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METRO RTA 
INTERNAL AND EXTERNAL ENGAGEMENT 

COMMITTEE MEETING AGENDA 
ROBERT K. PFAFF TRANSIT CENTER BOARD ROOM 

THURSDAY, SEPTEMBER 18, 2025 

ITEM 1: CALL TO ORDER 

ITEM 2:         APPROVAL OF MINUTES FROM THE AUGUST MEETING 

ITEM 3: SUB-COMMITTEE REPORTS: 
Employee Engagement Report | Jay Hunter 
• Employment Engagement Activities
• KPIs (Page 6)

Customer Care Report | Jay Hunter  
• KPIs (Page 7 & 8)

Service Category | Laura Adkins 
• North Summit Demand (Page 9 & 10)

         Marketing Report | Molly Becker 
• KPIs (Page 11)
• APTA Awards Celebration – Friday, September 19th @ 416 Kenmore Blvd.
• Art In Transit

ITEM 4: RESOLUTIONS FOR CONSIDERATION: 

ITEM 5: 

ITEM 6: 

Resolution 2025-28 | Jay Hunter 
A resolution authorizing a one-year renewal of a contract for the continuation 
of a Human Resources Information System (HRIS) with NEOgov. (Page 12)

OTHER BUSINESS: 

CALL FOR ADJOURNMENT 
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METRO RTA 
INTERNAL/EXTERNAL ENGAGEMENT 

COMMITTEE MEETING MINUTES 
ROBERT K. PFAFF TRANSIT CENTER BOARD ROOM 

THURSDAY, AUGUST 21, 2025 

Trustees Present: Dana LaGarde, Chuck Rector, John Valle, Renee Greene,  
Bob Konstand, Gary Spring, Donald Christian, Dave Prentice 
Nicole Squire, and Christine Marshall 

Trustees Excused: Mark Derrig and Robert DeJournett 

Trustees Absent: 

METRO Team  
Members Present: Dawn Distler, Angie Neeley, Tatia Harris, Gert Wilms, 

Jarrod Hampshire, Jay Hunter, Shawn Metcalf, DeHavilland McCall, 
Jamie Saylor, Jim Meduri, Molly Becker, Laura Adkins,  
Grace Doyle, Alja Austin, Brynn Overly-Nguyen, Jake Haddad,  
Lane Evans, Stefan Hargrove and Leslie Rashid 

CALL TO ORDER 

Mr. Chuck Rector called the meeting to order at 9:26 am. 

APPROVAL OF MINUTES FROM THE JULY MEETING 

Mr. John Valle made a motion to approve the minutes of the July meeting.  
Ms. Dana LaGarde 2nd the motion. The minutes were unanimously approved. 

SUB-COMMITTEE REPORTS 

EEC Report | Jay Hunter 
METRO held an annual picnic with food truck, door prizes and to-go meals for operators.  
We will continue to contribute to employee newsletters with information on OPERS 
retirement, Employee Assistance Program, and focus on healthcare campaigns (Alzheimer’s 
awareness, measles prevention). 

Customer Care Report | Jay Hunter 
KPIs were reviewed. 

Discount Senior Fare | Laura Adkins  
Ms. Adkins provided a detailed overview of Non-Emergency Transportation. Handouts were 
distributed to the Board Members.  
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Marketing Report | Molly Becker 
KPIs were reviewed.  

• Akron Zoo Partnership: Free METRO rides with same-day zoo ticket purchase. Promotion
included tickets, zoo press release, membership publication, podcast, and shelter ads for the
dinosaur exhibit. METRO Employee Day scheduled for Sept. 7 with pavilion access and
snacks provided. METRO “Boo Bus” to appear at Zoo Nights.

• Community Engagement:

• Completed ~8 “Touch-a-Truck” events with AMHA.
• Nearly 30 school orientation sessions were held; brochures created on how to ride with

student ID.
• Three Patterson Park events (Christmas in July, Backpack Adventures, Night Out).

• Upcoming Events: Pride, senior events (Summit Mall, zoo, art museum), Momfest, Labor
Day parades, Akron City Festival (Aug. 31), Halloween buses, Giving Tuesday, Holiday Tree
Festival (“Merry Knitmas” yarn collection).

• Future: Preparing for Maintenance & Operations Facility events (private employee event
and invite-only public event).

CBS National News interviewed Dawn, a longtime passenger and operator, for a feature story 
on METRO. Air date has not been announced yet. We will update everyone once confirmed.  

