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Public Involvement Matters Survey

4 Public Involvement Practices

Please give input on at least 8 of the 15 items

PRACTICES

Poor Participation

o

Hostility

Online Bullying

Advocacy

Uninformed Input

Project Types Challenges Engagement Methods
00000 ©

Which of the following engagement challenges do you expect to face in the next 12 months?

1 Star = Not

Privacy / About MetroQuest

Poor Participation

-

e »

THANKYOU o

MPO 2018
v Your Involvement Priorities

Please rank 4 of the 8 items in your preferred order

Increase Participation

Increase Participation

Improve Decision Making

PRIORITIES

MPO SURVEY <«

Broaden Demographics

Build Public Support

Order your top 4 items
above this line

Reduce Cost/Participant

Meet Regulations
Get thousands of people participating in a

meaningful way, instead of only engaging a small
number of vocal and highly motivated people.

Q

Collect Informed Input

Collect Quantifiable Data

Privacy / About MetroQuest

ul Fido ¥ 514 PM VU .-

#& mpo.metroquest.com <&

Citizen Preferences

Planse give Input on 4 of he S Yadeofs

Location

What location do you think most citizens
prefer for providing input?

Specific Location (e.g Online from anywhere
meetings)

Choose the option that best shows which tradeoff *

you prefer

) MetroQuest Studio Contact

PARTICIPANTS v Total number of paricipants over time.

Aug
This Site

Participants Data up
Oct 10, :

172 crtr

200
@ Data

150

100

Data p
Partic
All da
0 All cor

Sep 09 Sep 23 QOct 07

¥ Excel
Data points for this Site: BB

Participants: 172 All data points: 4522 All comments: 93
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#1 Challenge: poor participation

) MetroQuest Studio

Ratings @1 ®2 ©3 @4 @5 @Average

‘Apathy and time commitment by the public.” 100

80

“Currently we have very little public visibility,

awareness, and involvement.” L
) 40 | |
People just don't make time to give input. § I I .
o ) . 0 | . I I -
”LaCk OfpartICIpatlon. ReaChlng the Same Poor Uninformed Advocacy Hostility Online

Participation Input Bullying

motivated people who may not be
representative.”

Data points for this Screen:

Ratings: 2278 Comments: 3



#1 Challenge: poor participation

“Engaging people who are interested but may
not have time to immerse themselves in a
planning effort.”

“Getting a decent demographic cross-section
of the population ... not just a few elderly
white people.”

“Regardless of what advertisement methods
we try, we get the same small crowd.”




Robert Calix Melissa Holguin
Senior Manager, Transportation Senior Project Manager
Planning in Communications Arellano Associates

Los Angeles County Metro
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NEXTGEN
Bus Study

True Diversity: LA Metro’s

Surprising Path to Equity in
Public Engagement

Webinar
September 25, 2019

@ Metro




Keeping Up with LA County

Why are we doing this?
* Ridership declined more than 20%
* Qutdated bus network, hasn’t had an
overhaul in 25 years even though there are...
— More people
— More places to go
— More ways to get there

* Metro Board directed us to redesign entire
bus system

So, what is NextGen?

* A new bus network — Relevant, reflective of
and attractive to LA residents

* Something for everyone — current, previous
and new customers
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Metro Bus Rider Demographics

Metro’s Bus Customers

FREQUENT

v

OCCASIONAL

INFREQUENT

‘~

=

NON-RIDER

Rides buses Rides buses at Has ridden a Has not
3+ times least once bus in ridden a bus
per week per month past year in past year

» S
7% 22% 55% 16%

As a % of all LA County residents

Summary of Service Needs

ALL RIDERS

Travel Speed

Frequency

Reliability

CURRENT

More Service

Information

FORMER

Security
(Women, Certain
Geographics)

First/Last Mile
(Elderly, Higher
Income)

Comfort
(Odors, Crowding)

INFREQUENT/
NON-RIDER

Information
(Non-Riders)

First/Last Mile
(Women, Youth,
Elderly)

Comfort
(Odors, Crowding)

Ethnicity

66%
B Bus Riders
LA County

Age
27%

18%

15% 14%
8% 7%
. 1% 1%
LATINO AFRICAN WHITE ASIAN AMERICAN
AMERICAN INDIAN
Income
46%
[ Bus Riders
LA County
O,
27% 28%
12% 1% 10% 3%
$ <5k 15-25k  25-35k  35-50k 50-100k

H <18
1824
W 2534
¥ 3549
M 50-64
65+

4% 3%

OTHER

27%

3%

gok+



Market Analysis: Density v. Service Coverage

Trip Density By Census Tract i ¢

Number of Trips per Square Mile

0 - 15,000 *
15,000 - 30,000 \/ﬁwf“"’“ s
B 30,000 - 45,000
B 45,000 - 60,000

B 50,000

Transit Lines

Transit is
accessible to

most parts of
the region.
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Market Analysis: Where to Invest Resources

Current transit service is structured to provide the highest level of service for the
morning and evening commute periods, BUT there is a high demand for travel

through mid-day and late evening.

