2 Broadway Janno Lieber
New York, NY 10004 Chairman and Chief Executive Officer
212 878-7000 Tel

Metropolitan Transportation Authority

State of New York

August 1, 2023

Ms. Carmen Maldonado

Audit Director

The Office of the State Comptroller

Division of State Government Accountability
59 Maiden Lane, 21% Floor

New York, NY 10038

Re: Final Report #2022-F-23 (Fare Evasion)

Dear Ms. Maldonado:
This is in reply to your letter requesting a response to the above-referenced final report.
I have attached for your information the comments of Patrick Warren, MTA Chief Safety

Officer, which address this report.

Sincerely,

M

anno Lieber

c: Laura Wiles, MTA Chief of Staff
Michele Woods, Auditor General, MTA Audit Services

The agencies of the MTA

MTA New York City Transit MTA Metro-North Railroad MTA Construction & Development
MTA Long Island Rail Road MTA Bridges and Tunnels MTA Bus Company




2 Broadway
New York, NY 10004
212 878-7000 Tel

Metropolitan Transportation Authority
State of New York '

July 31, 2023

Mr. Janno Lieber

Chair and Chief Executive Officer
Metropolitan Transportation Authority
2 Broadway, 20th Floor

New York, NY 10004

Re: 30-Day Response to New York Office of the State Comptroller, Fare Evasion, Report
#2022-F-23 (Follow-Up to Report #2019-5-7)

Dear Chair Lieber:

This information is provided in response to Audit Report 2022-F-23, issued by the New
York State Office of the State Comptroller (OSC) on June 22, 2023. OSC issued Audit Report
2022-F-23 as a follow up to its Audit Report 2019-S-7, Fare Evasion, issued on April 15, 2021.

The stated purpose of Audit Report 2022-F-23 was to assess the MTA’s actions, as of
April 20, 2023, in implementing the 19 recommendations contained in Audit Report 2019-S-7.
Those recommendations related to fare evasion on the subway and bus services operated by
MTA New York City Transit (NYCT) and MTA Bus. In addition to NYCT, certain recommendations
also related to the work of MTA Construction & Development, the MTA’s Office of Safety &
Security, the MTA’s Customer team, and the MTA’s Office of Strategic Initiatives.

In Audit Report 2022-F-23, OSC overwhelmingly concludes that its recommendations are
deemed Implemented (13 out of 19) or No Longer Applicable (1 out of 19).

Only a few recommendations are deemed by OSC to be either Partially Implemented (4
out of 19) or Not Implemented (1 out of 19). For the reasons set forth below, the MTA
respectfully does not believe these few classifications are accurate or appropriate. Nor does the
MTA believe that these classifications indicate any lack of legal compliance, any lack of
operational diligence, or any need for further action on the MTA’s part.

The agencies of the MTA

MTA New York City Transit MTA Metro-North Railroad MTA Construction & Development
MTA Long Island Rail Road MTA Bridges and Tunnels MTA Bus Company
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Initially, it should be noted that the MTA’s own independent efforts on fare evasion are

extremely substantial — indeed, going well beyond the issues addressed in either Audit Report 2022-
F-23 or Audit Report 2019 S-7.

As you know, under your direction, in 2022 the MTA convened a blue-ribbon panel of outside
civic leaders to address the issue of fare evasion. The panel’s report was issued in May of 2023, and
was immediately provided to OSC. The report lays out a substantial new analysis of the issue of fare
evasion, and makes dozens of recommendations for how to reduce evasion across the entire MTA
organization. The report proposes a new rubric — the “Four Es” — intended to reduce evasion by a

multi-pronged strategy of Education, Equity, Environment (design and technology), and
Enforcement.

As was noted in The New York Times: “The report offers the clearest picture of how and where
the MTA is losing money [to evasion], and what tools the authority is experimenting with” to reduce
evasion. MTA leadership endorses the “Four Es” approach. We are now working diligently to assess
and implement the report’s recommendations. Substantial progress has already been made, as was
publicly reported at the MTA committee and board meetings on July 17 and 19, 2023.

Separate and apart from the work of the blue-ribbon panel, MTA leadership has long been
intensely focused on the issue of fare evasion. Many of these innovative efforts predate the report
of the blue-ribbon panel, and were documented and commended by the panel.

