field to provide advice and assistance on how to handle
difficult, sensitive, or potentially dangerous situations as they arise.
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• Communicates effectively and respectfully with people from different racial, ethnic, cultural 
groups, physical and intellectual abilities, lifestyle choices, and ages; is sensitive to the needs of 
clients. 

•  Participates in establishing operational plans and initiatives to meet department goals and 
objectives. 

• Participates in developing and monitoring performance against the annual departmental 
budget. 

• Participates in the development, implementation, and review of rules and regulations that 
further Santa Cruz METRO's goal of delivering exceptional public transportation service to Santa 
Cruz County. 

• Participates in the resolution of employee concerns and grievances; makes standard 
interpretations of labor contract provisions to supervisors and/or staff 

•  Evaluates employee attendance, performance, and other issues; makes recommendations on 
discipline as required; Serves as first level hearing officer for disciplinary hearings. 

• Participates in the selection and training of Operations staff. 
• Perform as a hands on "working" Manager; Prepares and maintains department records and 

reports, including payroll, attendance, and system performance statistics; assists in determining 
staffing needs. 

• Supervises, trains, and evaluates personnel. 
• Prepares and presents reports at internal and external meetings as well as oral responses to 

questions from the public. 
• May monitor in-field operations and communicates with maintenance and other departments 

as needed. 
• May operate Santa Cruz METRO equipment for the purpose of operator training or in 

emergency situations. 
• Under the direction of the Safety, Security and Risk Director, conducts safety training and 

licensing audits for contractors; trains employees of proper ADA transit techniques and 
procedures. 

• Reviews and approves disciplinary actions recommended by supervisory personnel, reports and 
data prepared by supervisory personnel; reviews and approves Agency accident reports. 

• May coordinate services with outside agencies. 
• Performs short and midterm planning for department including forecasting manpower; 
• Attends meetings as assigned; may represent the Agency in court appearances as necessary. 
• May assist in preparation of labor contract negotiations. 
• Develops and standardizes policies, procedures, methods and training programs to improve and 

continuously monitor the compliance efficiency and effectiveness of assigned programs, service 
delivery methods and procedures.  Assesses and monitors workloads, administrative and 
support systems, and internal reporting relationships. Identifies opportunities for improvement 
and makes recommendations to the Operations Manager.  

• Monitors changes in laws, regulations and technology that may affect the assigned operations 
and implements policies and procedural changes as required. 

• Performs other duties as required 
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EMPLOYMENT STANDARDS: 

 Knowledge of: 

•  Principles and practices of Transit Bus and operations; 
• Principles and practices of Transit Bus and operator scheduling; 
• Working knowledge of standard office software (e.g., Microsoft Office) systems; 
•  Grievance procedures, conflict resolution procedures, and labor relations; 
• Transit scheduling software (i.e. Hastus); 
• Principles and practices of organization, administration, supervision, budgeting, and personnel 

management of a public transportation agency; 
• Applicable local, state, and federal laws and regulations governing public transportation 

systems; 
•  The goals, organization, and management practices of a public transportation agency; 
•  Typical provisions found in public transit collective bargaining agreements; 
•  Industrial safety and general safety rules and regulations as applied to a public transportation 

system;  
•  Transportation activities and operations; 
•  Organizational development techniques and methods as related to curriculum development 

and training programs for Bus Operators; 
• Comprehensive, specific technical knowledge of the major functions within assigned areas of 

responsibility. 

Ability to: 

•  Work independently. 
•  Effectively motivate, train, and evaluate the performance of staff. 
• Communicate effectively in oral and written form to complete paperwork, and effectively 

communicate with the majority of clients, employees, and the public. 
•  Assess and monitor budgets and departmental performance. 
•  Establish and maintain an effective working relationship with employees, customers and the 

public. 
•  Plan, organize, coordinate, direct, control and manage the assigned areas of responsibility; 
•  Oversee subordinate supervisors and delegate and/or monitor responsibilities to ensure 

smooth operations; 
•  Supervise, train, evaluate, counsel, discipline, and motivate staff in a collective bargaining 

environment; 
•  Interpret and apply laws, rules, regulations, and labor contract provisions; 
•  Oversee and manage Transit Bus and operations and training programs; 
•  Plan for near and long-term Transit Bus and expansion and system modifications; 
•  Manage the development of Transit Bus service and operating plans; 
•  Prepare, interpret, and effectively utilize management information reports, and provide KPI 

reports; 
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•  Analyze situations and recommend and/or implement effective solutions to difficult and 
politically sensitive circumstances. 

MINIMUM QUALIFICATIONS: 

Education, Training and Experience: 
Two (2) years college level course work from an accredited college in management, business or public 
administration, transportation, or a closely related field; ongoing coursework in obtaining a college 
degree will be considered. 
Experience in the following areas is preferable: 

•  Experience managing ADA mandated requirements in transit operation service, either publicly 
operated or privately operated. 

•  Experience managing contracts in a public transit setting. 
•  Experience interacting with the public, Board of Directors, and Transit advisory committees. 
• Experience developing and managing a budget for operation of a relevant service or program. 
• Training in Fixed Route supervision/management, passenger assistance techniques, scheduling 

software, and management principles. 

 

LICENSES AND CERTIFICATES: 
Ability to obtain a valid Class B driver license with Passenger Endorsement and safe driving record is 
required at the time of application and must be maintained throughout employment. Within a one (1) 
year period of appointment, achieve certification in Standardized Emergency Management System 
(SEMS) and Incident Command Structure (ICS). 
 
