
Turning Data into 
Action

Using Rider Feedback and 
Performance Data to Improve Transit

Office of Customer Experience, 
Maryland Transit Administration

July 17, 2026



Cole Greene

Chief Performance 

Officer

Shreenita Ghosh

Program Manager, Rider 

Experience Team

Stewart Mader

Project Manager, Rider 

Experience Team

Office of Customer Experience Panelists

Roxana 

Beyranvand

Director, Rider 

Experience

Roy Shin

Real-Time Passenger 

Information Manager, 

Service Information 

Team



Office of Customer Experience

Michael Helta

Performance 

Management

Service 

Information

Rider 

Experience

Office of Customer Experience



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.



Office of Performance Management

Data 
Engineering

• Develop and maintain a well organized data lakehouse that minimizes manual updates.
• Integrate data from information systems across the agency and beyond.

Data 
Science

• Derive insights from data that inform good policy decisions.

Data 
Analytics

• Develop and monitor robust set of KPIs.
• Develop analytics tools (dashboards, automated reports) to help agency leaders manage large, complex 

processes.

Policy and 
Procedures

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

Performance 
Management

• Pulling all of the above together in a forum with all relevant stakeholders.

Core Functions:



Service Information



Rider Experience Team
Gathering data from riders, staff, and other transit agencies to co-
create better transit experiences



Data used by TRex

Qualitative Data Inspirational Data Quantitative Data

• Rider and MTA staff 
interview data

• Workshop data

• Observation data

• Rider Assistance data

• Transit peer city 
work

• Social media

External Internal

• GOAL
• ABBG
• Rider Happiness 
• Benchmarking 

Study (Transit)
• Rate my Ride 

(Transit)

• Customer Calls
• SeeSay
• Origin Destination Survey
• Consumer Satisfaction 

Survey
• OPM Data



Synthesis
• We synthesize the key 

themes and insights 
in all the data we 
collect.



How MTA is using data to 
redesign service 
disruption messages



Service Disruption 
Signs

• Riders report that the “CLOSED” stamp 

is the first thing they see, and some 

assume it means all Light Rail service is 

closed. 

• Others read further and see “ALL Light 

Rail…” which they said confirms their 

thinking (even though the next text 

specifies stations!)



• 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

Outreach & Testing New 
Signage



• 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

Youth Transit Council 
January Meeting

https://www.mta.maryland.gov/disruptions


4 - Yes! Definitely

4 - Kind of

1 - Nope!

0 - Idk

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



• Specific information about where 

and when shuttle buses will run

• Map of the system to show where 

the closing would be

• Highlighting station names to 

instantly see which stations will be 

out of service

• Clearer directions, not just “Light 

rail Operations will not function from 

this time to this time” (paraphrasing)

What would you change 
about this service 
disruption poster?



6 - Yes! Definitely

2 - Kind of

1 - Nope!

0 - Idk

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



Service Alert Sign Redesign



Service Alert Sign Redesign

• Service Alert

• Event-specific

• Planned Disruptions for 

maintenance, repairs, 

improvements

• Alternate Routes

• Available at all times

• Gives customers info to 

navigate a planned or 

unplanned disruption



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



Rail disruptions create two information jobs
The published schedule no longer describes the complete trip.

CLOSED SEGMENT

BUS BRIDGE

1 KEEP OPEN RAIL PREDICTABLE

Headsign defines the active destination

Interstation travel times build downstream arrivals
Predictions remain useful at open stations

2 MAKE THE SHUTTLE RECOGNIZABLE

Assignments and GPS locate temporary buses

A NEW trip adds the path, stops, and destination
Vehicle and trip updates support rider predictions

One disruption. Two real-time information jobs.



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

1 Decision

-Affected segment
-Transfer point
-Expected duration

2 Pattern

-Boarding stops
-Stop sequence
-Service span

3 Assignment

-Trapeze 150 block
-Vehicle IDs
-Live GPS

4 GTFS-RT

-“NEW“ schedule 
relationship
-Trip Updates
-Vehicle Positions

5 Delivery

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

CURRENT

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

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



Detours have official and observed paths
Service Information reconciles declared operating intent with measured vehicle movement.

OFFICIAL PATH

OCC → Vontas OnRoute
Approved geometry operators are 
instructed to follow

OBSERVED PATH

Vehicle GPS → Transit
Detected geometry showing where 
buses appear to travel

? COMPARE & 
VALIDATE

Do the paths agree?

Which path is current?
Has normal service 

resumed?

PUBLISH

One current path

Public-facing real-time feed
Rider channels stay aligned

ACTIVATE   →   RECONCILE   →   UPDATE   →   EXPIRE

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







KPIs and Monthly Performance Review Highlights
• Monthly Performance Review Programs:

• Bus
• Light Rail and Metro
• Mobility
• Commuter Bus and MARC
• Administrative Functions
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Questions?



Thank you!



Appendix



A moving dot is not yet rider information
CURRENT TARGET

Vehicle location is visible

Assigned vehicle locations + general direction

Still missing: structured trip • stop sequence • 
timetable

Service alert → server page → GPS dots

The trip becomes usable

TRANSFER DESTINATION

6 
min

Path • boarding stops • destination • predictions

NEW trip → VehiclePosition + TripUpdate

Structured service—not anonymous GPS.
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