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SEPTAForward: Bus Revolution Phase 3 Engagement Findings & Lessons Learned

This report focuses on the engagement from Phase 3 of the SEPTA Forward: Bus Revolution
project that took place mostly during the Fall of 2022. This follows the

and the reports,

which collectively summarize public engagement activities, participation, and feedback from the
project launch in Spring 2021 through Summer 2022. As with Phases 1 and 2, all Phase 3
activities were based on the principles, tactics, target audiences, and other key considerations
identified in the May 2021 Bus Revolution that was published on the
website at the beginning of the project.

This Phase 3 Engagement report is organized into five sections:

A

A
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The first section introduces the report, summarizes key findings , and provides
background information on the Bus Revolution project

The second section describes the engagement approach and outreach method s used for
Phase 3 of the project.

The third section provides a summary of each engagement activity , including:
- 24 in-person Open Housestyle public meetings

- 15 virtual public meetings, including 131 Eqoowp k v { " E §i(pactgfacusedwok q p u
a different part of the SEPTA servicearegc pf " 4" 1wVt c(egachKoeused omheu Y,
bus network as a whole)

- Online comments received through the project website or email
- Qutreach, promotion, and communications

- Other engagement, including focus groups, ongoing stakeholder engagement, and
engagement with SEPTA bus operators

The fourth section identifies lessons learned, which the Bus Revolution team will use to
inform the next phase of engagement for the project, planned for Spring 2023.

The fifth section T the Appendices T consist of more detailed information, including :
photos and materials from in -person engagement events; a summary analysis of all open-
ended comments received in-person and virtually; and additional details and metrics.


https://www.septabusrevolution.com/wp-content/uploads/2022/02/Bus-Revolution-Engagement-Findings-and-Lessons-Learned.pdf
https://www.septabusrevolution.com/wp-content/uploads/2022/02/Bus-Revolution-Engagement-Findings-and-Lessons-Learned.pdf
https://www.septabusrevolution.com/wp-content/uploads/2023/02/SEPTA-Bus-Revolution_Phase-II-Engagement-Findings-and-Lessons-Learned_v3.pdf
https://www.septabusrevolution.com/resources/#engagement-plan
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Summary of Findings

Open House Public Meetings-fiarson)

Virtual public meetings
(213 Community Conversations + 2 Transit Talks)

People signedn at Open House events
People attended virtuglublic meetings

Written ommentsreceivedat Open Housevents

Written comments received virtually (O€ 30221 Feb8", 2023)
(throughproject website, email, or virtual Community Conversations

New website useifsom October 2022 through January 2023

Key Takeaways

The Bus Revolution Phase3 engagement focused on collecting input on the Draft NetworkY a
proposed redesign of the entire SEPTA bus network. The Draft Network was developedas a

j {dtkfy"gh"yjecv"rggrng" nkmgf Ycallddourwg"vwygd "nf" kQr hv ktggpp
shared during Phase 2Y that aimed to balance the best features of each.

The type of feedback collected for this phase was mostly qualitative, with members of the public
able to provide specific comments in a variety of ways, including at 24 in -person public Open
House-style meetings, 15 virtual public Town Hall-style meetings, and through the project
website. Overall, more than 3,500 comments were recorded and analyzed, including comments
about more than 100 different bus routes, or nearly every route in the system. This feedback was
used to inform the revision s to the Draft Network that were developed in Winter 2023.

Some key takeaways from what we heard during Phase 3 engagement include:

A People liked some of the general key elements of the Draft Network , including benefits
such as:

- Increased number of frequent routes (routes where buses come every 10 or 15 min).
- Increased evening and weekend service.

- Buses that travel more directly. People feel bus routes that travel more directly (fewer
twists and turns) will be faster.

- g&“ Bus
Revolution



SEPTAForward: Bus Revolution Phase 3 Engagement Findings & Lessons Learned

- Simpler network overall. Riders and residents said they like that the bus network will
be easier to understand.

A People had concerns about certain aspects of the Draft Network . The Bus Revolution
team focused on addressing these concerns while revising the Draft Network in Winter
2023 and preparing the Spring 2023 (Phase 4) engagement strategy. These include:

- Transfers/ loss of direct connections. In an effort to create straighter routes and a
network that functions more like a grid, the Draft Network increases transfers for
some riders and some trips. Oc p{ "rggrng"eqoogpvgf"vjcv"vjg
citing a variety of reasons, including: concerns that transfers will make trips longe r; a
lack of trust that the transfers will work (that their second bus would come on time);
concerns about safety, especially when transferring at night or in an unfamiliar
neighborhood; concerns about a lack of bus shelters and seating at many stops,
making transfers especially problematic when there is inclement weather; and
concerns about the added cost of transferring (though the first transfer is free with a
SEPTA Key Card)Riders also emphasized the importance of direct (1-seat, transfer-
free) connections for short trips (2 to 3 miles) in particular.

- Elimination of routes/route segments. Since the Draft Network is designed to be
cost-neutral, in order to increase frequency on certain routes, other routes or route
segments had to be eliminated. Riders of bus routes proposed for elimination or
reduction submitted a large percentage of the comments. Among 3,628 written
comments, about half cited a specific route (1,831); and the top-5 most cited bus
routes (Routes 49, 27, 9, 32, and 57) made up approximately two -thirds of these
comments (1,183). Many of these comments were related to: increased walking
distance; resistance to transferring; and a loss of direct connection to a key
destination, including schools, hospitals, and employment centers.

- Frequency reductions. To increase frequency on certain routes while maintaining
cost-neutrality, the Draft Network also had to propose that some routes, in order to be
preserved, operate less frequently. Some riders expressed concerns about routes
with such reduced frequencies, often mentioning that these buses are already
crowded when they use them, and may be overcrowded with less frequency.

- Safety and cleanliness. People are concerned about safety in the SEPTA region
generally, including safety and cleanliness on SEPTA services. People indicated that
longer walks for more frequent service may sound good in theory, but in certain areas
it does not feel safe to walk an extra couple of blocks, even for a more frequent bus.
People also do not always feel safe waiting for the bus, especially at night; since the
Bus Revolution plans to increase evening service, it will be important to put an
emphasis on transfer locations where people can feel safe waiting for their next bus.
People also indicated that they feel safer on SEPTA busesthan they do onthe
Market-Frankford Line (MFL) and Broad Street Line(BSL) modes, especially late at
night; for this reason, people whose new bus routes would require them to transfer
mid-trip to the MFL or BSL were especially resistant to changes, preferiing the
comfort of their 1 -seat bus ride, even if the total trip time were longer.