SPECIAL REQUIREMENTS: 

•  Required to be able to respond to Operational or emergency situations seven (7) days per 
week, twenty-four (24) hours per day. 

• Must maintain strict confidentiality. 
• Must participate in professional development activities. 
•  Requires occasional travel. 
•  May be required to implement SEMS/ICS processes and procedures during declared 

emergencies 

 

PHYSICAL AND MENTAL DEMANDS: 

The physical and mental demands described here are representative of those that must be met by 
employees to successfully perform the essential functions of this class. Reasonable accommodations 
may be made to enable individuals with disabilities to perform the essential functions.  
 
Physical Demands 
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While performing the duties of this job, the employee is regularly required to sit, walk and stand; talk 
and hear; use hands to finger, manipulate, handle, feel or operate objects, tools or controls; reach with 
hands and arms; and perform repetitive movements of hands or wrists. The employee is regularly 
required to bend and twist at the neck, reach with hands and arms. Occasional standing, walking, 
overhead reaching, and lifting up to 50 pounds unaided is required. Specific visual abilities required for 
this job include close vision, distance vision, and the ability to adjust focus. 
 
Mental Demands: 
While performing the duties of this job, an employee uses written and oral communication skills; reads 
and interprets data, information and documents; analyzes and solves problems; uses math and 
mathematical reasoning; performs highly detailed work; deals with multiple concurrent tasks; and 
interacts with others encountered in the course of work. 
 
Work Environment: 
The employee works in an office environment where the noise level is usually quiet. May work out in the 
field when needed or in areas where loud engine noise may be prevalent. When directed to do so, may 
need to be available to work a flexible schedule. 
 

OTHER CONDITIONS OF EMPLOYMENT: 

• Must pass a requisite background check and drug screen  
• May occasionally work extended hours or hours outside of the regular schedule including 

weekends and some holidays. 
 
 
*Adopted: November 2017 
*BOD Approved: 12-15-2023 
*Revised: 12-15-2023 
*Job Family: Professional –Operations Fixed Route 
Class Code: OA211 
FLSA Status: Exempt 
Bargaining Unit: Management 
 

Attachment D

12D.5



 
 
 
 
 
 

 
- THIS PAGE INTENTIONALLY LEFT BLANK - 



   HUMAN RESOURCES DEPARTMENT 
Santa Cruz METRO 

Class Code: OA117 
FLSA Status: Exempt 

Assistant Operations Manager 

Paratransit Division 
Bargaining Unit: Management 

DEFINITION: 

Under general direction of the Operations Manager, the Assistant Operations Manager; manages, plans, 
organizes the Agency's transportation supervision and Paratransit Operations. 

Provides technical direction and supervision over assigned professional, supervisory, technical, and 
administrative support staff; directs and coordinates the activities of a major section or department in 
the Paratransit Division; manages delivery of Santa Cruz METRO's Paratransit service. Ensures Santa Cruz 
METRO Paratransit employees meet system performance and customer service standards and comply 
with related internal policies and procedures, federal and state law; performs related duties as assigned 

DISTINGUISHING CHARACTERISTICS: 

This position requires knowledge of the operation and dispatch of Paratransit functions including the 
monitoring, controlling, and scheduling of Paratransit operators, supervisors and department staff. This 
position is distinguished from the Operations Manager -Paratransit Department in that the Assistant 
Operations Manager exercises independent judgment in the performance of a variety of professional, 
complex and difficult management duties and has overall departmental responsibilities under the 
direction of the Operations Manager. 

EXAMPLE OF DUTIES AND RESPONSIBILITIES: 

The duties listed below represent the various types of work that may be performed. The omission of 
specific statements of duties does not exclude them if the work is related or a logical assignment to this 
class. 

• Oversees staff to ensure and maintain a high performance and staff conformance with Federal,
State, and Local laws and regulations; Santa Cruz METRO rules and regulations, including the
Drug and Alcohol Testing Policy, as well provisions of labor contracts and agreements.

• Communicates with employees in the field to provide advice and assistance on how to handle
difficult, sensitive, or potentially dangerous situations as they arise.

Attachment E

12E.1



   HUMAN RESOURCES DEPARTMENT 
Santa Cruz METRO 

• Communicates effectively and respectfully with people from different racial, ethnic, cultural
groups, physical and intellectual abilities, lifestyle choices, and ages; is sensitive to the needs of
clients.

• Participates in establishing operational plans and initiatives to meet department goals and
objectives.

• Participates in developing and monitoring performance against the annual departmental
budget.

• Participates in the development, implementation, and review of rules and regulations that
further Santa Cruz METRO's goal of delivering exceptional public transportation service to Santa
Cruz County.

• Participates in the resolution of employee concerns and grievances; makes standard
interpretations of labor contract provisions to supervisors and/or staff

• Evaluates employee attendance, performance, and other issues; makes recommendations on
discipline as required; Serves as first level hearing officer for disciplinary hearings.

• Participates in the selection and training of Operations staff.
• Perform as a hands on "working" Manager; Prepares and maintains department records and

reports, including payroll, attendance, and system performance statistics; assists in determining
staffing needs.

• Supervises, trains, and evaluates personnel.
• Prepares and presents reports at internal and external meetings as well as oral responses to

questions from the public.
• May monitor in-field operations and communicates with maintenance and other departments

as needed.
• May operate Santa Cruz METRO equipment for the purpose of operator training or in

emergency situations.
• Under the direction of the Safety, Security and Risk Director, conducts safety training and

licensing audits for Paratransit contractors; trains employees of proper ADA transit techniques
and procedures..