3% Metro has an opportunity to grow ridership!

I Metro Service 30%

Commuter, 25% 1
Long Distance
20%
[ Other
(Non-Commute) 15%
10% I
5%
H —

0%
Cu rre nt 12am -4am 4am-6am 6am-9:30am 9:30am —2pm 2pm —6:30pm 6:30pm —12am
service does

Owl Service Early AM AM Peak Mid-Day PM Peak Late Evening

not match
travel
demand




Going Above and Beyond Title VI & EJ

Metro’s Equity Platform: The Four Pillars

| |. Define & Measure Il. Listen & Learn I1l. Focus & Deliver IV. Train & Grow

Communities with the greatest mobility needs

B4

Non-EnglishSpeaking

‘ Title VIJEJ

gt

e

(Limited English Ge"d\ler
Household) (Female)
Income
Race/Ethnicity (< $35,000
(Non-White) Annually)

2 ati S

> ‘

2
H Disa;lbi:;ty ith Age Transit Dndency
( ao,;:.io: w‘:t’L (Under 18 or (Zero-Car
Disability) Over 65) Households)



Equity in Action

WINTER — SUMMER 2018

Step 1

Market Demand, Travel Patterns &
Existing Service Evaluation

Continuous Public Engagement

Telephone Town Hall Meetings %

-

ﬁf@ Community Pop-up Events
i

Community Based

Organization Brieﬁngs %u ﬁ

liﬂﬁ' CBO & Ad Hoc Presentations

Service Council/Board Briefings {E\}

[w]
@Continuous Online Engagement Tools: Questionnaire, Interactive Survey and Maps

FALL 2018 — SUMMER 2019

Step 2

Policy Choices & Service Characteristics

SUMMER 201§ — SUMMER 2020

Step 3

Draft Bus Service Plan Development

- IV. Train & Grow

FALL 2020 — FALL 2021

Step 4

Final Bus Service Plan Implementation

4
Muni Operators & Local Muni Operators & Local Marketing & Messaging @g .
Jurisdictions Collaboration Jurisdictions Collaboration 2
. @h & Working Group Meetings & i ﬁt
Community Pop-up Events ﬁ’% @i’ Y Stakeholder Briefings «‘3% Community Pop-up Events
% &J Working Group Meetings & CBO & Ad Hoc Presentations |;T/ R
10T Stakeholder Briefings . l[ Service Council/Board Briefings
; 9 Public Workshops/
. Ay 4o @% Telephone Town Hall Meetings
Public Workshops %@m il ‘YS o | Brief % Formal Public Hearings via
S ervice Council Briefings ; ;
(;B Service Council/Board Briefings & Board Staff Workshops @:5 U Service Councils
Metro Board Approval IE@‘ IEE‘ Metro Board Approval Metro Board Approval I?‘
N
4




How To Equitably Reach 10 Million+ People?

I\

Elected Officials &
Jurisdictions

NextGen Bus Study - @
Communications Plan

a

Academic

‘@‘ ' Institutions

Community & EJ 200

Organizations
ganizatio g%‘

Major Employers

Think of customers FIRST

e Use a thoughtful and strategic

approach

— Target all levels of stakeholders
and geographic regions of
diverse LA County

— Understand how to identify, find
and engage your “difficult to
reach” demographics

— Support technical process to
help drive study’s end goal

— Customize tactics by phase and
stakeholder

Have the hard conversations

early and often .



Engagement Toolbox: Adaptable Tactics
[———

Go to the people
— On-board Bus Surveys
— Mobile Unit

“Meeting in a Box”

Geofencing

Focus Groups

Online surveys

— Create printed version

— Translation
(including ADA adaptation)

Meeting in a Box — e.g. MetroQuest 9



Engagement Toolbox: MetroQuest tool

NextGen Bus Study

If you had $100 dollars to
spend on the bus system
in Los Angeles County,
how would you spend it?

WELCOME <

SET YOUR BUDGET

Drag coins to invest in the
calegories you prefer

More peak
hour frequency

0

v What Is Important To You?

More midday
frequency

g

12

@ Progress

More evening
service

0

More weekend
service

0

More reliable
service

20

Better real-time
bus arrival info

More safety
and security

More
geographic
coverage

TRADEOFFS «

MAP MARKERS =

WRAPUP v &

Educate

Manage expectations
|dentify priorities
Tradeoffs

Geographic input

Nearly 7,000 participants,
130,000 data points, and
5,000 comments

Over 60% of responses
represented the diversity
of LA county

10



Engagement Toolbox: NextGen Working Group

* 50+ organizations,
including a diverse cross-
section of representation

 Amplify your reach
through community
leaders

* Help gauge public
sentiment

* Involve them early and at
each step of the process

11




Engagement Toolbox: Interactive Public Workshops

20+ public workshops, 1,000+
attendees & 1,800+ comments

Strategic and targeted locations to reach
underrepresented populations

Interactive and visually appealing
workshop stations

Format is critical — “translating” technical
results into understandable information

Adapted workshop format when necessary
(e.g. ADA)

Attendees engaged in a dialogue with
Metro staff

Comments included technical aspects of
system and personal needs/experiences
12
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Engagement Toolbox: Story Map

NextGen Bus Study

NextGen Bus Study

STEP.2

What data was utilized and what did it reveal?
Through TAP card and cell phone data, Metro studied the travel
patterns and preferences of more than 5 million people in LA

County to learn about the transit ravel market and total travel
market.