- 3/5—“,4, Bus
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- Student transportation. Many young students (K-12) rely on SEPTA services to get
toschoo,. The Draft Network did not incl udfiepal SEPT
service levels), which may have created confusion and anxiety for students and their
parents who want to ensure they have a safe route to school. Student transportation
needs to be reliable, so thatkidsar en 6t | a taad noover,st odeds tolbe
safed many people expressed concerns that school-age children would be forced to
transfer at locations in the Draft Network that they felt were unsafe.

- Older adults / People with disabilities. Since the Draft Network increases walking
distances for some riders and some trips, many people expressed concerns that it
would adversely impact older adults and people with disabilities or limited mobility.
People also emphasized the importance of bus routes serving hospitals, even if this
means a slight detour from an otherwise straight route.

A People expressed questions and concerns about the process and materials, including:

- A sense that awareness of the project is not as high as it should be. For many people,
Fall 2022 was the first time they heard of the project, though there were two previous
rounds of engagement.

- Concerns that the type of information and materials shared are not simple enough for
everyone to understand. People mentioned that they needed more written guidance
on what to look for in the maps, such as bullet points highlighting the benefits or
changes in the Draft Network for different areas.

- Questions about how the Draft Network was developed, including what data
supported the proposed changes. People were curious about age demographic data
(accounting for seniors), crime data (accounting for transfer locations and areas
where walking distances would be increased), and how (or whether) new construction
in certain areas of the region was being considered.

- Concerns about how or whose feedback is being considered, including the concern
vicv"UGRVC"ku"ocmkpi "fgekukgpu"nundgj kpf " enqu
voices.

About Bus Revolution

The SEPTA ForwardBus Revolutionprojectisacoor t gj gpukxg"tgfgukip"qgh"U
network, with the goal of making it more efficient, reliable, and simpler to understand and use.

The Bus Revolutionwill redesign the bus network to better match the way people travel, by taking

a blank slate, top-to-bottom look at the bus network, and listening to riders, operators, and other

members of the public in the SEPTA region.

This projectis a key part of SEPTAXu " uvtcvgi ke"rncpUGRGEINEOHgt yct f .
revamp its services and better connect people and places across the region. Together with other

SEPTA Forward projects, such as theRegional Rail Master Plan, the Rail Transit Wayfinding

Master Plan, and Trolley Modernization, Bus Revolution is a gamechanging effort to proactively

align transit services with the needs of a growing, changing region. Changes to the bus network

will begin to be implemented in 2024.

- 3& Bus
Revolution
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BUS REVOLUTION GOALS

Put the Rider First Increase Access to Opportunity  Build Trust with Reliable
Service

Overall Project Timeline

The Bus Revolution is afour-year effort, beginning in Spring 2021, that includesboth
redesigning and implementing changes to the bus network. The overall project timeline is
illustrated in Figure 1.

A Year 1: Collecting data, evaluating the market, transit needs, and bus network trade-offs,
analyzing individual bus routes, and talking with riders and members of the public
- Phase 1 EngagementT Understanding Rider Preferences: Trade-offs

A Year 2: Developing scenarios for how busservice could be improved and asking for input,
which will lead to a final set of recommendations

- Phase 2 EngagementT Evaluating Scenarios. Network Options 1 & 2
- Phase 3 EngagementT Initial Draft Network
A Year 3:Updating Draft Network
We Are Here
- Continued engagement throughout network revision
A Year4: Beginning to implement the recommendations
- Ongoing outreach and communications throughout implementation

Figure 1: Overall Project Timeline

State of the Opportunities, Draft Bus Updated Recommendations Begin Ongoing
System & Scenarios and Network Draft Implementation  Implementation
Choices and Options Network
Tradeoffs
2021 2022 2023 2024

———-Bus ]
Revolution
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Phase 3 Engagement Findings & Lessons Learned

C e |

Phase 3 began with the release of the BusRevolution Draft NetworkY a proposal for a redesigned
SEPTA bus networky on October 3 2022. At the same time, the Bus Revolution team held its
first Phase 3 engagement eventY a virtual Transit Talk, attended by 320 peopleY to walk people
through the proposal and discuss the upcoming calendar of Bus Revolution engagement events.

The Phase 3 engagement approach built on past
engagement (see sidebar) centered around bus-riding
preferences (Fall 2021) and initial redesign options
(Spring 2022), to seek specific comments about
proposed changes introduced in the Draft Network,
from the riders who know their routes best.

Since the Draft Network was developed as a combined
oj {dtkf4Y4Y"qgqrvkgp"qh"yjcv"r
uPgvygtm"Qrvkgpuy"ujctgf™
goals was to demonstrate how their past feedback Y
which showed a slight preference overall for the more
frequent Network Option 1Y was used to develop a
Draft Network that balanced the best of both options.

Figure 2 shows how the Draft Network compares with
the existing network, and the two Network Options. As
indicated by the numbers, itisasortof o k f f ng ™
i t q whetvébh Options 1 and 2, but slightly closerin
certain key metrics to the slightly preferred Option 1.

Figure 2: Existing & Draft Network Comparison

Spring 2022

i R

Option 1

Existing Bus
Network

PAST ENGAGEMENT APPROACHES

A Phase 1 (Fall 2021) occurred during the
evaluation of existing conditions of the
SEPTA bus network. At this initial
stage, the team sought to better
understand rider preferences for
fundamental aspects of bus service
designY such as whether people are
willing to walk further for a more
frequent or faster bus.

A Phase 2 (Spring 2022) engagement
focused on hearing members of the
public compare and provide feedback
on two distinct styles of redesign for a
new SEPTA bus network (referred to as

uPgvygtm" Qrvkgpuy+d(

and concepts used during Phase 2
were evaluated based on feedback and
improved upon for use during Phase 3.

| WV
gh

Fall 2022

Network

Draft Network
Option 2

All Bus Routes 125 93 (32) 109 €16) 99 (-26)
Frequent Bus Routes 32 48 (+16) 36 (+4) 44(+12)
1Oketgvtcpu

(Mobility OrDemand) 0 13 (+13) 9 (+9) 10(+10)

- B_us
Revolution
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Figure 3 shows the bus network maps. (Note that these provide an indication only of what the
maps look like, and are not meant to convey detail; due to the size of the bus network and
number of routes, these maps are best read on large boards or through the interactive, zoom-
able maps on the project website).