• Reviews and approves disciplinary actions recommended by supervisory personnel, reports and
data prepared by supervisory personnel; reviews and approves Agency accident reports.

• May coordinate services with outside agencies.
• Performs short and midterm planning for department including forecasting manpower;
• Attends meetings as assigned; may represent the Agency in court appearances as necessary.
• May assist in preparation of labor contract negotiations.
• Develops and standardizes policies, procedures, methods and training programs to improve and

continuously monitor the compliance efficiency and effectiveness of assigned programs, service
delivery methods and procedures.  Assesses and monitors workloads, administrative and
support systems, and internal reporting relationships. Identifies opportunities for improvement
and makes recommendations to the Operations Manager.

• Monitors changes in laws, regulations and technology that may affect the assigned operations
and implements policies and procedural changes as required.

• Performs other duties as required
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EMPLOYMENT STANDARDS: 

 Knowledge of: 

•  Principles and practices of Paratransit operations; 
• Principles and practices of Paratransit operator scheduling; 
• Working knowledge of standard office software (e.g., Microsoft Office) systems; 
•  Grievance procedures, conflict resolution procedures, and labor relations; 
• Transit scheduling software (i.e. Ecolane); 
• Principles and practices of organization, administration, supervision, budgeting, and personnel 

management of a public transportation agency; 
• Applicable local, state, and federal laws and regulations governing public transportation 

systems; 
•  The goals, organization, and management practices of a public transportation agency; 
•  Typical provisions found in public transit collective bargaining agreements; 
•  Industrial safety and general safety rules and regulations as applied to a public transportation 

system;  
•  Transportation activities and operations; 
•  Organizational development techniques and methods as related to curriculum development 

and training programs for Paratransit Operators; 
• Comprehensive, specific technical knowledge of the major functions within assigned areas of 

responsibility. 

Ability to: 

•  Work independently. 
•  Effectively motivate, train, and evaluate the performance of staff. 
• Communicate effectively in oral and written form to complete paperwork, and effectively 

communicate with the majority of clients, employees, and the public. 
•  Assess and monitor budgets and departmental performance. 
•  Establish and maintain an effective working relationship with employees, customers and the 

public. 
•  Plan, organize, coordinate, direct, control and manage the assigned areas of responsibility; 
•  Oversee subordinate supervisors and delegate and/or monitor responsibilities to ensure 

smooth operations; 
•  Supervise, train, evaluate, counsel, discipline, and motivate staff in a collective bargaining 

environment; 
•  Interpret and apply laws, rules, regulations, and labor contract provisions; 
•  Oversee and manage Paratransit operations and training programs; 
•  Plan for near and long-term Paratransit expansion and system modifications; 
•  Manage the development of Paratransit service and operating plans; 
•  Prepare, interpret, and effectively utilize management information reports, and provide KPI 

reports; 
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•  Analyze situations and recommend and/or implement effective solutions to difficult and 
politically sensitive circumstances. 

MINIMUM QUALIFICATIONS: 

Education, Training and Experience: 
Two (2) years college level course work from an accredited college in management, business or public 
administration, transportation, or a closely related field; ongoing coursework in obtaining a college 
degree will be considered. 
Experience in the following areas is preferable: 

•  Experience managing ADA mandated requirements in transit operation service, either publicly 
operated or privately operated. 

•  Experience managing contracts in a public transit setting. 
•  Experience interacting with the public, Board of Directors, and Transit advisory committees. 
• Experience developing and managing a budget for operation of a relevant service or program. 
• Training in Paratransit supervision/management, passenger assistance techniques, scheduling 

software, and management principles. 
•  

LICENSES AND CERTIFICATES: 
Ability to obtain a valid Class C - Commercial driver license with Passenger Endorsement and safe driving 
record is required at the time of application and must be maintained throughout employment. Within a 
one (1) year period of appointment, achieve certification in Standardized Emergency Management 
System (SEMS) and Incident Command Structure (ICS). 
 
SPECIAL REQUIREMENTS: 

•  Required to be able to respond to Operational or emergency situations seven (7) days per 
week, twenty-four (24) hours per day. 

• Must maintain strict confidentiality. 
• Must participate in professional development activities. 
•  Requires occasional travel. 
•  May be required to implement SEMS/ICS processes and procedures during declared 

emergencies 

 

PHYSICAL AND MENTAL DEMANDS: 

The physical and mental demands described here are representative of those that must be met by 
employees to successfully perform the essential functions of this class. Reasonable accommodations 
may be made to enable individuals with disabilities to perform the essential functions.  
 
Physical Demands 
While performing the duties of this job, the employee is regularly required to sit, walk and stand; talk 
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and hear; use hands to finger, manipulate, handle, feel or operate objects, tools or controls; reach with 
hands and arms; and perform repetitive movements of hands or wrists. The employee is regularly 
required to bend and twist at the neck, reach with hands and arms. Occasional standing, walking, 
overhead reaching, and lifting up to 50 pounds unaided is required. Specific visual abilities required for 
this job include close vision, distance vision, and the ability to adjust focus. 
 
Mental Demands: 
While performing the duties of this job, an employee uses written and oral communication skills; reads 
and interprets data, information and documents; analyzes and solves problems; uses math and 
mathematical reasoning; performs highly detailed work; deals with multiple concurrent tasks; and 
interacts with others encountered in the course of work. 
 
