W _Or

MARYLAND DEPARTMENT
, OF TRANSPORTATION

o ° MARYLAND TRANSIT

\ o ADMINISTRATION
\

»

Turning Data into
Action

Using Rider Feedback and
Performance Data to Improve Transit

=== Office of Customer Experience,
Maryland Transit Administration
July 17, 2026

000606



Office of Customer Experience Panelists

Cole Greene
Chief Performance
Officer

HHHHHHHHHHHHHHHHH

Roy Shin Shreenita Ghosh Stewart Mader Roxana
Real-Time Passenger Program Manager, Rider Project Manager, Rider Beyranvand
Information Manager, Experience Team Experience Team Director, Rider

Service Information Experience

Team



Office of Customer Experience

Performance Service Rider

Management Information Experience

nnnnnnnnnnnnnnnnn
uuuuuuuuuuuuuuuu




Office of Performance Management

Mission: Elevate the MTA customer experience by working within the
MTA to improve agency performance.

We achieve this by:

1. Wholistically understanding & documenting processes critical to
providing quality transit service,

2. Working with stakeholders to develop and implement solutions,
and,

3. Reporting performance data & providing insights on business
Intelligence questions.
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Office of Performance Management

Core Functions:

e Develop and maintain a well organized data lakehouse that minimizes manual updates.

Data Integrate data from information systems across the agency and beyond.

Engineering

A Derive insights from data that inform good policy decisions.

Science )

Develop and monitor robust set of KPlIs.

Dota Develop analytics tools (dashboards, automated reports) to help agency leaders manage large, complex
IYETSl  processes. d

Understand and document standard processes.
Use data to monitor performance on processes.

Policy and
Procedures

M SO * Pulling all of the above together in a forum with all relevant stakeholders.
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Service Information

SERVICE INFORMATION

Operational inputs Rider information

Schedules Validate Predictions
Vehicle assignments | Reconcile Alerts + maps
GPS positions Translate Apps + websites
Service changes Publish Signs + announcements
L. - . ) . -
TWO DISRUPTION-DATA PROBLEMS
|

CREATE MISSING SERVICE DERIVE CHANGED SERVICE
Rail-replacement shuttles OnRoute Detours & Transit Detected Detours
Temporary buses that do not exist in the published schedule Observed GPS movement becomes a usable route path

]
-

For Sl, data is operating material in motion.
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Rider Experience Team

Gathering data from riders, staff, and other transit agencies to co-
create better transit experiences
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Data used by TReXx

O

Qualitative Data Inspirational Data Quantitative Data

* Rider and MTA staff * Transit peer city External Internal
interview data work . GOAL .

Customer Calls
« Workshop data  Social media * ABBG * SeeSay
* Rider Happiness * Origin Destination Survey

* Observation data . . .
* Benchmarking Consumer Satisfaction

* Rider Assistance data Study (Transit) Survey
 Rate my Ride e OPM Data
(Transit)
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Synthesis .

* We synthesize the key

themes and insights Acosssing [FarePa...  Accessing [Fare Pa.
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How MTA is using data to
redesign service
disruption messages
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Service Disruption g e~
Signs e A e

* Riders report that the “CLOSED” stamp ta
is the first thing they see, and some stopsbetw;gen Linthicum
assume it means all Light Rail service is and Glen Burnie/Cromwell

| q . and BWI Airport will be

closed.

 Others read further and see “ALL Light e e i =0 o
Rail...” which they said confirms their . = wmsday,o;gm,ts%,m
thinking (even though the next text B

specifies stations!)
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Outreach & Testing New

Signhage

PARTHENT
ATATION

AND TRA T
MISTRATION

Tested at two stations during January
16-18 Light Rail service disruption

Camden Station & BWI Airport
57 riders interviewed

Majority of riders interviewed preferred
the new design, noting that it's much
clearer to see exactly which stations
are affected

Ambassadors, Operators, and Field
Supervisors interviewed preferred the
new poster and handout design

Normal Light Rail service at all other stops.

