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CUSTOMER SERVICE RESPONSE TO FEEDBACK AND COMMENTS 
September 8, 2025 

 STAFF REPORT 

Agenda Item 3.1 

DATE: September 8, 2025   
TO: Sacramento Regional Transit Board of Directors 
FROM: Lisa Hinz, VP, Security, Safety, Customer Satisfaction & Facilities 
SUBJ: CUSTOMER SERVICE RESPONSE TO FEEDBACK AND 

COMMENTS 

RECOMMENDATION 

No Recommendation - For Information Only. 

Customer Service Response to Feedback and Comments 

Do not delete section break.



Lisa Hinz – VP Security, Safety, Customer Satisfaction & Facilities
Customer Response & Feedback
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Project Postmortem
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Sharing of Information



Rear Entry vehicles are Unsafe
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Improve Reliability

Add Priority Signals for Busses



Improve Perception of Safety and Security through 
action and public messaging:
Action/Visible Presence
1. Increase Security Personnel
2. Staff Every Train
3. Police Officers as Rovers to Support Security Staff
4. Add Additional…

− Sheriff Security Officers
− Sacramento Police Off Duty Officers
− Sacramento Sheriff Off Duty Deputies
− 40 security guards
− Increase Transit Ambassadors
− Increase SOC staff to reach 24/7 coverage 

6

Perception of Safety and Security
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Trains Tested for Deployment Issues

Trains are tested every 
night to ensure 
operability. 
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Continue Engagement with SEIU

sacrt.com/stateworkers
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Rail Crossing & Signal Complaint

Mineshaft Crossing-Folsom/Bradshaw

Response:

• Problem traced to a control box 
malfunction.

• Wayside staff repaired the control box 
and restored normal function.
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First-Mile/Last-Mile Connections



Increase Weekend Ridership

Farm to Fork Festival

Diner en Blanc
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Community Engagement

2024
Number of Tabled Events: 87
Contact Exposure: 17,975

2025 (to date)
Number of Tabled Events: 66
Contact Exposure: 14,899
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Questions
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