Work Environment: 
The employee works in an office environment where the noise level is usually quiet. May work out in the 
field when needed or in areas where loud engine noise may be prevalent. When directed to do so, may 
need to be available to work a flexible schedule. 
 

OTHER CONDITIONS OF EMPLOYMENT: 

• Must pass a requisite background check and drug screen  
• May occasionally work extended hours or hours outside of the regular schedule including 

weekends and some holidays. 
 
 
*Adopted: November 2017 
*BOD Approved: 12-15-23 
*Revised: 12-15-23 
*Job Family: Professional – Operations Paratransit 
Class Code: OA117 
FLSA Status: Exempt 
Bargaining Unit: Management 
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DATE: December 15, 2023 

TO: Board of Directors 

FROM: Dawn Crummié, Human Resources Director 

SUBJECT: APPROVE REQUEST FOR RECLASSIFICATION RESULTS FOR 
MARKETING AND COMMUNICATIONS DIRECTOR IN THE 
MARKETING DEPARTMENT 

I. RECOMMENDED ACTION

That the Board of Directors approve the reclassification results for
Marketing and Communications Director in the Marketing Department

II. SUMMARY

• To address the needs of our new Marketing Department, staff has determined
the need for reclassification of the current Marketing, Communications &
Customer Service Director to Marketing and Communications Director.

• In March 2023, Santa Cruz METRO’s (METRO) CEO Michael Tree requested
a classification study for the position of Marketing, Communications &
Customer Service Director. The creation of a new department was formed
effective July 1, 2023.

• In August 2023, METRO contracted with Koff & Associates (hereinafter “K&A”)
to conduct a total classification and compensation study.

• HR staff worked with K&A to study the new duties and compensation.

• In December 2023, HR staff presented the classification and compensation
study to METRO’s CEO Michael Tree.

• Staff is recommending Board approval to create the new position.

III. DISCUSSION/BACKGROUND

To address the needs of the Marketing department, the study determined the need
for reclassification of the current Marketing, Communications & Customer Service
Director to Marketing and Communications Director.
Over the last few months, the responsibilities for this position have evolved under
the direction of METRO’s CEO Michael Tree. This position now plans, organizes,
directs, and coordinates all marketing and communications programs including
public and media relations. In addition, this position will lead agencywide strategic
and ongoing communications, social media, branding and media efforts and act as
Santa Cruz METRO’s primary media spokesperson.

Santa Cruz Metropolitan 
Transit District 
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Marketing and Communications Director 

Human Resources staff worked with Koff & Associates, an outside agency, to study 
this position job description and corresponding wage scale.   
Koff & Associates presented a Total Compensation Study which reflected the 
comparison agency salaries and benefits.  The seven established labor market 
comparable agencies were:  

• Central Contra Costa County Transit Authority
• City of Santa Cruz
• County of Santa Cruz
• Monterey- Salinas Transit District
• Riverside Transit Agency
• San Joaquin Regional Transit District
• Santa Barbara Metropolitan Transit District
Upon approval, current incumbent Danielle Glagola will be reclassified to this 
position. 
Staff is recommending Board approval to adopt the new Marketing and 
Communications Director position description and wage scale. 

IV. STRATEGIC PLAN PRIORITIES ALIGNMENT

This report ties to the following strategic priorities:

• Service Quality and Delivery
• Employee Engagement: Attract, Retain and Develop
• Strategic Alliances and Community Outreach

V. FINANCIAL CONSIDERATIONS/IMPACT

The adoption of the recommendations contained in this report will require
approximately $19K for FY24 and $40K for FY25.

VI. ALTERNATIVES CONSIDERED

• Doing nothing is an alternative. Staff does not recommend this option. This
position meets the needs of METRO.

• Reject the suggested classification and wage survey. Staff does not
recommend this action since the new class specification and its wage survey
were researched and developed based on the developing needs of METRO.

VII. ATTACHMENTS

Attachment A: Marketing and Communications Director Job Description 
Attachment B: Marketing and Communications Director Wage Scale 
Prepared by: Dawn Crummié, Human Resources Director 

and Monik Delfin, Deputy HR Director 
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HUMAN RESOURCES DEPARTMENT 
Santa Cruz METRO 

 1  Marketing and Communications Director 

Class Code: OA213 
FLSA Status: Exempt 

Marketing & Communications Director 
Bargaining Unit: Management 

DEFINITION: 
Under the direction of the CEO/General Manager, plans, organizes, directs, develops, and coordinates 
marketing and communications programs, including public and media relations, advertising, business 
development, community engagement, and internal and external communications; leads agencywide 
strategic and ongoing communications, social media, branding, and media efforts; acts as Santa Cruz 
METRO’s primary media spokesperson; prepares press releases, fact sheets, correspondences, articles, 
surveys, and newsletters; provides complex and responsible support to the CEO/General Manager in areas 
of expertise; and performs other related duties as assigned.  

DISTINGUISHING CHARACTERISTICS: 
This is the executive level classification. The incumbent is expected to assume overall responsibility for all 
facets of marketing and communications programs and activities, including providing leadership in 
establishing strategic direction, goals, and priorities. The incumbent works under executive direction and 
exercises independent judgment in the performance of a variety of professional, complex, and difficult 
duties. Serves as the department head of the Marketing and Communications. 

EXAMPLES OF DUTIES AND RESPONSIBILITIES: 
The duties listed below represent the various types of work that may be performed. The omission of specific 
statements of duties does not exclude them if the work is related or a logical assignment to this class. 

• Directs and participates in the development and implementation of marketing and
communication goals, objectives, policies, and procedures to support organizational goals and
objectives.