Figure 3: Maps of (clockwise, from bottom left): Existing Network; Network Options 1 & 2
(Spring 2022); and Draft Network (Fall 2022)

Metro
EVERY 5 MIN

EVERY 15 MIN

m®m Regional Rail
FREQUENCY VARIES

{777 Microtransit Zone

SEPTA Bus
10 MAX
15 MAX
30 MAX
60 MAX
Microtransit Zone

L]

Tools, Concepts, and Methods

Due to the direct relationship of the Network Options to the Draft Network, many of the tools and
concepts introduced to the public during Phase 2 were evaluated and improved upon for use
again during Phase 3. These included:

A Online map of the Draft Network, showing the proposed new routes
- Kpvgtcevkxg"unTgokzYyY"ocr"kortgxgf"wrgp"vg"kp
each new renamed route is most closely related
- Pgy"gUnkfgt4yy"ocr"cffgf"vjcv"cnngyu"xkgygtu"
with the Draft Network by sliding their cursor across the map

———-Bus ,
Revolution
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- All maps improved upon technologically to be accessible on a smart phone

A Route Lookup Tool (online dropdown, and printable table from the website) which shows
what is being proposed for each route, as identified by its current name

- Improved upon to include new 2-page, printable Route Change Sheets for each

individual route in the Draft Network

A Concepts introduced in Phase 2 and reinforced in
Phase 3

- MAX frequency series (see sidebar)

- Microtransit, a flexible, on-demand service that
operates within a given zone and costs the
same as a bus fare (for suburban areas)

- Bus Revolution route numbering system (500
series = Philadelphia County; 600 = Bucks
County; 700 = Montgomery County; 800 =
Chester County; 900 = Delaware County), used
for conceptual purposes (not final) to ensure
that it is clear when members of the public or
project team are referring to a route in the
existing network or Draft Network

Mix of Engagement Activities

KEY CONCEPT: THE MAX SERIES

Bus routes in the Draft Network are
categorized by how frequently they
operate. Theseaeecnngf "
services, such as 10 MAX (with
routes shown on the map in red) or
15 MAX (with routes shown in
purple). The MAX means the
maximum time between buses, so
for a 10 MAX bus route, riders
would wait no longer than 10
minutes for the next bus.

il

Since the goal of Phase 3 engagement was to hear feedback on proposed changes to specific
routesY rather than only the system as a wholeY it was important to focus each engagement
event on a specific area of the SEPTA region. This allowed members of the public to identify
which event would be most relevant to them, and allowed the Bus Revolution to focus on
communicating the Draft Network proposed changes for one area at a time and in greater detail
than would be otherwise possible. To ensure an inclusive process, the Bus Revolution team
organized a mix of public in-person and virtual events, including:

1 24 in-person Open Houses held all across the SEPTA region, each focusel on the area

around where the Open House was located

A 13 virtual Community Conversations , each focused on a different area of the SEPTA

region

A 2 virtual Transit Talks , each focused on the system as a whole, the first of which kicked
off the phase, and the second of which provided a recap

Figure 4 shows the calendar of engagement activities, from the Phase 3 kick-off Transit Talk on
October 3, 2022 to the final event of the phase on February 8", 2023. This calendar illustrates
the strategic framework for how the Bus Revolution team approached public engagement during
this critical phase of the project Y including holding engagement events almost every available

weekday night from mid -October to mid-December.

W 3& Bus
Revolution
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Figure 4: Calendar of Phase 3 Engagement Activities

2-Oct 3-Oct 4-Oct ot 6-Oct 7-Oct 8-Oct
(Yom Kipper)
10O0ct
Rgqgqr ng>
16O0ct 17O0ct 18O0ct 19Oct 20-Oct 21-Oct 22-0ct
230ct 240ct 250ct 26-0ct 27-0ct 280ct 290ct
30-0ct s, 1-Nov 2-Nov il 4-Nov 5-Nov
(Halloween) 2X
6-Nov 7-Nov SN 9-Nov ORI 11-Nov 12-Nov
(Election Day) 2X
13Nov 14-Nov 15Nov 162|:l(ov 17-Nov 18Nov 19Nov
20-Nov 21-Nov 22-Nov 23Nov Sty 25Nov 26-Nov
(Thanksgiving)
29Nov
27-Nov 28Nov 30Nov 1-Dec 2-Dec 3-Dec
29Nov

5-Dec
4-Dec 6-Dec 7-Dec 8-Dec 9-Dec 10Dec

5-Dec
11-Dec 12Dec 13Dec 14Dec 15Dec 16Dec 17Dec

Documentation and Evaluation

22-Jan 23Jan 24-Jan 25Jan 26-Jan 27-Jan 28Jan
29Jan 30Jan 31Jan 1Feb 2-Feb 3-Feb 4-Feb
5Feb 6-Feb 7-Feb 8-Feb 9-Feb 10Feb 11-Feb

Color Key:

Open HouseEvent (24)
Community Conversation (13)
Transit Talk (2)

Weekend or Holiday
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Phase 3 Engagement Findings & Lessons Learned

In addition to these public events, the Bus Revolution team conducted small focus groups with
target populations Y including older adults, Spanish speakers, Chinese speakers, and community
stakeholders from focus areas Y and other ongoing stakeholder engagement with partner
agencies and organizations. These activities are described in more detail in their respective

subsections in Section 3. Summary of Findings

Feedback Methods

There were three main ways by which members of the public were able to provide feedback:

1. During an inperson Open House, verbally or by filling out a Comment Card

2. During a virtual Community Conversation, by entering a question or comment into the

Chat or Q&A dialogue box

3. Anytime, by:a) submitting a comment through the feedback form on the project website ;
b) emailing the project email address (busnetwork@septa.org); or c) calling the project

phone number and leaving a message.

In total, more than 3,500 comments were received, relating to nearly every route in the network.
These comments are summarized in Appendix B. Analysis of Comments

Outreach and Awareness-Raising

Outreach materials for Phase 3 focused on three main things: 1) to drive participation at the in-
person and virtual engagement events; 2) to direct people to the project website where they
would be able to view and comment on the Draft Network and access other project documents;

and 3) to increase general awareness of the project. Some of

these materials included:

A Postcards, including a schedule of in-person Open
Houses (see right)

Posters, including a schedule of Open Houses

> >

Meeting flyers customized for each Open House
Posters inside the buses

> >

Signage on (outside) the buses

>

Social media graphics

>

Banner on Transit app

>

Printable content materials available at Open Houses
and on project website, including:

- Draft Network Fact Sheet

- Microtransit Fact Sheet

- Route Change Lookup Tool (Table)
- Individual Route Change Sheets

———-Bus
Revolution

Phase PostcardSide 2)

’ Attend an Open House in your
v neighborhood this fall!