Autoblises gratuitos
trenes 16-18 de energ - 222"

L O e % enloce ratutos paran o g

<on &l icono de autobis de entaco,

; Seviclo nomnal
® demas Damdes.“ treA Iigero en todas tas

e
Prvmiencus cory o i
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Youth Transit Council
January Meeting

* Presented at January 24, 2026 YTC meeting

« Shared How to Navigate a Service Disruption
guide

 YTC members previously provided
feedback on an earlier draft of the guide

« We discussed how their feedback has
been incorporated into the new page

» Group participated in a design charrette to
review current and redesigned service
disruption posters
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https://www.mta.maryland.gov/disruptions

Does this poster make it
clear how the service
disruption will affect
your trip?

4 - Yes! Definitely

4 - Kind of
1 - Nope!
0 -Idk

HHHHHHHHHHHHHHHHH

Does this poster make it clear how the service disruption wil affect your trig?
= — b
All Light Rail stops 4 4

between Falls Road and
Camden Station will be

CLOSED

Friday, January 16 at 4:00 am

Monday, January 19 at 4:00 am

due to Amtrak work on the Frederick Douglass Tunnel,
weather permitting.

*In case of inclement weather, work will be 3
rescheduled for Friday, January 23 at | Definltely
4:00 am to Monday, January 26 at 4:00 am Yes!

) ;., Scan QR code for Shuttle bus locations.




What would you change
about this service
disruption poster?

» Specific information about where
and when shuttle buses will run

tht WouldVOU change obout this service disruptic

* Map of the system to show where ,;jj.".'f e O DA VRO il |
the closing would be L LI ""’sw'm;e WM specm'cimuo;;mméa‘ i Nepemalmtis
. . . . Maybe more detaill obouttheoctuo\ LN whenshuulebusaswllnnhlorgepm /. ovailable on the
¢ nghllghtlng Statlon names tO stopsondwherethayore fornew Wb N "-'-(';'i. V il If}il ;‘:"xf““,;‘;",w;w i 11 postet
. . . . peopl L : ,;"' , m fI1 :
instantly see which stations will be . ;gr:__;;..u;j e SR g il iy i |
. s : e e e T ."" YRE x‘wouldoddwheretoootomg’l;“ Vi T rwouldntenang
out of service Yy amﬂs&ndwt@m‘,“‘” I | e e
. . . “r s 11, |\ fincooveniance. LT ) ,"‘ { fiat es ond clarif
» Clearer directions, not just “Light | Qﬁ?{?ﬁ?ﬁ.ﬁﬁlﬁ?ﬂ:“ w,j Rt ":;!” il e torecioce!
rail Operations will not function from W NV it {'JQ:M,{]{J
. . . . " . i ’ ' : i | | 1 fi‘i‘h
this time to this time” (paraphrasing) ity
" Provide o map it




Does this poster make it E—

clear how the service
disruption will affect

our trip? Does this ‘
y p New poster make jt clear how the service disruption will of

6 - Yes! Definitely .
2 - Kind of >

1 - Nope!
0 - Idk

Free Shuttle Buses Replace Trains
January 16-18

@ Free Shuttle Buses stop at stations marked
with the shuttle bus icon.

® Normal Light Rail service at all other stops.

Autobuses gratuitos reemplazar
trenes 16-18 de enero

@ Los autobuses de enlace gratuitos paran en las
estaciones con el icono de autobds de enlace.

@ Servicio normal de tren ligero en todas las
demas paradas.

WHF is this happening?
& Prefiminary work for the Amtrak/MARC Frederick Douglass Yes! Definite|y

Tunnel project requires shutling down a portion of the ight rail.

LA qué se debe esto?