Under the circumstances, it seems appropriate to focus this response on the five items that
OSC deemed to be either Partially Implemented or Not Implemented:

Recommendation 2

“Ensure that key areas of bus stops and buses contain fare evasion and payment signage that is
clearly visible and well-maintained. Signage should include instructions for purchasing a ticket when
machines are out of order and notification that fare evaders are subject to a fine.”

Status - Partially Implemented

[remainder of page intentionally left blank]
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MTA Response - Appropriate messaging is widely distributed at bus stops, on buses, and via
other MTA communication channels. Signage frequently includes statements that fare evaders are

subject to a fine. Here is an example that was previously provided to OSC, prior to its issuance of Audit
Report 2022-F-23:

Moreover, the MTA is actively proceeding with the transition to OMNY and with plans to retire
MetroCard. Appropriate judgments are made about when it is, or is not, still cost-effective to update
aspects of our system that are unique to MetroCard. Instructions regarding physical tickets for Select
Bus Service are an example of this, as such tickets will no longer be used in an all-OMNY system.

Recommendation 3

“Ensure that appropriate languages for the neighborhoods are used for SBS bus stop signage.”
Status - Not Implemented

MTA Response — Appropriate multilingual signage is widely available at bus stops. An example,
attached here as Exhibit A, was previously provided to OSC.
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" Recommendation 9

“Ensure that fare enforcement practices are consistent among different EAGLE Teams.”

Status — Partially Implemented

MTA Response — EAGLE Teams consistently act in a highly professional manner and consistent
with MTA policies and procedures. Those policies and procedures permit EAGLE Team members to
exercise discretion. This can involve, case by case; balancing the need for fare enforcement against
other factors such as the speed of service and the safety of MTA employees and the riding public.

OSC reports that it observed a few instances where different EAGLE Team members, at
different times and places and under different circumstances, exercised their discretion in different
ways. This is the nature of discretion, and not an indication of any shortfall in consistency.

Recommendation 11

“Re-evaluate mechanical design and positioning plans of subways entrances and exits, and make
changes as warranted.”

Status - Partially Implemented

MTA Response — MTA provided OSC with extensive documentation regarding a wide range of
ongoing efforts to study and implement various anti-evasion adjustments to subway fare arrays. The
scale of the subway system is massive, with nearly 500 stations and over 1,000 fare arrays. Accordingly,
it is crucial to study and pilot a range of possible solutions before deciding which ones to adopt across
the system. The fact that this work is ongoing reflects the MTA’s diligence, and not any shortfall in
evaluation or implementation.

This issue is also extensively discussed in the report of the blue-ribbon panel. In response to the
panel’s recommendations, the MTA has committed to issue a request for information (RFI) to the fare
array industry within 2023. The RFI will call for industry’s best ideas for the next generation of fare
arrays. It is anticipated that the RFI will be followed by efforts to identify and pilot various next-
generation solutions. Various anti-evasion modifications to the existing fare arrays also are currently in
the testing or implementation stages, in follow-up to the panel’s recommendations. All these steps are
part of the larger ongoing effort to mitigate fare evasion by physical and technical means —i.e., the
Environment prong of the “Four Es.”
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Recommendation 14

“Continuously assess and revise as necessary the methodologies used to calculate and report fare
evasion statistics.”

Status - Partially Implemented

MTA Response - The MTA does continuously assess and revise these methodologies.
Information about this was provided to OSC prior to issuance of its report. It is in the nature of such
assessment and revision that it is continuous. Accordingly, to characterize this as Partially Implemented
is not an indication of any shortfall on the MTA’s part, but simply a description of a healthy process.

We thank OSC'’s staff for their courtesies and cooperation during this process.

Very truly yours,

T e

Patrick Warren
Chief Safety Officer

cc: Richard Davey, President, New York City Transit
Jon Kaufman, MTA Chief of Strategic Initiatives
Shanifah Rieara, MTA Acting Chief Customer Officer
Jamie Torres-Springer, President, MTA Construction & Development
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Exhibit A — Multilingual Bus Stop Signage (see Recommendation 3 above)

Welcome Aboard

Fare required. Fare evasion can resuit
in a fine of up to $100.