Tues,, Oct. 18 4:00 PM - 7:00 PM

Wed., Oct. 19 4:00 PM - 7:00 PM |

Montgomery County-Norristown
Public Library

Phoenixville Recreation Center

Thurs,, Oct. 20 6:00 PM - 8:00
PM

Wed., Oct. 26 6:00 PM - 8:00 PM
Thurs,, Nov. 3 4:00 PM - 6:00 PM
Sat., Nov. 51:00 PM - 3:30 PM

Wed., Nov. 9 3:00 PM - 5:00 PM

Sat., Nov. 12 2:30 PM - 4:30 PM

Tues., Nov. 15 5:30 PM - 7:30 PM

Thurs., Dec. 8 5:30 PM - 7:30 PM

Tues,, Oct. 25 6:00 PM - 8:00 PM

Friday Oct. 28 5:30 PM - 8:00 PM

Thurs., Nov. 10 5:00 PM - 7:30 PM

Wed., Nov. 16 6:00 PM - 8:00 PM

American Legion Loudenslager
Post 366

Vogt Recreation Center
Cliveden Carriage House
Finnegan Recreation Center

Chester City Hall Community

[ East Passyunk Community Center |
| Lucien Blackwell Community
Kingsessing Recreational Center
Upper Darby Free Library
Municipal Branch
| Lower Merion Administration

The Liacouras Center, Fox-Gittis
Room

SEPTA, 1234 Market Street, 3rd
Floor

learn about prop

Check the website for more dates and times
Drop in any time to have fun at our activities,
eat some fall treats, meet your neighbors, and

d bus route chang

*Language translation services available upon request.

SEPTAbusrevolution.com | busnetwork@septa.org | 267.291.6045
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Open House Meetings
The primary in-person events through which Tptal inperson Open House '
the Bus Revolution team sought feedback meetings held across SEPTA regi
on the Draft Network were the 24 Open _ _
House-style public meetings. The format of Peoplesignedin at the Open House
these Open Houses varied slightly, :
depending on the venue and advice of local Written comments collected tite
stakeholders, but in general included: Open Houses
A Boards on easels in three stations, providing information about:
- Project overview, previous public engagement, and early existing conditions findings
- Network-wide proposed changes
- Area-specific proposed changes
A Comment Cards with different prompts at each station to gather input on network -wide
and area/route -specific proposed changes
A Resource table, including:
- Binder of Route Change Sheets for each route in the Draft Network
- TWj gt gXu" A Hooknmtablegvhich allows people to look up an existing bus
route and learn about what the Draft Network proposes for it
- iPads with interactive maps of the Draft Network for members of the public to use
and explore
A Sign-in table, with handouts including Fact Sheets on the Draft Network (including
Spanish and Chinese translations), upcoming Bus Revolution engagement events, and
the SEPTA SCOPKSafety, Cleaning, Ownership, Partnership and Engagementprogram
A Food & refreshments from local vendors

Figure 5 shows a map of where all Open Houses were held. Asillustrated, the Bus Revolution
team made a concerted effort to hold Open Houses in all areas of the SEPTA service area, to
create opportunities for as many people as possible to participate in-person.

o—y

:gfi—“ =>Bus
Revolution
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Figure5: Phase 3 Open House Locations

Phase 3 Engagement Findings & Lessons Learned

1. 10/18 Tue Montgomery Countyorristown
Public Library

2. 10/19 Wed Phoenixville Recreation Center

3. 10/20 Thu-American Legio#366

4. 10/25 Tue Vogt Recreationegdter

5. 10/26 Wed Cliveden Carriage House

6. 10/28 Fri Finnegan Recreation Center

7. 11/3 ThuChester City Hall Community Room

8. 11/3 Thu-The PEAK CenteNorth Penn
Commons

9. 11/5 Sat East Passyunk Community Center

. 11/9 Wed Lucien Blackwell Community @en

.11/10 Thu Bucks County Community College

Bristol Campus
12.11/10 ThuKingsessing Recreation Center

= Bus
Revolution

P, =

13.

14.
15.
16.
17.

18.
19.
20.
21.
22.
23.
24,

11/12 Sat Upper Darby Free Library Municipal
Branch

11/15 Tue Lower Merion Administration Building
11/16 Wed Indian Valley Public Library

11/16 Wed The Liacouras Center

11/29 Tue African Episcopal Church of St.
ThomasAnderson Hall

11/30 Wed Esperanza Arts Center, Gran Salon
12/1 Thu Greater Olney Library

12/5 Mon- West Chester Borough Hall

12/6 Tue- Roxborough Memorial Hospital

12/7 Wed 69th Street Transportation Center
12/8 Thu- SEPTA Headquarters

2/8/23 Wed Cione Recreation Center

12
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Open Houses at Upper Darby Library (left) and Blackwell Community Center (right)
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Hey, North Philly:

You're invited to join us for an Open House! é ;Q

Do you use SEPTA transit in your area?
Do you want easier and more reliable ways to get to where
you're going? SEPTA is sharing potential changes to the bus
network, and we want your feedback!

EISEPTA

Thursday, December 15!, 2022 | 6-8 pm
Greater Olney Library
5501 N 5t St., Philadelphia, PA 19120

Served by SEPTA Buses 4, 8, 18,26, 47 & J

Stop by anytime to tell us what you think about proposed bus

route changes in North Philly. We'll have: SEPTA FORWARD >>>
e Display boards e Light snacks and
showing the changes refreshments o— B u s

e Survey activity e Raffle tickets ReVOIUtion

If you can't join us, learn more and get involved at septabusrevolution.com or giveus a
call at 267-291-6045. Please get in touch to request language accommodations if needed.

SISEPTA SEPTAbusrevolution.com | busnetwork@septa.org | 267.291.6045 SISEPTA
Feedback

During each Open House, attendees were encouraged to provide feedback using Comment
Ectfu"ngecvgf"cv"fkhhgtgpv"guvcvkgpuy"ctqwpf
guestion types (open-ended and multiple -choice) and prompts (from feedback on the Draft
Network overall, to comments about specific routes).

Viog

In total, 517 Comment Cards were collected, including 453 open-ended comments. These
comments were part of the master database of all comments received on the Draft Network
(including virtual meeting and online comments) that was analyzed and used during the revision
workshops for the Updated Draft Network in Winter 2023.

———-Bus

Revolution 12



SEPTAForward: Bus Revolution Phase 3 Engagement Findings & Lessons Learned

A snapshot of what we heard at the Open Housesis provided below.

For a summary of additional feedback from the Comment Cards, and more information on the
Open Houses, including the full schedule of events, content and outreach materials, and more
event photos, see Appendix A.

For a summary of all comments in the database, and coding process, see Appendix B.

OPEN HOUSE COMMENTS: WHAT WE HEAREXAPSHOT)
Connectivity between areas/locations
AgK"ngxg"vjg"pgy"rtqrqugf"tgwvgu<"729" cpgfll/sin2 7
South Philly
AugKh"rquukdng. "c"fktgev"tqwvg"vqg" Ekit/12inUpperDariyt
AnPggfdgvvgt"nkpm"dgvyggp" HcK2/imgGemper Citgy pf " Wpk xg
Frequency
A 1A little unsure about moving the routes around too much and not having smooth connections.
But | do think higher frequency is worth it0 #10/26 in Germantown
Microtransit
A 1_ooks like the on-demand service will be more convenient for me to use than the current service.

