Management Audit of the
San Francisco Municipal Transportation Agency
Proof of Payment Program

Table of Contents

Section Page
L pLueTe 8T 1o o OSSP [
1. Proof of Payment Performance Management ............ooeoierrreenenienee e 1
2. Proof of Payment Staffing NEEAS ..........ocveiicie e 16
3. Transit Fare INSPector DePlOYMENt ..........cooiiiiiieieeiesieseeie e e 27
4.  Complaints and Complaint HaNAIiNg..........cceiveierieeiieieciese e 43
5. FareINSPeCtioN SAfELY........ccooiiiiiiiiiiiiesee et 51
6. Muni Response Team and Station AQENES.......ccceeieeieieereeieseese e e e eee e sse e sreesaeeneens 60
7. Fare EVasiOn FINE SITUCIUNE.......cc.coiiiie ettt st sae e 67
8.  Citation Processing and COlECION..........covviiiieieee e 79
9.  Expanding Proof of Payment t0 BUSES ...........ccovieriiriinieneeie e 87
N 0= 10 97