Pay your fare and board with:

OMNY: Tap your contactiess card »)

or smart device. Visit omny.info
MetroCard: Visit mta.info, “Fares & Tolls”
Coins (no pennies) on local and SBS only.

For reduced fare eligibility, visit:
- nyc.gov/accessfairfares or call 311.
- new.mta.info/reduced-fare or call 511.

Get bus arrival times and information:
- Text bus stop code t0 511123

or scan QR code (see other panel)
- Use our MYmta app

- Tweet us @NYCTBus or Chat on
WhatsApp: new.mta.info/whatsapp

For Your Safety

Outside the Bus

Stand back as the bus arrives.

Let passengers off, then board.

Hold railings when boarding bus.

Stay back when wheelchair ramp

is deployed.

Never cross in front of the bus.

Watch for cars, always use crosswalks.
Step back from curb when bus turns.

inside the Bus
Remain seated.

Hold railings when standing or exiting.
Keep aisles clear.

Keep strollers folded.

Don’t block or lean on doors.

Don’t talk to the bus operator while the
bus is moving.

“ " Always remain alert when wearing
- Call 511. Say “subways and buses.” Press  neadphones or using electronic devices
3" after transfer. (6 AM to 10 PM dally)  jnside and outside the bus.
Bienvenido a bordo Para su seguridad

Pago obligatorio de tarifa. La evasion de pago de Ia tarita Fuera del autobis

puede dar ugar al cobro de una muita de hasta $100.

Pague la tarifa y aborde con:

OMNY: Togue su dispositivo inteligente i))) o tarjeta sin
contacto. Visite omny.info

MetroCard: Visite mta.info, “Tarifas y peajes”
Monedas (no se aceptan centavos) solo en servicios
locales y de SBS.

Para obtener informacion sobre la elegibllidad para

la tarifa reducida, visite:
- nyc.gov/accessfairfares, o lame af 311.
- pew.mta.info/fares/reduced-fare, o llame al 511.

Para obtener informacién y horarlos de arribo de
autobuses:

- Envie un mensaje de texto con ef cédigo de la parada

de autobuis al 511123 o escanee &l codigo de QR
{ver el otro panel).

- Use nuestra aplicacion MYmta.

- Envienos un tuit a @NYCTBus o un mensaje por
WhatsApp a new.mta.info/whatsapp

- Llame al 511. Diga "Subways and Buses”, luegp
“Translator”. (De 6 a. m. a 10 p. m., todos los dias}.

Apartese cuando llegue ¢l autobis,

Ceda el paso a los pasajeros que bajan, luego suba.

Sujétese de las barandillas al subir al autobs,
Permanezca alejado cuando se despliegue la
rampa para silla de ruedas.,

Nunca se cruce frente al autobas.

Tenga cuidado con los automoviles, utilice
siempre los pasos de peatones.

Apértese del bordillo de la acera cuando el
autobus gire.

En el autobiis

Permanezca sentado.

Sujétese de las barandillas cuando esté de pie
y al bajar del autobis.

Mantenga los pasillos despejados.

Mantenga plegados los carritos para bebés.
No se apoye en las puertas ni las bloquee.

No converse con el conductor del autobis
mientras el vehiculo esté en movimiento.
Manténgase siempre alerta cuando use
auriculares o dispositivos electronicos dentro
y fuera del autobits.

July 31, 2023
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8
{lo6po noxanoears Ha Gopt! Hina Bauseis Gesonacuocrw
Onnatite npoesp. 3a HeonnaveMHblil npoesn Ha ynuie

npegycmaTpuBacTca wrpad B pasmepe go $100.
Onnauusaiite npoesq ¢ NOMOWLIO:

OMNY: npunomwre kapty 113} v mobinsroe yerpoilcrso.
Bonbiue widopmativu Ha omny.info

MetroCard: Gonbuwe wndopmatms Ha mta.info, paspen

“Fares & Tolls” («Onnara ¥ Tapudbi»)

MoneT (MoHeTb o T UeHTY He NPHHUMAIOTCA) - TONbKO Ha

MECTHBIX MapIIPYTaX U Mapuupyrax $BS.