Consider adding the small shopping center across 309 from the Walmart to the on -demand
zone0 H1'1/16 in Indian Valley

Route Alignment
A 1600d to see more useful routes but wish the bus from NE Phila to Willow Grove would go into
Holy Redeemer despite being a few blocks out of the way.Ut"11/10 in Bristol

A 1t would be good to have on East Fairmount Park serviceon339Uv 0" * nk mg " § #1/16 w
in North Philly

Seniors/people with limited mobility

AugVjig"qgpn{"vjkpi"K"co"oquv"eqpegtpgf"cdgwv"Kku
troubles. Stops spaced out or having to “walk” further to get to your bus is not inclusive
Yj cvuqug X140 ioWest Philly

AuDgkpi "c"Ugpkqgqt"Ekvk|gp."kv"ku"xgt{"korqgtvecp
crrgqkpvogpvuOOO0O"Kv"ku"vqgqg"jctf"haqgtl2%in Roxlmprodgh k

Transfers

AuGxgp"ykvj "kpetgcugf"ugtxkeg"hgt"vjg"rtgraqug
o{"gxgtcnn"3t2clpdu K'vk"pv'k ad gecO{Yqu " Hgt t { "

AuK" co"eqpegtpgf"cdgwv"vjg"vkokpi"gh"vtcpuhagt
g e e wtl® 8{ii Center City

Safety/Cleanliness

A 1i think that the 31 is good to go parallel to the El because it is not always safe to take the El.
| think the changes to the 64 is a good route.Yt1" 11/9 in West Philly

A Excited for changes to the network overall. More frequency, serving more neighborhood, etc...
Focusing on connectivity + EL is a challenge with current safety and maintenance concerns. El
renewal needs to be part of this conversation, not siloed. Yt 2/8 in River Wards
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Community Conversations

Fall 202Z%essions, each focusing on a different area of the SEPTA re

Registrationsacrossall sessions

Attendance acrosall sessions

Different ZIP Codes represented among attendees across all sessif

Different bus routes represented among attendees
(as cited on registration form)

Comments received in the Chat

(total does not include introductory, tech support, or
unrelated/conversational comments)

To complement the in-person Open Houses, theBus Revolution held a series of 13 virtual
oggvkpiu"*tghgttgf"vg"cu"nEqoowpkv{"Eqpxgtucvkaqgp
SEPTA service area (as identified inFigure 6). These virtual meetings built on the 10 Community
Conversations held in Spring 2022 to continue to provide a convenient alternative for people who

prefer to engage with the project in the comfort of their own chosen space.

Gcej "oggvkpi"kpenwfgf<"c"rtgugpvecvkgp"gp"vVvjg"Ftec
specific geograp hical area; a demonstration of how to use the online Slider and Remix mapping

tools to learn about the Draft Network; and a Q&A session, where participants were invited to

type their questions and comments into the chat.

Some themes that emerged throughout the series of Community Conversations are as follows:

A Concerns about having to transfer more that go beyond cost/fare

- Safety concerns about having to transfer mid -trip in unfamiliar neighborhoods
(especially for K-12 students).

- Time waiting for multiple buses offsets time -savings of increased frequency, and
potentially increases total trip time.

- Insufficient bus stop infrastructure (shelters, seating, lighting, restrooms, etc.) at
proposed transfer locations create issues for rid ers, especially in inclement weather,
at night, and for seniors and others who need to sit.

- Mode changes, such as having to walk or transfer to the MFL or BSL (bus is safer,
cleaner, more accessible).

- Not easier or more convenient to have to take 2 buses instead of the usual 1.

——=—Bus
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A Concerns about loss/truncation of established & relied -upon 1-seat connections,
especially to Center City or University City (for K12 schools, hospitals,
entertainment/museums)

Concerns about recently introduced routes being change d or eliminated (e.g. Route 49)

v O

A Concerns about which streets new or changed routes will run on (removal from business
corridors)

A Questions/confusion about reduction of service coverage in areas with new residential
buildings catered to transit users (Roxborough, Kensington)

>~

Willingness to walk or wait for transfer dependent on unique neighborhood factors , such
as safety perception (especially at night) and terrain (hilly Roxborough/Manayunk)

>\

Concern that proposal is overall problematic for seniors, people with disabilities, and K -
12 students reliant on SEPTA (for whom more walking and transferring is difficult or
unsafe)

Figure 6: Phase 3 Virtual Community Conversations Schedule

# Date Focus Area Time Attendees  Registrations

1 | 10/17 Mon | Chester &elaware Counties 6:307:30 pm| 46 65
2 | 10/24 Mon | Northeast Philly 6:307:30 pm| 30 49
3 | 11/7 Mon | Northwest Philly (1) 6:307:30 pm| 120 357
4 | 11/14 Mon | South Philly 6:307:30 pm| 57 105
5 | 11/17 Thu | Fairmount/Parkway Area 6:307:30 pm| 189 296
6 | 11/21 Mon I'\B/I‘i‘;'ftrg‘n'\é'i‘t’)”tgomery Counties (& ¢.348:00 pm| 38 79
7 | 11/22 Tue | Northwest Philly (2) 6:307:30 pm| 133 236
8 | 11/28 Mon | West Philly 6:307:30 pm| 59 124
9 | 11/29 Tue | Microtransit in Great Valley Area | 6:307:30 pm| 25 33
10 | 12/5 Mon | North Philly 6:307:30 pm| 70 137
11| 12/12 Mon | Center City 6:307:30 pm| 142 297
12 | 12/13 Tue | River Wards/Kensington 6:307:30 pm| 69 155
13 | 12/14 Wed| Microtransit in Delaware County | 6:307:30 pm| 28 50
Total 1,006 1,983

*Virtual meeting settings limited attendance; 2" NW Philly meeting scheduled due to popular demand.
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COMMUNITY CONVERSATIONS: WHAT WE HEAR$NAPSHOT)

Transfers
AgRncp"ogxgu"vtcpuhgtu"ghh"octmgv"cpf"qwv"gh" eq
vyvg"jecxg"vg"yckv"kp"ctgcu"ykvj"nqgygt"hqgqv"vtthl

11/14 at South Philly

AqVtcpuhgtt kpi " qtpitigeyowheve shelter'framuttie glenperits, you have light, etc.
Transferring on a bus is a completely different animal. No benches, no lights, no shelter from the
g ngo gp YirDadNorthwest Philly

Key Location Service/Access

ATK" vij kpm" vj dties'fdd BuBkY County"shiotilckbe to maintain its links between Regional Rail
cpf"ocl gt " vt k41721 g Bugks & MaptgamerdCounties

A 1s it possible to consider more direct routes to all health care systems in center city directly from
West and Southwest Philly? It seems like patients will need to take several buses to access the adult
cpf"ej knf t gpll/R8puwektPtdllyy u 0 Y "