, e
1
-~

dk

!
Kind of Nope

Los trabajos preliminanes para @l proyecio del tinel Fredenck
M J Douglass de Amtrak/MARC requieren el ciemme de una parte del

MARY
OF TR

LAKD DEPARTMENT tren ligaro,
ATATION
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Service Alert Sign Redesign

6 Service Alert

. N .
© April 17-19 i ot Friday May 15 at 9pm
Trains use a single P through
track between North i Sunday, May 17 at 10pm
. : . Aven n mden Tinars
ALL Light Rail Free Shuttle Buses Replace Trains Yaf clsue and Camde i North Ave <> Camden
stops between Linthicum January 16-18 . [ o
P i we' ing rail and performi i — i
and Glen Burnie/Cromwell @ Free Shuttle Buses stop at stations marked ma’lﬁeﬂﬁng rail and peroming } okt g v Board all trains on the
and BWI Airport will be with the shuttle bus icon. ' [vns Northbound Track (Track 2)
@ MNormal Light Rail service at all other stops. Friday 9PM - Closing % M
rda.! I ¥ 57 W Fopsd | MBCA
Autobuses gratuitos reemplazar Satu 4:30AM - 7AM ; Cutural Corte & # #ﬁ
“Tuesday, October 7 at 5:00 am trenes 16-18 de enero §§ S #‘%’J ::‘j}:%fﬁ%
to < Los autobuses de enlace gratuitos paran en las 1 2? s owea ﬁ:ﬁﬂf
V'V:d.ﬂ“"dw- October 8 “jo_?:“ © estaciones con el icono de autobis de enlace. e Q_I.JEStIDI'IS ) %g’ = rvsasrommanes s
i case o o, werk il recheded 1 @ Servicio normal de tren ligero en todas las 0] mmﬁmfm s Trains will use one track from these
s B S wh b PR demas paradas. . ;ﬂs o narvigate disuplions g stations. We're replacing rail and
= Frea shutthe bus information Chrry HE - .
o Scan OR code for Tt s OO & Why is this happening? * Froquenty asked quostions I baweieed performing maintenance.
e Praliminary work for the AmtrakMARC Fredenick Douglass } Hafudarudy
Tunnel progect requires shulting down a portion of the light rail Hursery Road
¢A qué se debe esto? T — 410-539-5000 « TTY 7-1-1
103905000 - TTY 7.1 A pe PO 2y O
R il e S e ey
Am'u.um_ OiF T
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Service Alert Sign Redesign

- Service Alert @ Service Alert ( Alternate Routes

° - 11 - RN EERONNEEAD O Hunt Valley
Event-specific Friday May 15 at 9pm -

. : . through [ |} cvormoss
Planrt]ed Disru ptlon.S for Sunday, May 17 at 10pm i ) e
maintenance, repairs, = e [orie
: P North Ave <> Camden . tn Wasirgion
Improvements ) Gt

Board all trains on the North Avrn
« Alternate Routes Northbound Track (Track 2) (i | iy
[ ek
| i L I ———
« Available at all times & & ' }y comerin o
rﬁi@@;ﬁ:ﬁifd’ aﬁf"{é‘w‘?‘?{* St Fudr 0
» Gives customers info to W R Ty
navigate a planned or Traims wil use one rack fomhese i | o
; : stations. We're replacing rail and o
unplanned disruption berforming maintenance. : l!"m“
410-539-5000 - TTY 7-1-1 410-539-5000 + TTY 7-1-1
6am-7pm Monday-Friday 6am-7pm Monday-Friday
M Or S Secods g shnn b ks Sk e e e
- Tf;?;?i“;;:l:u -0 O AV HaarLAND CEPARTHENT OF TRANSPORTATION AVETDIT 1anvLAND DEPARTMENT OF TRANSPORTATION

MARYLAHD TRAMSIT ADHINISTRATION MARYLAND TRANSIT ADMINISTRATION



Key Takeaways

« Tell the same story across channels - Customers expect to see consistent
information in push notifications, text messages, website, station signs, and
vehicles.