Wudopmaums o nbroTHbix Tapudax:

- nyc.gov/accessfairfares wng 3gonure 311,

- new.mta.info/fares/reduced-fare unu sBoHmre 511.

Pacnucanue psuenus apro6ycos u Apyras undopmayus:

- OThpaBbTe TeKCroBOR cOOBiieHie € KONOM OCTAHOBKM Ha HOMED
511123 unw cxanupyitre QR-Ko (Ha fipyrom nammo)

Bo spena npubtimun asTobyca oroRguTe of Kpan npoewedt YacTh.
TponycTiTe BXOAMIUX NACCIKKPOB, 3ATEM CABUTECH B agrobyc.
Caanco B asrobyc, fepmuTecs 32 nopyynm.

He meltiaitTe packpoiTiiio NAHAYCA ANS HHBAMAHBIX KORACOK
W €10 NONb30BATENAM.

He nepexopuTe gopory nepep astobycom.

Cneftire 33 AOPOMHBIM ABIKEHKEM, RONL3YIHTECH
NEWISXO/HBIMH NEPEXONAMH.

Orcrynaitre oF kpas npoesixeit yacT nepeg
NOBOPAYHBaKLIMMY asTolycamu,

B canoue aBrobyca

Bo BpemA ABUeHHA He ROKUAAIITE CB0ETD Kpeta.
Jlepxurecs 3a nopyuHK BO Bpems ABMKEN B aBTOGYCe
neansace B asrobyc.

He sanumaire npoxopp!.

-enonb3yiive npunoenue MYmta fipOBO3HTE KONACKH B COXEHHOM NOMOXKENHN,
- Maure uam 8 Tweeter na @NYCTBus unu & yat no WhatsApp: He GokupyiTe f1BepH # He 0bnOKauMBAITECH Ha ABEPH.
new.mta.info/whatsapp He pasroBapusaiite ¢ BofuTenem B0 Bpemn JBIKGHUS.
- 3goHure 511. Ckanwve «subways and buses», a savem «Transiator Cregyre 32 06CTaHOBKOM, NIOMb3YACH HayLIHWKAMHA AW
(eme@gam ¢6:00no 22:00). SNEKTPONHLINM YCTPOICTBAMI BO BPEMA ABIKEHUS.
Byenvini Abo ) Pou Sekirite Qu
Tarif obligatwa. Fwod nan tarif Ia ka lakoz genyon Deyd Bisla
amand ki rive Jiska $100. Fé bak 1& bis la ap rive.
Peye tarif ou epl anbake avék: Kite pasaje yo soti, apresa anbake.

OMNY.:Tape sou kat san kontak )} oubyen aparéy Kenbe ranpa yo I& wap monte bis fa.

entelijan ou a, Vizite omny.info
KatMetwo:Vizite mta.info, “Tarif yo Ak Peyaj yo"

Fé bak I ranpa chéz woulant la deplwaye.

Lajan monnen (pa bay santim) nan lokal ak SBS séiman, ~2anm travése devan bis la.

Pou elijibliite rab& sou tarif la, vizite:

Siveye machin yo, foujou itilize wout pyeton yo.

- nyc.gov/accessfairfares oubyen rele 311. F& bak nan koub la Ié bis la ap vire.

- new.mta.info/fares/reduced-fare oubyen rele 511, Anndan Bis la.

Konnen i bis yo ap rive ak enfomasyon: Rete Chita. ‘

- ekri bus stop code voye bay 511123 oubyen skane ~ Kenbe ranpa yo 1é wap kanpe oubyen léw kontan.
kod QR [a {gade lot panél) Kite koulwa yo vid. :

- Hilize app MYmta nou an Kite pouseét yo pliye.

- Tweet nou @NYCTBus oubyen tchat sou WhatsApp:  Piga bloke oubyen apiye sou pot yo.

new.mta.info/whatsapp
- Rele 511. Di “metwo ak bis yo" apresa “tradiki®.”

Piga pale ak operaté bis ia pandan bis la ap bouje.

: Toujou rete an alét 1é ou gen kas oubyen léw ap
(6AM to 10 PM chak jou) ititizjg apargy elekiwonik %ndan ocubyen deyo bis la.

July 31, 2023
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