Route Preservation

AuMggr " ; "cpf"49"igkpi"vjtw"egpvgt"ekv{0"Vjg"dwld
ekv{O0"Kh"vjcv"ejcpigu"K"jcxg"pg"tgcuqgqplligt" uv c {
Northwest Philly

AgHcktogwpv"cnt gcf { 6publiottansk gs ki is. Cutting teedigs woutésyespecially
the 49 which we fought hard for, will make getting around the city exceptionally challenging for those
gh" wu"ykvij 1MV dt EagnhountyRatfway

Route alignment

ATTRngcug" v c mgs7 eplacemgnirbuteyvThevreplacement route cuts haphazardly through
spring garden then down Columbus Blvd all the way to market street, instead of taking a more
natural route of goip i " u v t ¢ k iTj12/5 af NprthPBilly

Seniors/people with limited mobility

AgK"co"oquv"eqgqpegtpgf"cdgqwv"vjg"N"ujcrg"tqgqwvgu.
seniors to use SEPTA reasonably to get around Center City. Not good to require transfers- will stop
wukpi "vtcppukM2agQentdr Ciyn{ O Y"

Safety/cleanliness

AqVjg"gngrjcpv"kp"vjg"tgqgqo"ku"wpfgtitgqwpf"vtcply
e w Vv AM1L7 at Fairmount/Parkway

A The safety concerns about the subway are real, but we can't plan the transit service around the
assumption that no one will ever use the subway because it is unsafe. We need to improve safety on
the subway and also consider it an integral part of the transit network as we plan for the future. T
11/22 at Northwest Philly

Schools/students

AtK" ci t g girermwhado hoegetkaride yellow school buses and are thus dependent on Septa
should avoid transfers if at all possible. Since the SDP does not provide transportation, Septa buses
ugt xg" cu" ue7 1@/43nat River Wgrdso 4 "

Walking/inconvenience

A Neighborhood is a big factor in how long we're willing to walk. Manayunk/Roxborough are very hilly
and a short walk can be strenuous.Yr" 11/22 at Northwest Philly
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Transit Talks

Transit Talks: Metrics

2 Total sessions
(October 3 & January 23
1 ’486 Total registrationsacross both sessions
89 1 Total attendance across both sessions
144 ZIP Codes represented across both sessions
1 : 6 80 Total attendance across all project Transit Talks

Twovirtualr wd n k e " y g dr&anpitcTalks.. werg held during Phase 3. Each Transit Talktook
place from 6:30-7:30 pm and included a presentation, live polling questions, and a Q&A session.

A The October 3 Transit Talk kicked-off Phase 3 by introducing the Draft Network, walking
members of the public through how to learn about proposed changes using a variety of
different tools, and providing an overview of planned engagement activities for Fall 2022.

A The January 23" Transit Talk wrapped up Phase 3 by sharingfindings from Fall 2022
engagement activities and discussing what to expect next for the next phase in Spring 2023.

Since the beginning of the project, the Bus Revolution team has held a total of 9 virtual Transit
Talks. Registration and attendance numbers for each as shown in Figure 7 below. Recordings of
all Transit Talks can be found on the project website.

Figure 7: Total Transit Talk Registration & Attendance, t hrough Phase 3

Date Registrations Attendance
May 13th, 2021 (AM) 149 84
May 13th, 2021 (PM) 99 45
September 9th, 2021 152 73
September 30th, 2021 132 61
February 3rd, 2022 464 186
April 19th, 2022 403 219
July 14th, 2022 230 121
October 38,2022 530 320
January 213, 2023 956 571
Current Total 3,115 1,680
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Focus Groups

In addition to inperson and virtual public meetings, the
Bus Revolution team sought to engage in deeper
conversations with specific groups or riders and Focus Groups conductec
community stakeholders (see Figure 8). This included: during Phase 3

A Small group conversations with Spanish speakers and Chinese speakers using

interpreters (whereas in a public setting, even with interpreters, it can be difficult for
limited English speakers to keep up with the pace of the discussion)

A focus group with older adults (who may have different preferences regarding
frequency, walking distance, and other trade-offs)

Focus groups with community stakeholders fro m three areas in the SEPTA region where
bus ridership is high and existing routes would be significantly affected by proposed
improvements in the Draft Network.

Figure 8: Phase 3 Focus Group Schedule

1 | 10/27 Thu | ChesteCommunity Stakeholders Priority Engagement Area
2 | 11/11 Fri | Mantua Community Stakeholders Priority Engagement Area
3 | 12/5 Mon | Spanish Speakers Target Population

4 | 1/11 Wed | Older Adults Target Population

5 | 1/18 Wed | Chinese Speakers TargetPopulation

6 | 1/19 Thu | Germantown Community Stakeholders Priority Engagement Area

Some keythemes from the focus groups are as follows:

Target Populations Focus Group Themes $panish, Chinese, Older Adults)

O

Revolution

A Satisfaction with general changes in the Draft Network . Participants welcomed the

changes of increased frequency more direct routing, and routes with all runs beginning and
ending at the same locations Participants noted that these types of changes will greatly
improve some routes in their neighborhoods, particularly increased frequency.

Concerns with the Draft Network. Spanish-speaking participants shared some concerns
about potential changes to the route numbering system , noting that this would be
particularly difficult for non-English speakers. (Focus group facilitators explained that no
decisions have been made about renumbering bus routes at this time). Other concerns
were expressed about the number of transfers they would need to take in the new
network, including some 2-seat rides becoming 3-seat rides.

Responses to specific route changes. Participants from each group commented on
specific route changes in the Draft Network. Reactions were mostly positive , with some
concerns about transfers, coverage gaps, and communicating the changes to riders.

~z°Bus
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- Changes address specific issues that participants raised when describing their typical
travel patterns, such as reliability (Spanish, Chinese),long on-board times (older
adults), infrequent service on certain routes (older adults), confusion about specific
transfers (Spanish), and more direct/less circuitous routes (older adults, Chinese).

- Older adult participants were not too concerned about changes that would require
them to make a new transfer as long as the changes are communicated clearly. This
will require widespread circulation of paper schedules.

- Spanish speaking participants had some concerns, including: having to transfer at
Frankford Transportation Center; and how some changes may create gaps or limit
transit access in certain neighborhoods.

- Chinese speaking participants all expressed that they would like improved
connectivity between Northeast Philadelphia and Chinatown. They were generally
happy about the proposed increases in frequency overall, while indicating they would
need more time to review the specific route changes and digest them before
providing more detailed comments.

A Concerns about safety and security. Participants touched on a variety of concerns with
the transit system in general, with safety and security being perhaps the most significant .

- Spanish speakers suggested that programs to increase safety be focused during
peak ridership and at locations with many transfers, such as Frankford TC.

- Chinese speakers were concerned with traffic safety and personal safety at bus
stops, andidentified several stops in Northeast Philadelphia, specifically, that should
have benches and shelters.