• Administers and directs comprehensive and strategic marketing and communication programs,
plans, and activities including public and media relations, advertising, business development,
community engagement, and internal and external communications.

• Develops Key Performance Indicators (KPI’s), scorecards, dashboards, and other analysis tools to
evaluate program productivity, efficiencies, and to establish strategic goals.

• Consults and/or collaborates with and advises the CEO/General Manager, Board, and
department managers and directors to coordinate various strategies, programs, and activities.

• Develops, coordinates, implements, and grows Santa Cruz METRO’s advertisement, marketing,
and community engagement programs to increase revenue generation and ridership such as the
Customer Loyalty Program.

• Researches and identifies new/expanding markets, business opportunities, external
partnerships, and customer needs by managing and conducting marketing studies, market,
cost/benefit, and feasibility analyses, and customer surveys; analyzes survey results and trends;
presents findings to the CEO/General Manager and the Board.

• Tracks return on investment (ROI) on certain investments made to induce ridership growth.
• Synthesizes Santa Cruz METRO’s vision, mission, strategic goals, and key issues into concrete

messages for educational, informational, and marketing purposes; establishes and maintains
unified agency-wide messaging, communications, and branding/rebranding.

Attachment A
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  2  Marketing and Communications Director 
 

• Serves as Santa Cruz METRO’s lead spokesperson and media contact for information relating to 
Santa Cruz METRO; collaborates with and shares responsibility for media contact with the 
Manager of Safety, Security and Risk during security or crisis events.  

• Interacts and engages with various internal and external stakeholders to gather information and 
gain support, promote services, and solicit enrollment in Santa Cruz METRO programs and 
services. 

• Provides direction and manages written and visual communications by creating cohesive 
integrated campaigns and ensuring accuracy and quality through all stages of concept 
development, copywriting, design, layout, photography/filming/videotaping, illustration, 
printing, and/or recording and delivery. 

• Supervises the publishing of Santa Cruz METRO publications such as, but not limited to, Headways, 
and quarterly bus schedules in multiple languages.  

• Assumes the lead in web and print content development by partnering with the Information 
Technology department and consultants to develop, update, and expand Santa Cruz METRO’s 
website and social media pages; redesigns and maintains website 'look and feel' and navigation 
efforts; ensures all electronic correspondence complies with Americans with Disabilities 
requirements.  

• Manages production and distribution of service/ridership communications including system 
maps, brochures, car cards, and related publications; prepares and distributes specialized 
information and/or service change notifications as needed.  

• Reviews Santa Cruz METRO status reports and media coverage and identifies potential 
controversial issues; briefs and advises the CEO/General Manager on policy issues and problem 
areas and potential opportunities and strategies to address issues and problems. 

• Prepares technical and administrative reports, correspondence, written recommendations, and 
makes oral presentations to the Santa Cruz METRO Board of Directors, management, 
governmental officials, and other agencies and representatives.   

• Responds orally and in writing to inquiries and provides information regarding Santa Cruz METRO 
programs, marketing projects, fares, and other aspects of the organization.  

• Researches and writes Requests for Proposals (RFPs) and Invitation for Bids (IFBs); prepares scope 
of work; evaluates proposals and participates in selection processes; maintains a diverse list of 
qualified vendors; approves invoices; and manages contracts and contractor performance. 

• Selects, trains, supervises, and evaluates assigned staff; serves as a mentor in providing training 
and growth opportunities, while creating a culture of accountability.  

• Direct the preparation and administration of the department budget. 
• Performs duties as a hand on “working” Manager. 
• Performs other duties as assigned.  

 
EMPLOYMENT STANDARDS: 
 
Knowledge of: 

• Principles, practices, methods, and techniques of marketing and communications programs, 
including public and media relations, advertising, business development, branding/rebranding, 
community engagement, and internal and external communications. 

• Publication project management and production, including printing, graphic design, and 
distribution methods.  

Attachment A
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  3  Marketing and Communications Director 
 

• Techniques, methods, and best practices related to the development, maintenance, and 
management of websites and web-based and social media communications tools and best 
practices.  

• Principles, methods, and techniques of program analysis and evaluation, market, cost/benefit, 
and feasibility analyses, and project management. 

• Principles and practices of research, survey development, data collection and report 
preparation. 

• Public speaking and presentation techniques.  
• Principles and practices of supervision and performance appraisal. 
• Principles and practices of budget and contract management. 
• Applicable federal, state, and local laws, codes, and ordinances relevant to area(s) of 

responsibility. 
• Techniques for providing a high level of customer service by effectively dealing with the public, 

vendors, contractors, and Santa Cruz METRO staff. 
• The structure and content of the English language, including the meaning and spelling of 

words, rules of composition, and grammar. 
• Modern equipment and communication tools used for business functions and program, project, 

and task coordination, including computers and software programs relevant to work performed. 
 

Ability to: 
• Plan, organize, and implement strategic marketing and communications programs and related 

activities. 
• Serve as the spokesperson for the agency and represent Santa Cruz METRO in a professional and 

courteous manner.  
• Effectively represent Santa Cruz METRO in meetings with governmental agencies, community 

groups, various business, professional, and regulatory organizations, and in meetings with 
individuals. 

• Conduct research and in-depth analysis of market trends and best practices and present 
findings.  

• Prepare administrative and complex technical reports, correspondence, and written 
recommendations.  

