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Introduction 

Public Transportation is critical to the community and the ability to move around a place 

defines what it is like to live there.  In Richmond most people think of Greater Richmond 

Transit Company (GRTC) bus service when they think of public transportation.  GRTC 

bus service has recently undergone a dramatic change in approach and service level, 

so our group chose to explore public transportation through an equity lens.  With 

regards to bus service that meant exploring the needs of “all purpose riders” rather than 
“choice riders”.  These all purpose riders rely on GRTC for all transportation needs and 
face a number of challenges.  Unfortunately, these challenges must be met with limited 

resources, requiring hard decisions that have real impacts on riders’ lives.   
 

Scope of Immersion 

In order to gain an understanding of this complex issue we interviewed both GRTC staff 

and representatives as well as members of the advocacy community with regards to 

public transportation.  We also did substantial research into other public transportation 

systems as well as previously completed reports from VCU.  As we learned more, a few 

keys areas of insight came to the surface: 

 Governance Changes to GRTC 

 Expansion of Service in Chesterfield County 

 Safety Improvements: Bus Stops, Cross Walks 

 Access: Routes Changes, Bilingual Signage 

 Rider Engagement 

 

Our immersion group chose to narrow our focus to Rider Engagement with the hope 

that by truly engaging with riders, their needs could be understood, prioritized, and met. 

 

Findings 

Stellar regional bus service depends on authentic rider engagement.  To truly meet the 

needs of all purpose riders there must be a committed, ongoing effort towards rider 

engagement that is in addition to customer service efforts.  This fundamentally means 

valuing the input of riders and seeking input prior to making decisions.  Our key 

recommendations were as follows: 
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Increase Access and Transparency 

All purpose riders cite the location of the board meetings and access to data as an 

impediment to providing feedback.  Remove all barriers to participation and access to 

information.   

 

 Move GRTC board meetings to a central location near the majority of riders 

 Post agendas, board meeting minutes, and presentations online prior to 

meetings and after meetings 

 Live stream meetings online 

 

Conduct Equitable Rider Engagement with Barrier Reduction Tools 

Surveys and in-person meetings (especially at night) are statistically under-utilized by 

low income individuals.  If in-person meetings are required, consider providing childcare 

and/or food. 

 

 Hire full-time rider engagement professional 

 Ensure all tools are written at a 7th grade reading level and translated into 

Spanish 

 Conduct rider engagement queries on buses and at bus stops 

 Investigate using different technologies to capture feedback 

 

Institute an Equitable, Transparent, Routine Process for Making Route and System 

Changes 

All purpose riders frequently cited a lack of understanding that they could comment on 

the frequency, location, or duration of routes.  Additionally, there is concern that some 

route change requests are escalated because of the requestor’s status in the 
community. 

 

 Create an official route change feedback portal and share this information. 

*This has already been addressed by GRTC through their new online request form 

http://ridegrtc.com/need-help/contact-us 

 Publish route change requests, status and rationale 

 

Call to Action 

1. Advocate for funding for public transit with your elected officials 

2. Talk to your employer about GRTC Partnerships 

3. Take the bus everywhere you can!  Choice riders are needed to make the 

system more equitable. 

 

 

http://ridegrtc.com/need-help/contact-us
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Interviews 

 Gary Armstrong, GRTC Board Member 

 Fabrizio Fasulo, Virginia Commonwealth University 

 Ross Catrow and Nelson Reveley, RVA Rapid Transit 

 Charles Mitchell, Interim CEO, GRTC 

 Adrienne Torres, Assistant Director of Planning and Scheduling, GRTC 

 Garland Williams, Director of Planning and Scheduling, GRTC 