« Start with what/where/when - Put these three pieces of information at the
beginning of alert syntax to help customers make quick, confident decisions.

* Follow with the why - Explain why a disruption is happening after sharing
the what/where/when that customers need for decision-making. If they’'ve

nnnnn
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Rail disruptions create two information jobs

The published schedule no longer describes the complete trip.

CLOSED SEGMENT
BUS BRIDGE
4 ) 4 )
@) KEEP OPEN RAIL PREDICTABLE €©) MAKE THE SHUTTLE RECOGNIZABLE

Headsign defines the active destination Assignments and GPS locate temporary buses

Interstation travel times build downstream arrivals A NEW trip adds the path, stops, and destination

Predictions remain useful at open stations Vehicle and trip updates support rider predictions
\ J \ J

One disruption. Two real-time information jobs.

M Or

MARTLAKD DEPARTMENT
OF TRARSPORTATION

— MARYLAND TRANSIT * O
ADMINISTRATION




Shuttles: creating real-time service that did not exist in the schedule

e Pattern

-Boarding stops
-Stop sequence
-Service span

° Decision

-Affected segment
-Transfer point
-Expected duration

—

CURRENT

Service Alert activates the bus-bridge
page; assigned shuttle GPS can show
vehicle locations.

—_—

e Assignment

e Delivery

-Service alert
-Bus-bridge page
-Apps + predictions

O crrs-rT

-“NEW" schedule
relationship

-Trip Updates
-Vehicle Positions

-Trapeze 150 block
-Vehicle IDs
-Live GPS

—_— —

TARGET

Create the trip, stops, pattern, and
predictions dynamically—then keep every
channel synchronized.

GPS gives us a moving dot. GTFS and GTFS-realtime give that dot meaning:

where it is going, where it stops, and when it may arrive.

MEASURE -« decision » alert | activation » visible vehicle | valid GPS | predictions | cross-channel agreement

MARTLAKD DEPARTMENT
OF TRARSPORTATION

MARYLAND TRANSIT * o
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Detours have official and observed paths

Service Information reconciles declared operating intent with measured vehicle movement.

( )

OFFICIAL PATH

OCC » Vontas OnRoute mm—) ) COMPARE & 4 N

: VALIDATE
Approved geometry operators are

instructed to follow

. J
Do the paths agree? “ One current path
( h Which path is current? . _ .
Has normal service Public-facing real-time feed
— resumed? Rider channels stay aligned
Vehicle GPS » Transit N <
Detected geometry showing where
S buses appear to travel )

ACTIVATE -» RECONCILE » UPDATE -» EXPIRE

A disagreement is a validation trigger—not permission to guess.

M Or
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Detours: reconstructing the route from where buses actually travel

Transit compares the scheduled route with repeated GPS deviations, derives a path, and returns usable geometry to MTA.

Observed

° Expected path

-Static GTFS shape
-Scheduled stops

movement

-MTA vehicle GPS
-Transit GO data

° Transit detects

-Route deviation
-Street map-matching
-Likely stops

-
° Return feed

-Detected geometry
-Continuous updates

/
e Delivery

-Transit for riders

-RT Feed

\ \. \
OPERATING LIFECYCLE
DETECTED VALIDATED ACTIVE UPDATED ——{ EXPIRED
Detection is only half the job. If the path remains active after normal service resumes,
a useful data product becomes stale guidance.

MARYLAND DEPARTMENT
OF TRANSPORTATION
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< RETURN TO LIST

Pink Cedonia
START ST0P

Monument St / Chester St
ENDSTOP

Patterson Park / Preston

CANCELLED STOPS
3

SOURCE
Swiftly ©
FIRSTDETECTED

Jul 4,13:45

THIS DETOUR WAS AUTO APPROVED

by Transit Terminal on Jul 4, 13:45

g N

Lo,

wbay N

MN

5o

© recuLar sTOP
€) canceLLED sTOP
© TemMpPoRARY STOP

|

£ Falrmount Ave

2

E Federal St

A -
£ Otiver St ? 3 3
5 3 3
: 4 a
< ¥ »
E Hoftrman S » = 3
<
z y——

»
0
.
o E Lager 5t
.
. M
0
N

.

