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The Question of Ridership

Transit ridership has been on the decline in most cities across the country for 
the past few years. What is affecting ridership and how are transit agencies 
responding to increase ridership?



Circumstances in Jacksonville

Transit ridership has been on the decline in most cities across the country for 
the past few years. What is affecting ridership and how are transit agencies 
responding to increase ridership?



*Transit investment per capita and 
service efficiency generally at median 
of peer group
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Poorest cost effectiveness among peers
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Why Change?

The initial Route Optimization 
changes were a result of: 

➢Customer Feedback

➢System Performance

➢Stagnant Ridership



Transit ridership has been on the decline in most cities across 
the country for the past few years. What is affecting ridership 
and how are transit agencies responding to increase 
ridership?

Comprehensive Approach

• Route Changes
• New System Map and Route Schedules
• New Route Names
• Over 2,700 New Signs
• Removed Over 1,000 Bus Stops
• Constructed 128 ADA Compliant Stops
• Consistent Bus Branding
• New Uniforms
• Route Supervision (Service Delivery Managers)
• Customer Experience Coordinators
• Real Time Passenger Information
• Enhanced Safety and Security 



Transit ridership has been on the decline in most cities across 
the country for the past few years. What is affecting ridership 
and how are transit agencies responding to increase 
ridership?

Outreach. Outreach. Outreach.
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Transit ridership has been on the decline in most cities across 
the country for the past few years. What is affecting ridership 
and how are transit agencies responding to increase 
ridership?

White House Recognizes JTA CEO 
as Champion of Change

APTA’s 2016 Outstanding Public 
Transportation System

Jacksonville’s Ford named one of 
Northeast Fla’s ultimate CEO’s

Context of Changed Brand re: Ridership



Transit ridership has been on the decline in most cities across 
the country for the past few years. What is affecting ridership 
and how are transit agencies responding to increase 
ridership?

Ridership Increases

• Route Changes
• New System Map and 

Route Schedules
• New Route Names
• Over 2,700 New Signs
• Removed Over 1,000 Bus 

Stops
• Constructed 128 ADA 

Compliant Stops
• Consistent Bus Branding
• New Uniforms
• Route Supervision (Service 

Delivery Managers)
• Customer Experience 

Coordinators
• Real Time Passenger 

Information
• Enhanced Safety and 

Security 
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Transit ridership has been on the decline in most cities across 
the country for the past few years. What is affecting ridership 
and how are transit agencies responding to increase 
ridership?

Ridership Decline Arc Less Dramatic
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Transit ridership has been on the decline in most cities across the country for the past few years. What is affecting 
ridership and how are transit agencies responding to increase ridership?

ROI Process



Question of Ridership

“Little is certain in the 
murky realm of transit 
ridership 
interpretation, except 
perhaps one thing: If 
cities want to lure 
passengers onto trains 
and buses, paying 
attention to cracks in 
both types of 
networks, and 
investing to fix them, is 
a pretty sure bet.”

• Increased car ownership

• Car ownership has grown 
fastest among the most 
frequent transit riders

• Fuel prices, service changes 
and rideshare use are not 
the likely drivers of 
ridership decline

• Choice riders represent 
great untapped potential

Will Livesley-O’Neill



BLUEPRINT FOR

TRANSPORTATION EXCELLENCE

JTA Strategic Plan Review

FY2019

AUTHORITY’S GOALS AND OBJECTIVES



JTA Strategic Plan Integration into 
Authority Goals & Objectives

Oversight Implementation

Red Board & CEO

Green CEO & ELT

Purple ELT, Senior 
Managers & 
Managers

Blue ELT & Divisions

Orange ELT & All (Cross 
Functional)
Teams



JTA Strategic Plan Integration into 
Authority Goals & Objectives

Blueprint (2020) for 
Transportation Excellence

Oversight Implementation

Red Board & CEO

Green CEO & ELT

Purple ELT, Senior 
Managers & 
Managers

Blue ELT & Divisions

Orange ELT & All (Cross 
Functional)
Teams



BI
Amber 
Cabrera

T&I

Vision 2025

• Meets to review data
• Understand the data’s meaning
• Determine what additional impacts the data 

has on other variables 
• Make adjustments as necessary
• Determine the best form of presentation
• Dry run potential solutions 
• and/or updates