- Older adults raised concerns with the state of transportation centers and bus
stations, including: a need for well-maintained shelters and benches at bus stops
across the system; and access to bathrooms and indoor waiting areas at
transportation centers after 5 PM.

A Other themes included: SEPTA Key Cardsfares; the SEPTA appand other issues related
to safety, cleanliness and bus stop conditions (lack of shelters, signage, maintenance).

Area-Specific Focus Group Themes Chester, Germantown, Mantua

A Emphasis on accessibility of routes, stops, and stations, for seniors or people for whom
walking further for a faster route is not a good option, including: ADA accessibility at
Transportation Centers (Chester); needing more routes in areas with more accessibility
needs (Mantua); and accounting for senior populations in deciding where walking
distance would be increased (Germantown).

A Concern about safety and security (Chester, Mantua, Germantowr).
- lgtocpvgyp"rctvkekrcpvu" pqwgfp'vwj"ow"{t ugump"ft"q
dwv"vjcv" HTUGRVC" ok iXxpkXdg" kwpwvivapi Jrggdhn'gaqgxk
causing people to have to walk through more dangerous neighborhoods.
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- Chester participants emphasized safety and cleanliness concerns at Chester
Transportation Center, suggesting that SEPTA could increase ridership by providing
better security for its riders.

A Need to account for students. who rely on SEPTA buses to get to school.

- Germantown participants noted that, since there is no public high school i n the
neighborhood and few middle schools, many students rely on SEPTA buses to get to
school; should bus stops be moved, requiring students to walk to another part of their
neighborhood to catch a bus could be dangerous.

- Chester participants expressed interest in enabling more students to ride SEPTA
through education programs and partnerships with local schools.

A Emphasis on conditions at bus stops and stations , including the need for bus shelters
and seating (Chester, Mantua), and more places to purchase SEPTA Key Cards (Mantua).

A Comments on route changes in the Draft Network. There was a mix of general
satisfaction with the Draft Network changes overall (such as new connections and
increased frequencies) and questions about how to find the proposed change s for a
specific area on the project website (including difficulty in navigating/interpreting the
Draft Network maps).

- When prompted on the question of whether buses in Germantown should go down
Greene St. (as they do currently) or Wayne Ave. (as they wold in the Draft Network), it
was noted that it would be safer for riders to catch the bus on Greene St.

Project Website

New website useifsom October 2022 through January 2023

Total views of Draft Network page

Totalviews of Get Involved page

Comments received through feedback form on website or project ema
(Oct 3, 20221 Feb 9", 2023)

The , launchedin Spring 2021, was used during Phase 3 to:

>

Share new materials, tools, and information to view and learn about the Draft Network
Enable members of the public to submit feedback on the Draft Network

N

A Promote upcoming Bus Revolution engagement activities, including in-person Open
Houses, and virtual Community Conversations and Transit Talks
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A Provide continued public access to existing conditi ons reports, including the State of the
System and Market Analysis

A Enable members of the public to sign up for updates

In addition to the public comments received at engagement events, more than 1,000 comments
were submitted through the feedback form on the project website, or via email or phone.

A snhapshot of what we heard in these submitted comments is provided below. For a summary of

all comments in the database, and coding process, see Appendix B.

ONLINE COMMENTS: WHAT WE HEARBNAPSHOT)
Frequency

AgK)o"xgt{"gzekvgf"cdgwv"vjg"rtaqgr qu dgréqueatqmuid k
consistent buses will make it much easier for me to get around the city without needing to
yqtt{"cdgwv"gt"rncp"ctgwpf"vjg"dwu"uejgfwn

Awjg"Ftchv"Pgvyqgtm"ku"qgdl gevkxgn{"c"jwig"KkHqd
whole system's success hinges upon SEPTA's ability to deliver on its promised 10- or 15-
minute headways. Currently, the system is redundant with many similar routes. When one
bus is running late, many folks can often walk a block over to another similar route. When
these redundant routes are taken away (which they should be), the ability to maintain
frequent service becomes absolutely crucial and fundamental. Y

Key Location Service/Access

A 1t seems ill advised to eliminate a direct bus route from Fairmount to HUP/CHOP/Penn .
Innumerable residents use the 49 to commute to/from work at the hospitals and university
and folks also use it to get to/from appointments.

A 1For Bus H/XH must keep same routes on Greene Street because a lot of employees at the
Pennsylvania School for the Deaf access the Bus H/XH, [located] at the corner of Greene
Uvtggv"cpf"Y"Uejgqn"Jgwug" NcpgOy

Route Preservation

AgRngcug"fg"PQV"igv"tkf"gh" Tqwvg"49#" Tqgzdqt
vg"uejggn"cpf"yqgt m#y

At Yg" pggf " vj g ltuss3ight'ud @ray's FefrycAve into center city. It's our only means
for getting into center city. Sure, there are other convoluted public transportation methods -
dwv"pgpg"vjcv'"ctg"rtcevkecnO0O"Vjg"rtqgrqugf"

A1 Yg" p g gnid25BuUs7on Frankford Avenue. They are vital ways of connecting
eqoowpkvkgu"cpf"o{"hcokn{"gqgh"6"tgnkgu"qgqp"V

Seniors/people with limited mobility

AnK" xgt {"owej gr r qug" shaget busiroupes te npithésputh prilygThat | g
will require many people who use the buses to get off and transfer, which will be additional
jctf"hgt"ugpkgtu"cpf"fkucdngf"rgqrng. "gurg

Transfers

n n

AuKv" hggnu"nkmg"{gw"ctg"tgn{kpi"qgp"wugtu
are currently a single ride. Given the current chaos of buses that randomly detour or fail
to stop at posted stops, this is an untenable "solution" that places too great a burden on
users unless this new route map includes a massive overhaul in driver culture and dramatic
improvement in overall frequency and reliability. Y "
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Outreach & Awareness

Postcards and flyers distributed in buses and at bus stops and terming

Posters on buses (250 exterior and 250 interior)

Community events attended to share project information

Views of banner advertisement on Transit app

Views of push notification to riders

Vig"rwtrqug"gh"tgngcukpi "c"ngftchvyY”"pgvyqgtm"ycu

be revised. This made it critical for the Bus Revolution team to do as much as possible to

increase awareness of the project, so that people would be able to provide comments while the

pgvygtm"tgfgukip"ycu"uvknn"kp"kvu"nuftchvyY”"hqgtoO"

A In-person distribution of printed marketing mat erials, such as: handing outpostcards
(which included the calendar of Open House public meetings) at Transportation Centers ;
and handing out of flyers customized for each Open House public meeting at community
events and/or key transit stops around the location of that Open House

A Email updates to the project contact database , including: Registered Community
Organizations (RCOs) and other community-based and service organizations in the

SEPTA region; and members of the public who had signed up for email updates on the

project website or had provided their email at prior Bus Revolution events. (Neither

SEPTA Key Card information, nor email contacts from other SEPTA projects, were used in

developing the Bus Revolution project database).