• Support and lead staff, ensuring the organization works toward a common goal. 
• Supervise, train, delegate, coach, motivate, and counsel subordinate staff. 
• Develop and administer assigned budget(s) and contracts. 
• Create, implement, and communicate new processes using technology to create efficiencies and 

best practices. 
• Understand, interpret, and apply all pertinent laws, codes, regulations, policies and procedures, 

and standards relevant to work performed. 
• Independently organize work, set priorities, meet critical deadlines, and follow-up on 

assignments. 
• Effectively use computer systems, software applications, and modern business equipment to 

perform a variety of work tasks. 
• Communicate clearly and concisely, both orally and in writing, using appropriate English 

grammar and syntax. 
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  4  Marketing and Communications Director 
 

• Use tact, initiative, prudence, and independent judgment within general policy, procedural, and 
legal guidelines. 

• Establish, maintain, and foster positive and effective working relationships with those contacted 
in the course of work. 

 
MINIMUM QUALIFICATIONS: 
 
Any combination of experience and education that would likely provide the required knowledge and 
abilities is qualifying.  A typical way to obtain the knowledge and abilities would be:  
 
Education, Training and Experience: 
Bachelor’s degree from an accredited college in public relations, marketing, communications, business 
administration with an emphasis/minor in marketing or communications, or a closely related field.  
 
AND 
 
Five (5) years professional experience the public or private sector working in marketing or 
communications, including two (2) years of supervisory experience, preferably in a public agency.   
 
LICENSES AND CERTIFICATES: 
A valid Class C driver license and safe driving record is required at the time of application.  A valid Class C 
State driver license is required at the time of appointment and must be maintained throughout 
employment. 
 
SPECIAL REQUIREMENTS: 

• Must be able to work extended hours as needed, often outside regular business hours as required 
by the CEO and the demands of the job. 

• Must maintain strictest confidentiality.  
• Must participate in professional development activities.  
• Requires occasional travel. 

 
PHYSICAL AND MENTAL DEMANDS: 
The physical and mental demands described here are representative of those that must be met by 
employees to successfully perform the essential functions of this class.  Reasonable accommodations 
may be made to enable individuals with disabilities to perform the essential functions. 
  
Physical Demands  
While performing the duties of this job, the employee is regularly required to sit, walk, and stand; talk 
and hear; use hands to finger, manipulate, handle, feel, or operate vehicle, objects, tools, or controls; 
reach with hands and arms; and perform repetitive movements of hands or wrists. The employee is 
regularly required to bend and twist at the neck, reach with hands and arms.  Occasional standing, 
walking, overhead reaching, and lifting up to 20 pounds unaided is required.   Specific visual abilities 
required for this job include close vision, distance vision, and the ability to adjust focus.   
 
Mental Demands  
While performing the duties of this job, an employee uses written and oral communication skills; reads 
and interprets data, information, and documents; analyzes and solves problems; uses math and 
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  5  Marketing and Communications Director 
 

mathematical reasoning; performs highly detailed work; deals with multiple concurrent tasks; and 
interacts with others encountered in the course of work. 
 
 Work Environment:  
The employee typically works in an office environment where the noise level is usually quiet.  May work 
out in the field when needed.  May require availability to work a flexible schedule. 
 
OTHER CONDITIONS OF EMPLOYMENT: 

• Must pass requisite background check. 
 
 
*Adopted: November 2017  
*BOD Approved: 12-15-2023  
*Revised: 12-15-2023 
*Job Family:   Professional- Marketing   
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DATE: December 15, 2023 

TO: Board of Directors 

FROM: Dawn Crummié, Human Resources Director 

SUBJECT: APPROVE REQUEST FOR RECLASSIFICATION RESULTS FOR 
CUSTOMER EXPERIENCE MANAGER IN THE CUSTOMER 
SERVICE DEPARTMENT 

I. RECOMMENDED ACTION

That the Board of Directors approve the reclassification results Customer
Experience Manager in the Customer Service Department.

II. SUMMARY

• To address the needs of Santa Cruz METRO (METRO), staff have determined
the need for reclassification of the current Customer Service Manager to
Customer Experience Manager.

• In October 2023, METRO’s CEO, Michael Tree, requested a classification
study for the position of Customer Experience Manager.

• In November 2023, METRO contracted with Koff & Associates (hereinafter
“K&A”) to conduct a total classification and compensation study.

• HR staff worked with K&A to study the new duties and compensation.

• On December 8, 2023, HR staff presented the classification and compensation
study to CEO, Michael Tree.

• Staff is recommending Board approval to create the new position.

III. DISCUSSION/BACKGROUND

To address the needs of the Customer Service department, the study determined
the need for reclassification of the Customer Service Manager to Customer
Experience Manager.

Under the direction of METRO’s CEO Michael Tree, this position will plan,
organize, develop, and coordinate the activities of the Customer Service
Department and Ambassador programs to integrate METRO with communities it
serves, creating a customer is first mindset.

Santa Cruz Metropolitan 
Transit District 
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Customer Experience Manager 

In addition, this position will have a strong presence among Customer Service 
Representatives, Ambassadors, Leads, and Supervisors emulating and teaching 
the characteristics and proficiency level necessary to create a customer centric 
organization.  

Human Resources staff worked with Koff & Associates, an outside agency, to study 
this position job description and corresponding wage scale.   

Koff & Associates presented a Total Compensation Study which reflected the 
comparison agency salaries and benefits.  The seven established labor market 
comparable agencies were:  

• Central Contra Costa County Transit Authority 
• City of Santa Cruz 
• County of Santa Cruz 
• Monterey- Salinas Transit District 
• Riverside Transit Agency 
• San Joaquin Regional Transit District 
• Santa Barbara Metropolitan Transit District 

Upon approval, the Human Resources Department will open this position for 
recruitment. 