. k4

(4] ;
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»

3

£ Baltimore S

Jefferson S

ESB

E Monumaent S
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© Cedonia

14

minutes

war Resx @ s200

=y & 15 minutes
Dolphin St / Myrtle Ave

@ Nalnhin €+ / Donncuvlivania Ave
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KPIs and Monthly Performance Review Highlights

 Monthly Performance Review Programs:
 Bus

Light Rail and Metro

Mobility

Commuter Bus and MARC

Administrative Functions




KPIs and Monthly Performance Review Highlights

 Monthly Performance Review Programs:

B File ~ @ Share ~ I Export ~ @ Getinsights (g Subscribe to report = 2 O~ O~ & & v
@ ./\X GhOSt Bus Repurt 11/1/2023 TH14/2026
Bus Operations G TaAvePORTATM P . Ghosts Summary
N OHRESTRATION Data Source: GTFS Real-time Data O O
Safety Reports Ghost Bus Percent Over Time Ghosts for Most Recent Manth
O % June 2026
Absenteeism
Ghaosts # Ghosts
Service Delivery i S0 11.90% 847
oTP
Ghasts for Full Periad
Rider Experience & Real-ti... 25% See Data Slicer for Period
% Ghosts ® Ghosts
Benesch Report ADA Ann... [
g1 9.32% 21M
a
Core Bus Assignments Re... u
":E' - Division
M Logon Report 2
o Al "
Ghost Bus Report
10% Tirme Band
Bus Maintenance Reports Al
BOCC ot - Route
Al
Additional Analysis Tools
{') Jan 2024 2024 lam 2025 25 an 3036
Jul 2024 Jan 2026 -
- O O

Week Al




KPIs and Monthly Performance Review Highlights

 Monthly Performance Review Programs:

Rail Operations

Safety Reports
Time and Attendance
Service Delivery
Reliability Reports
Light Rail DOR
LightRail OTP SwiftlyData

Metro DOR

Railcar Maintenance Reports

Additional Analysis Tools

O File ~

OF TRANSPORTATION,

MARYLAMD TRAMSIT
ADMINISTRATION

Events by Sub-Category

B Share ~ K= EBxport ¥ @ Getinsights (g Subscribe to report D [ o~ & & 1t
M Or B/ Light Rail Operating Report 1172026 7/5/2026

O—0O

Categories of Events

1-Mainline Block

Z-Disabled Tradn

3-Passenger Related

Suly_Category

38
Total Events

1606

= of Bvents & of delays  Delay Time ()

Mo Manpower
Other Mechanscal
Mo Equapment
Eoedily Fluids/Tirty
Viehacle

Accident -
Wehstular (Man-
MTA)
Objectehicle in
Ehe trachcs

Single Traciong -
Unplanned

4-Equipment

S-Wieather

&-Police Activity

Mo Propulsicn
Door Bsue
Sack Patron
Disorderly
Suck Operator
BGE Power
Cutrage

Heat

Accident - Animal
Stnke

T-Personnel

S-Incidents/Accidents

Mo Incident Reported

1217 S458 54280
146 483 55,65
T 414 29.02
& £5 15.07
14 ki 258
4 g5 443
4 263 a3
13 18 625
11 34 313
9 19 358
-] 4 050
5 12 1462
4 1] Q.00
] 1] Q.00
3 Q.50