A Posters on SEPTA buses and at key locations where they would be helpful in promoting

Open House events

A Social media was also used due to its ability to reach people at-scale, including
promoting the presence of local food vendors at Open House events, and notifying

participants of prizes (such as Philadelphia Flyers tickets and $50 gift cards) that would

be raffled off at each in -person and virtual event.

A Many SEPTA riders also use an app called

Phase 3 Engagement Findings & Lessons Learned

, to help with transit trip planning. The

Bus Revolutionteam used Transit to help promote online surveys in Fall 2022 and Spring

2022, and again in Fall 2022 to promote the Draft Network. Between October 2022 and

January 2023, about 1,650 people were referred to the project website from a link on the

Transit app.

- 3& Bus
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Figure 9 shows the monthly email updates sent to the project database, from two weeks in
advance of the Phase 3 launch, in September 2022, to the end of Phase 3 in Winter 2023. As
shown, the number of email contacts in the database approximately doubled over the course of
this engagement phase. Almost all of these new contacts were members of the public who
signed up for updates on the project website, signed in at Open House events, or registered for a
Bus Revolution virtual meeting during Fall 2022.

Figure 9: Phase 3 Email Update Schedule

1 | 9/19 Mon | Promote 10/3/22 Transit Talk 3,099
2 | 10/5Wed | Share Draft Network Materials & Fall 2022 Engagement Cale| 3,705
3 | 11/20 Thu | Promote Upcoming Engagement Events 4,680
4 | 12/7 Wed | Promote Upcoming Engagement Events 5,244
5 | 1/12 Thu Promote 1/23/23 Transit Talk 6,185

Stakeholder Engagement

The Bus Revolution teamhas maintained ongoing communication with stakeholders throughout
the project, including: regular meetings with partner agencies, such as the City of PhiladelphiaX u
Office of Transportation, Infrastructure, and Sustainability (o TIS), the Philadelphia City Planning
Commission, and Transportation Management Associations (TMAS) in Bucks, Chester, Delaware
and Montgomery Counties; collaboration and briefings with community -based and service
organizations; and in-reach with SEPTA bus operatorsand other SEPTA departments and
subcommittees . Ongoing stakeholder engagement will continue to remain a high priority
throughout the duration of the project , from gaining feedback on the bus network redesign, to
strengthening the partnerships that will be critical for a successful implementation.
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A key component of the Bus Revolution is to track, evaluate, and make
continual adjustments to improve outreach and engagement activities as needed. The following
are some of the key lessons learned from Phase 3 engagement.

A The team received a significant amount of qualitative feedback about what people liked

and disliked about the Draft Network. The Bus Revolution team worked together in

developing a process for coding all of the comments in a way that could be used by the

technical team members to workshop and revise the Draft Network based on feedback.

The result was a database coded by theme and route, so that team members could easily

filter through the database and find all comments related to a specific route, specific

vjigog. "qgt"dgvj"*g0i0O"cnn"eqoogpvu"cdgwv" TVt c|
A The in-person Open Houses provided an important opportunity to have face -to-face,

extended conversations with interested riders and members of the public.

- Since bus routes can be changed in so many ways (frequency changes, the streetson
which they run, their beginning/endpoints , etc.), it can be very complicated to
communicate succinctly how each route changes. For this reason, it is helpful for
people to be able to talk to a member of the projectteam and ask questions in-
person, where follow-up questions can be asked, a real conversation can be had, and
a greater understanding can be reached.

A The outreach and awareness-raising strategy was effective in driving people to the
website, commenting on the Draft Network, and increasing participation in the virtual
events.

- However, attendance at the Open Houses varied greatly, ranging from less than 10 at
some, to more than 100 at others. Since events were promoted together on various
materials (postcards, posters, website, etc.), one likely reason for why attendance
varied area-to-area was that the proposed changes were received differently in
diff erent areas. For example, attendance was highest at the Open House in
Roxborough; likewise, many of the comments received through the website were
about preserving bus routes in Roxborough.

A The virtual, area-specific Community Conversations continued to be an efficient and
effective engagement tactic, generating higher participation (and more feedback) per
event than in-person meetings, while using significantly fewer resources.
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T Thetrade-offisthat, f wg" vq" vj g" mirtkal meeaticga drdfldssx k f g 4. "
accessible for those without their own digital device Y underscoring the need to
complement the virtual meetings with (at least) an equal number of in -person
engagement activities.

T Area-focused discuss ion is helpful and necessary to help walk people through
changes. A large number of questions were about specific routes and variations
gh"1gYjcv"yknn"jcrrgp"vg"tgwvg"aaaaaA4y" gt "

T Asking people during registration to ident ify the bus route they most frequently
use was helpful to the Bus Revolution team in preparing for each meeting and
anticipating potential questions/comments.

T In most sessions, due to large attendance, attendee microphones were kept
muted and people wereau mgf " vg" uwdokv"swguvkqgpu
vj gkt " | cpf ™ alowedthedgeanmte @et to many more questions and
minimized accidental interruptions ; however,some participants expressed
frustration in the Chat that they were not able to turn on their mics . The
expectations from the public about what type of meeting they are committing
vjgkt"vkog"vqg"*vjgug"oggvkpiu"ctg"dtcpfgf
acknowledged and addressed with better communication about what works best
technologically and logistically for virtual meetings with high attendance.

kp"vj

A The focus groups were able to gather a lot of feedback about specific questions in a
relatively short amount of time, that would be more difficult to gather in larger group
(public) settings.

- Collaborating with a community partner to help organize the focus group is a best
practice that could continue to be employed in the future. Community partner s for the
focus group s supported by recruiting participants, hosting the focus group at th eir
office, and/or translating for participants and facilitators. The participants were
familiar with community partner staff, which helped to create an open discussion
environment. Working with community partners can also increase community buy -in
to the planning process and its outcomes.

- Allow participants to share thoughts broadly, but be prepared to reiterate the focus of
the discussion and keep conversation on track . Discussions about improving the bus
network with riders can often turn to topics related to customer experience, such as
safety, reliability, and driver/rider relations. Questions were framed for participa nts to
share solutions they think will best address the concerns they raised. It is important
to push participants to think beyond just what they like and dislike to what they think
will improve the things they dislike. After solutions were identified, the discussion was
brought back to examples of specific route change proposals. This helped to center
conversations on the changes that will impact participants.

- When gathering input on specific service changes, identify bus routes that
participants ride (or may be most familiar with) before the engagement event. Study
changes to those routes and identify the best way to communicate them , which can
vary by audience, meeting setting, and the nature of the route changes.
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