Staff is recommending Board approval to adopt the new Customer Experience 
Manager position description and wage scale. 

IV. STRATEGIC PLAN PRIORITIES ALIGNMENT 

This report ties to the following strategic priorities:  

• Service Quality and Delivery 
• Employee Engagement: Attract, Retain and Develop 
• Strategic Alliances and Community Outreach 

V. FINANCIAL CONSIDERATIONS/IMPACT 

The adoption of the recommendations contained in this report will require 
approximately $11K for FY 24 and $29K for FY25. 

VI. ALTERNATIVES CONSIDERED 

• Doing nothing is an alternative. Staff does not recommend this option. This 
position meets the needs of METRO. 
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• Reject the suggested classification and wage survey. Staff does not
recommend this action since the new class specification and its wage survey
were researched and developed based on the developing needs of METRO.

VII. ATTACHMENTS

Attachment A: Customer Experience Manager Job Description 
Attachment B: Customer Experience Manager Wage Scale 

Prepared by: Dawn Crummié, Human Resources Director 
and Monik Delfin, Deputy HR Director 
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HUMAN RESOURCES DEPARTMENT 
Santa Cruz METRO 

 1  Customer Service Manager 

Class Code: OA212 
FLSA Status: Exempt 

Customer Experience Manager 
Bargaining Unit: Management 

DEFINITION: 
Under general direction of the CEO/General Manager, the Manager of Customer Experience plans, 
organizes, directs, develops, and coordinates the activities of Customer Service and Ambassador programs 
to integrate METRO with the communities it serves, creating a  customer is first mindset.  Ensures 
compliance with applicable federal, state, and local laws and regulations, and performs other duties as 
assigned.  

DISTINGUISHING CHARACTERISTICS: 
This “working” manager classification has a strong presence amongst Customer Service Representatives, 
Ambassadors, Leads and Supervisors emulating and teaching the characteristics and skill level necessary 
to create a customer centric organization. This position is also an important member of the management 
team at METRO, providing regular briefings to the Executive Team on customer experience, and is 
responsible for coordinating with operations and activities with other departments and outside agencies. 

EXAMPLES OF DUTIES AND RESPONSIBILITIES: 
The duties listed below represent the various types of work that may be performed. The omission of specific 
statements of duties does not exclude them if the work is related or a logical assignment to this class. 

• Manages the daily functions, operations, and activities of the Customer Service Department;
provides planning, organization, direction, development and coordination of customer service
center, lost and found services, and other customer service functions, including sales of tickets
and merchandise.

• Provides for the selection, training, professional development, and work evaluation of the
ambassadors and  customer service representatives including accommodations for excellent
performance and correction, discipline if required; and provides policy guidance and
interpretation to staff.

• Develops and standardizes customer centric policies, procedures, methods, and training
programs to improve the effectiveness of assigned programs, service delivery methods, and
procedures; assesses and monitors workload, administrative and support systems, and internal
reporting relationships; identifies opportunities for improvement and makes recommendations
to the CEO/General Manager.

• Develops and executes short and long-term strategies to build and support customer engagement 
and success.

• Identifies and represents customer interests, expectations, and needs; engages and partners with
various internal and external stakeholder groups to develop new and/or revise existing services
and programs.

• Serves as an expert on District services and customer programs to educate customers and provide
effective customer centric services.

• Manages the District's complaint resolution process by acting as the point person to evaluate all
customer comments coming into the agency and to monitor responses and assure the
CEO/General Manager that all customer comments are replied to promptly and with professional

Attachment A
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HUMAN RESOURCES DEPARTMENT 
Santa Cruz METRO 

 2  Customer Service Manager 

courteously and empathy; provides assistance and advice to customer service staff on how to 
handle difficult or potentially dangerous situations as they arise. 

• Evaluates the effectiveness of customer experience strategies by frequently riding the METRO
system, interacting with customers, developing and administering customer surveys, and
gathering feedback and analyzing ridership, performance, and operations data; identifies trends
and recommends improvements; prepares and presents reports with findings and
recommendations to the Executive Team.

• Directs, manages, coordinates, and participates in the daily, weekly, and quarterly collection,
reporting, and reconciliation of cash receipts; works with the Finance Department and auditors
to ensure internal controls for verifying cash balances and integration of information into
departmental financial records.

• If fares are charged, manages the fare media program and operations, including the In Person
Customer Service Center program, outreach activities, and add value machines; and works with
staff from other agencies and organizations to ensure proper implementation of programs and
operations.

• Provides periodic updates and reports for auditing of active, inactive, and resolved claims;
investigates liability claims and works with claimants and attorneys on resolutions.

• Evaluates all customer service activities for compliance with federal, state, and local requirements 
and with Santa Cruz METRO’s policies and procedures; creates and tracks Key Performance
Indicators for the department.

• Participates in the preparation and administration of the Customer Service Department budget;
forecasts additional funds needed for staffing, equipment, materials, supplies, and special
customer service projects.

• Ensures the in-house customer service database and software systems, including but not limited
to telephone information systems, are up to date; participates in designing, testing, and
implementing new technology solutions to meet business needs.

• Confers with department representatives and outside agencies to determine customer service
operational plans and areas of standardization to meet District goals and objectives, which
includes coordination of daily changes with the operation and dispatch of fixed route and
paratransit departments to provide up-to-date information to District customers

• Prepares technical and administrative reports, correspondence, written recommendations, and
makes oral presentations to the Santa Cruz METRO Board of Directors, management,
governmental officials, and other organizations or groups as needed.