Tatal

1606 8195 .33

Distribution of Sub-Categories by Category

Sub-Category @Accident - A @ Accident - Fix @ Accident - v o it ™ 3
I =
.- I-
-. | _I
= [
] -—
- a [
=4 4 1 11 Y Y Pl rririErrmg r
O @]




KPIs and Monthly Performance Review Highlights

 Monthly Performance Review Programs:

®
Mobility Operations
Mobility KPI Dashboard
Safety Reports
Efficiency Reports

Reliability Reports

On-Time Performance Re... *

FRE Compliance Report

Run Performance Report

MTA Mobility PM Complia... ~

Customer Service Reports

Certifications Report

Call Center Performance R... ~

MTA Absenteeism ADP

V"4 Metric Definitions

MARTLAKD GEPARTHE
OF TRANSPORTATION

MARYLAND TRANSIT
ADHINISTRATION

O File ~ @ Share ~ K Export ~ O Getinsights [ Subscribe to report - P A~ 0O~ C B W #
M Dr . /\f On-Time Performance 1o
MARYLAND DEPARTMENT

OF TRANSFORTATION

MARYLAND TRANSIT
ADMINISTRATION

Summary 12026 T/14/2026

Source: mmsdatal CD

OTP and Total Trips by Week (AR T 8 .

®OTP @ Total Trips

O O
Pickup Count and %GT Pickup Count by PU Adherence Bins OTP for Full Periad OTP for Mast Recent Full Manth
. - 93.7% 93.3%  June 2026
N | [ s —
1 r earlier 101 Bp 1t Third of I hird of Fina rd of o 10 late 101 Br - ¥ e Al Al



KPIs and Monthly Performance Review Highlights

 Monthly Performance Review Programs:

[ File ~ @ Share ¥ K Export ~ @ Getinsights (@ Subscribe to report

Type Status Ratating Item

1712026 TA52026

5y LOCO : ’ : Al
Commuter Rail Operations Q?)'\._j
Daily Service Metrics % of Days Exceed Service Target % Days Qualified for Service
MARC KPl Dashboard
% Days Exceed Service Min % of Days Exceed Service
Safety : Target for Service Minimum for Service Days Qualified For Service Requirement Targets

Efficient : 30 24 140 100.00% 92.14%

Reliable Equipment Roster by Date and Stalus

DEatyy  s—

Customer Service

Minémum For Service: 24

W

MARYLAKD DERAH
OF TRARSPORT,

MARYLAND TR
ADHINISTRAT



KPIs and Monthly Performance Review Highlights

 Monthly Performance Review Programs:

STAMP

Attendance & Overtime

Absenteeism

Attendance Write-Up Co...

ADP Overtime Report

HRI% Report

CCTV requests

Invaices

W

MARTLANKD GE
OF TRAREPD|

— MARYLAND
ADHINISTH

[ File ~ @& Share ~ &= Export ~ @ Getinsights Fg Subscribe to report = P A~ O~ G B Ww &
AN O . N MTA Union Absenteeism Date
N TRANSPOATATION. | Absenteeism Overview e | e x
MARYLAND TRANSIT P . Source: ADP
ADMINISTRATION B3 TIIE/A022 - TI15/2026
Employee Hours Absent Trend Absence
®% Abzent vs Scheduled Hours @ Goa Cﬂtegﬂt"}r

EH Mode
T‘: Al
E Department
z .
E
=
=
Pay Group

all

6g¢  Job Title

All

Month



Questions?
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Thank you!
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Appendix
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A moving dot is not yet rider information

CURRENT

Vehicle location is visible

o ° ‘

Assigned vehicle locations + general direction

Still missing: structured trip « stop sequence -
timetable

Service alert — server page — GPS dots

Cy of Batemiry, VOO Eprs TamTom, Gasmn, Selalraph, GeaToOmnolges, W METINASA UGS EPA WS, USDA, UTFWS Povwes 6 oy Ea0

HHHHHHHHHHHHHHHHH

Structured service—not anonymous GPS.
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