RESOLUTIONS FOR CONSIDERATION 

OTHER BUSINESS 
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CALL FOR ADJOURNMENT  

Mr. Donald Christian made a motion to adjourn the meeting. 

Adjourned at 9:49 am. 

DAWN S. DISTLER,  
CHIEF EXECUTIVE OFFICER/ 
SECRETARY-TREASURER 

________/________/____________ 
Date (MM/DD/YYYY) 

DRAFT
5



1856

1476

1861
2209

2845

1583

1946

0

500

1000

1500

2000

2500

3000

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec

Total Healthcare Provision Per Employee

2023 2024 2025 Goal (<$1,800)

83 82
86 82

81 81
76

0

10

20

30

40

50

60

70

80

90

100

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec

New Hire Success Rate

2023 2024 2025 Goal (85)

6



15,720

1,747

8,553

759

3,080

1,581

15,567

1,898

8,765

487

3,112

1,305

16,667

2,131

9,334

371

3,003
1,828

0

2,000

4,000

6,000

8,000

10,000

12,000

14,000

16,000

18,000

TOTAL ADA SENIOR TRIPS WORK TRIPS NON-SENIOR
TRIPS

NET

METRO SELECT TRIPS

2024 Average July '24 July '25

1
10

66 65

83
90 87

75

90
89

79

64

13
5 4

5

28

84 83

104
115 114

105
111 115

102

89

25

13 8

0

20

40

60

80

100

120

140

 5AM  6AM  7AM  8AM  9AM 10AM 11AM 12PM  1PM  2PM  3PM  4PM  5PM  6PM  7PM

Calls per Hour

2024 Average July 2025

7



1

5

13

8
9 9 9

8 8
9

10
9

4 5 4

5

7

12

9
10

12 11

10
10

10
11 11

6 7

4

0

2

4

6

8

10

12

14

 5AM  6AM  7AM  8AM  9AM 10AM 11AM 12PM  1PM  2PM  3PM  4PM  5PM  6PM  7PM

M
ed

ia
n 

C
al

ls
 p

er
 A

ge
nt

 p
er

 H
ou

r

Hourly Calls per Agent

2024 Average July 2025

0.5

1.0

7.9

3.5
2.9

2.4 2.4 2.8
1.5 1.9

3.4

6.9

1.3 1.1
0.8

1.3

0.6

2.7
1.4 1.9 1.5 1.8 1.9

1.3 1.8
2.2

6.7

1.1 0.9 1.0
0.0

1.0

2.0

3.0

4.0

5.0

6.0

7.0

8.0

9.0

 5AM  6AM  7AM  8AM  9AM 10AM 11AM 12PM  1PM  2PM  3PM  4PM  5PM  6PM  7PM

M
ed

ia
n 

W
ai

t T
im

e 
(M

in
ut

es
)

Caller Wait Time

2024 Average July 2025

8



9



10



2,200

1,914

4,900 4,910

117,040
124,251

10,533
10,239

0

20,000

40,000

60,000

80,000

100,000

120,000

140,000

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec

Social Media Impressions by Platform

Instagram

Linkedin

Summit Stories

Facebook

11



COMMITTEE ASSIGNMENT: 
INTERNAL AND EXTERNAL ENGAGEMENT 

RESOLUTION 2025-27 

A resolution authorizing a one-year renewal of a contract for the continuation of a 
Human Resources Information System (HRIS) with NEOgov.  

WHEREAS, METRO wishes to renew, for the period of one year beginning 11/4/2025, a 
contract with NEOgov for HRIS software and support in the amount of $104,101.71; and 

WHEREAS, the contract will be for the period of one year commencing on 11/4/25 and 
ending on 11/3/26 unless renewed by the board of trustees; and 

NOW, THEREFORE, BE IT RESOLVED, by the Board of Trustees of METRO 
Regional Transit Authority that, 

1. A contract be awarded to NEOgov not to exceed $104,101.71.
2. That the Chief Executive Officer/Secretary –Treasurer is authorized to execute all

documents related to this resolution.
3. All formal actions of this Board of Trustees related to this Resolution and all

deliberations of the Board of Trustees and any of its committees that resulted in
such formal action were in meetings open to the public in compliance with all
legal requirements, including Section 121.22 of the Revised Code.

DATE ADOPTED: September 30, 2025 

_______________________________ ____________________________________ 
MARK DERRIG,          DAWN S. DISTLER, 
PRESIDENT  EXECUTIVE DIRECTOR/ 

SECRETARY-TREASURER 
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