• Maintains and directs the maintenance of working and official department files.
• Monitors changes in laws, regulations, and technology that may affect departmental operations;

and implements policy and procedural changes as required.
• Performs other duties as assigned.

EMPLOYMENT STANDARDS: 

Knowledge of: 
• Advanced customer centric principles, practices, and techniques.
• Leadership skills to develop a team of dynamic brand ambassadors and customer service

representatives.  Ability to nurture a customer centric, customer is number one mindset.
• Principles and practices of employee supervision, including work planning, assignment, review

and evaluation, and the training of staff in work procedures.

Attachment A

14A.2



HUMAN RESOURCES DEPARTMENT 
Santa Cruz METRO 

 3  Customer Service Manager 

• Paratransit reservations process and the ADA requirements.
• Basic information systems operations and concepts including telephone information systems and

related customer service technologies.
• Principles, practices, and techniques of sales balancing and reconciliation.
• Regulations, policies, and procedures affecting Santa Cruz METRO customers.
• Santa Cruz METRO labor contracts and administration of contracts.
• Principles and practices of budget planning, organization, and administration.
• Local and regional transportation services.
• Federal, State, and local laws and regulations and District policies and procedures applicable to

Payment Card Industry standards, transportation regulations and policies governing fixed route
and paratransit service.

• Public speaking techniques.
• Intermediate mathematics including, addition, subtraction, multiplication, division, percentages,

and basic statistics.
• The effective use of modern office equipment, personal computers, and standard business

software.

Ability to: 
• Lead and develop a team of dynamic brand ambassadors and customer service representatives.

Ability to nurture a customer centric, customer is number one mindset.
• Effectively plan, organize, direct, and coordinate the functions and staff activities for the

Customer Service Department.
• Select, supervise, train, motivate, assign, evaluate, counsel, and discipline staff within a union

environment.
• Analyze and evaluate complex department/operational problems and recommend and

implement effective solutions.
• Prepare administrative and complex reports, formal correspondence, written recommendations,

and oral presentations.
• Prepare departmental budgets and expenditure projections.
• Ensure the delivery of training programs on customer service methods as well as departmental

procedures and policies.
• Coordinate customer service programs, projects, and activities with other departments and

external agencies.
• Interpret, apply, explain, and ensure compliance with applicable federal, state, and local laws and

regulations and District policies and procedures related to transportation services and customer
service.

• Make oral and written presentations to the Board of Directors, Santa Cruz METRO management,
and other groups.

• Effectively use computer systems, software applications, and modern business equipment to
perform a variety of work tasks.

• Communicate clearly and concisely, both orally and in writing.
• Establish and maintain effective working relationships with employees, union representatives,

Board members, stakeholders, elected and appointed officials, venders, contractors, consultants,
media representatives, and members of the public.
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 4  Customer Service Manager 

MINIMUM QUALIFICATIONS: 
Any combination of experience and education that would likely provide the required knowledge and 
abilities is qualifying. A typical way to obtain the knowledge and abilities would be:  

Education, Training and Experience: 
Bachelor’s degree from an accredited college in business administration, communications, public 
administration, public relations, or a closely related field. 

AND 

Four (4) years of increasingly responsible experience in customer service in a large public organization. 
Familiarity with transit agency, paratransit, and/or transportation system activities and functions is 
desirable.  

LICENSES AND CERTIFICATES: 
A valid Class C driver license and safe driving record is required at the time of application. A valid Class C 
State driver license is required at the time of appointment and must be maintained throughout 
employment. 

SPECIAL REQUIREMENTS: 
• Must be able to work extended hours as needed, often outside regular business hours as required

by the demands of the job.
• Must maintain strictest confidentiality.
• Must participate in professional development activities.
• Requires occasional travel.

PHYSICAL AND MENTAL DEMANDS: 
The physical and mental demands described here are representative of those that must be met by 
employees to successfully perform the essential functions of this class. Reasonable accommodations may 
be made to enable individuals with disabilities to perform the essential functions. 

Physical Demands  
While performing the duties of this job, the employee is regularly required to sit, walk and stand; talk 
and hear; use hands to finger, manipulate, handle, feel or operate objects, tools or controls; reach with 
hands and arms; and perform repetitive movements of hands or wrists. The employee is regularly 
required to bend and twist at the neck, reach with hands and arms. Occasional standing, walking, 
overhead reaching and lifting up to 20 pounds unaided is required.  Specific visual abilities required for 
this job include close vision, distance vision, and the ability to adjust focus.  

Mental Demands  
While performing the duties of this job, an employee uses written and oral communication skills; reads 
and interprets data, information and documents; analyzes and solves problems; uses math and 
mathematical reasoning; performs highly detailed work; deals with multiple concurrent tasks; and 
interacts with others encountered in the course of work. 

Work Environment:  
The employee may work in an office, shop, construction site, or bus yard environment where the noise 
level may be loud. May require availability to work a flexible schedule. 

Attachment A

14A.4



HUMAN RESOURCES DEPARTMENT 
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 5  Customer Service Manager 

OTHER CONDITIONS OF EMPLOYMENT: 
• Must pass requisite background check.

*Adopted: 11-20-2020
*BOD Approved: 12-15-2023
*Revised: 12-15-2023
*Job Family: Professional-Customer Service
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	V. FINANCIAL CONSIDERATIONS/impact
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