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Community Affairs

• The Community Affairs division builds relationships 
with stakeholders and community in support of Metro 
Transit’s mission and projects. 

– We conduct public processes to ensure decisions are 
influenced by the needs of riders and stakeholders

– We respond to community affairs issues raised by internal 
and external stakeholders and work cross-departmentally 
to find solutions and respond 

– We help ensure support for initiatives and bring greater 
understanding of Metro Transit work and decision-making 
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Metro Transit’s approach to customer relations 

• Investigate issues raise by customers and 
community

• Seek solutions where issues persist 

• Continually receive feedback and share what we 
are hearing for ongoing decision making 

• Received information about an issue or idea?

– Contact Pam Steffen 

Customer Relations Supervisor, 
Jeremy Hop listening to feedback

4



Metro Transit’s engagement approach 

• Develop ongoing, working relationships with project 
neighbors, riders, and community

• Strategies designed to ensure we hear diverse perspectives

– Go to where people are 

• Engage early and often

– Ensure stakeholders are aware of project details and can be 
involved through all project stages 

• Dedicated outreach coordinators 

Site visit with Bryn Mawr 
Station neighbors
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Example activities 

• Sharing information

– Project hosted meetings, newsletters, social media, 
etc. 

• Developing relationships 

– Community partnerships, ongoing collaboration, 
individual/group focus meetings, How to Rides

• Going to where people are 

– Door-knocking, pop-ups, attending events hosted by 
community
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Gold Line tabling at Safe Summer Nights

Event with students at Century College



Example activities: Network Now

Engagement 
on Values & 
Principles  

Confirm the 
network of 

today

Propose how 
we adapt our 

service

Recommend 
plan

Through early summer 2023 Summer/fall 2023 Winter 2023 Spring 2024

• Project initiated with an engagement focus:

– Project phases designed to keep the community informed and involved as decision-
making advances

– Engagement begins on the front end



Example activities: Network Now 
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Ad on KMOJ’s webpage In-person rider alert Community meetings



Utilizing feedback and considering equity

• Stakeholder mapping

• Considering voices and needs even if they are 
not the loudest 

• Impact and solutions-based approach   
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METRO F Line outreach



Engagement results  

• Results:

– Adjustments such as: 

• Blue Line Extension routing options on 21st Street or 
between Target Field and West Broadway, Purple Line 
Arcade Station details

– Greater understanding: 

• Awareness of construction plans: Green Line Extension, 
Gold Line, B Line

• Network Now: increasing understanding of planning, 
challenges, and decision-making 
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Blue Line Extension Community Workshops (bottom 
photos: hosted by Juxta)



Engagement & customer experience impact

• 2022: Nearly 1,000 meetings and events with public stakeholders

• Outreach coordinators and customer experience staff are well known in 
community and have established ongoing relationships

• Over 45,000 calls and 8,000 emails addressed (feedback received or issues 
investigated)  
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Thank You!

Sophia Ginis
sophia.ginis@metrotransit.org

651-592-1911
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