Ferguson & Darnall

Carl Weckenmann, Cheryl Riddick, Jessica Shepler

Paul Tiseo

Mr. Ford & ELT

Weaponizing
Data Working 

Group

Working Group

Working Group Model

ELT  or
EWS or…



JACKSONVILLE TRANSPORTATION 
AUTHORITY

Presentation Title

Your Name
Your Title

FY2019 would be a great year if…

• We successfully implement of ROI 2.0 [NEXT]
• Maintain a high level of service quality
• JTA expands Regional Express Service 
• JRTC is on track to open in Q2 2020
• JTA successfully launches the East Line
• The U2C Test & Learn Track has been expanded and data collection has been completed on 

two different vehicles
• U2C Partnerships formalized
• Two new ASD pilot areas are deployed
• Phase IV Ferry enhancements are underway
• Southwest funding appropriations secured
• We successfully implement JEMMS 2.0
• JTA University expands workforce development curriculum 
• JTA enhances its telemedicine program
• JTA adopts the Safety Management System for Fixed Route Service
• JTA Board adopts Transit Asset Management Plan
• JTA continues to be a leader among Mid-sized Transit Agencies in cybersecurity
• Increase customer adoption of JTA technology 
• Establish a mobility metric
• Increase non-farebox revenues 
• JTAMobilityWorks on track
• Board adopts an updated Transit Oriented Development Policy and Strategy
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JTA Transit Services – Ridership FY 2018

Fixed Route

Skyway

Connexion

First Coast Flyer (BRT)

St. Johns River Ferry

Gameday Xpress

20Total Ridership – 12 Million





Black Friday Cyber Monday Customer 
Vignettes

Mobile 
Apps



Bus Rapid Transit-First Coast Flyer



Regional Transportation



New Mobility Paradigm: Internally

Use data to target 
receptive markets to 
increase ridership in 
FY20

Evaluate current data available and 
data needed for targeted 
marketing strategies

• O & D ridership survey tool
• Potential uses

• Senior rider pilot
• Mapping targeted areas

• Future data enhancements
• MyJTA mobile app



▪ Have created tool using 

2016 O&D Data 
≡ Allows quick access to roll-up 

data 

≡ Cross-tabulates all data by 

Route

≡ Allows us to see geographic 

patterns on any data point in 

survey

O & D Data by Route



Where Transit Should Work

▪ Compared Transit Usage in US with other Data

▪ Top 15 data fields that correlate with transit usage
≡ 3 are commuting stats themselves – use of other modes

≡ 3 are vehicle availability for households

≡ 0 are basic data elements (race, age, sex)

≡ 0 are social data elements (marriage, education, language)

≡ 0 are other economic elements (employment, income, poverty)

≡ 9 are various stats concerning housing – tenure, age, cost, size

▪ Once housing is factored in to analysis…
≡ Ethnic differences in transit usage disappear completely

≡ Poverty is no longer a predictor of transit use



▪ Market Identification
≡ Transportation/housing decisions are intricately linked

≡ Potential transit customers are better identified through housing 

choices vs. data we more commonly use

≡ Housing units are also more a more static factor, so analysis will have 

more staying power

▪ Comparing Jacksonville Route Ridership to Demographics
≡ Model developed to score geographies

≡ Transportation data (commute & vehicle ownership) omitted, as they 

may be effects of our service

≡ Each route compared to its service shed using Census Tract data

Implications for Analysis

▪ Other Considerations & Possible Analysis
≡ Density has previously shown to be more correlative than ANY non-

transportation data point

≡ Compare data to more cross-tabulation data on multiple variables



▪ Develop an Analysis for 

each Route
≡ JTA data, such as ridership 

and operational metrics

≡ Demographic data, housing 

data

≡ Models potential ridership 

using best fit statistical data 

using large database

≡ Compares modeled potential 

to actual transit use

Route Sheet 



Identifying Potential Customers



Customer Mapping

• Female, 64 years old

• Gets on at Main St. & 

12th St. at 6:00 AM

• Uses Routes 25 and 1

• 60 Rides in a month

≡ The objective is to understand our customers through precise data insights

≡ Need to know who our customers are as individuals and where they are going

≡ Better understand their preferences
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Alternative Transportation Options: 
New Mobility Paradigm



MyJTA to Build Customer Profiles

≡ Working with our private partners to incentivize customers into filling out 

profile information in app

Connexion Youth Everyone Else Senior



▪ New program for the JTA

▪ Demand response service 

▪ Low fare 

▪ Operates in 8 zones where 
community shuttle was 
less efficient

FMLM, P3 and Alternative Service Delivery



Innovation
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Workforce Development
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JTA University



Internships
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Business Intelligence
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