Data Input

Check out some of the insights gained from the data:

The Metro system is currently accessible to serve almost
all trips and is already accessible to most parts of the
region.

Urban areas are more transit-friendly and rural areas are
more automobile-centric.

Metro has been successful serving commuter and long
distance trips, but needs to rethink service for shorter
trips and occasional destinations.

Short trips represent Metro's largest potential market.
Current service does not match travel demand, especially
during mid-day and late evening.

When driving is two times faster than transit, people
prefer ta drive.




: NextGen Map - August 2019

= egend 3= Layers ] Basemap gallery ﬁPr’nt

Providing Meaningful Feedback
to the Technical Team .
[———

| Public Comments

Simi Valley #| Most Frequent Corridors >
Median Household Income
o U - #| Language - Those over 18 who P
N "Speak English Less Than Well"
=
usand A
aks
westiakent e Colabaeas =
villEge s |
4 Azusa
. " . T
.'_ .i.__a'\.’erne
Vingent I Rancho
g ¥ | 7T & Clzremont  Upland Cucamonga
s .1.1!:“_.'.: - Covina
L deatl ’ .
. e r},‘ﬁm, West ! =t Montelair

Covina Ontario
s

; Chino
h Chino Hills
L)
Eastvale
¢ (=]
Yorba Linda
% Corona
“. B | b W i ” B . B0 ona Park Fullerton
| o g . L ) . "
= =) | 9 a . . -
71| Esri, HERE, NPS | Esri, HERE, NPS [Torrange Carson . : e Anaheim
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Recurring Themes

INITIAL INPUT ADDITIONAL INPUT
Working Group Meetings (4) Tallied Survey Responses Detailed Public Workshop Comments
Discussions during Surveys were conducted both “Route 78 - More buses; more frequency”
ther ol Eee S e “From 910/950 - Would like better
Breakout sessions (priorities connectivity with silver line from Torrance
for each service council) especially near Sepulveda Blvd”

Poll Everywhere (live polling) “B/c 7o Freeway is not going to be
extended, we need express buses along
Fremont and or Fairoak, to access gold line.”

Public Workshop Input
Validates Initial Input

Safety & Security™ More Reliable Service Service Frequency

Community Input

Frequency overall* ' More Peak Hour Frequency Transit Connectivity

Increase evening & : Safety & Security Reduce transfers for long distance trips
weekend service™ ' More Geographic Coverage Safety & Security

Reliability™ More Evening Service Customer Service Quality

Equity/Accessibility™ ' Better Real-time Bus Arrival Cleanliness

Connectivity ' Information Real-time Bus Arrival Information

Technology +  More Weekend Service More Midday Frequency

Community Priorities

Education/Information +  More Midday Frequency

Customer Experience

*Working Group identified
@ these issues os equal priority
Metro

Bus Service Concepts & Policy



Public Input Helped Drive Service Concepts

 |f you had $100 dollars to
spend on the bus system
in Los Angeles County,

" )
how would you spend it?
More weekend service 58701 Better realtime bus arrival info
70541
Budget Spent Total ¥
More safety and security More reliable service 90,897.00
76312 More evening service
69185 More peak hour frequency 78,994.00
More safety and security 76,312.00
More geographic coverage 72,113.00
Better realtime bus arrival info 70,541.00
Vetaraliabis s aniiia More evening service 69,185.00
90897
Toreggeographic coverage More weekend service 58,701.00
7211
More midday frequency 47,057.00
More midday frequency
47057 ! Total 563,800.00
More peak hour freguency 78994

16



Public Input Helped Drive Service Concepts

g Route 4 and 704 - the lines are too long. e———

Routing to Reflect Current Travel Patterns
and Transit Propensity

Bl Consider using minivans
for low capacity service.

Build stop that will take me north to Shorter Route Lengths

Garvey and connect to Gold Line on *—

Municipal Operator Coordination
Atlantic; need more connections in SGV.

Standardize Frequencies by Service Tiers
81 bus always gets stuck in traffic
on the 110. This route needs an = -}
HOV/bus only lane. ]

Subarea Transit Hubs

Hybrid Local/Rapid Stop Spacing

There should be a bus service between Transit Supportive Infrastructure

uptown Whittier and Puente Hills Mall
via Mar Vista (possibly Foothill Transit).

| |
vvvvl \/

QQOVIOVIO0 O

Microtransit and Other On- Demand

ﬂ Create more Rapid buses with only 3 stops. &

Ensure that bus stops are comfortable,
reliable, safe, and more for people with @=————
disabilities, seniors, and children.

13



Takeaways: The Surprising Path to Equity in
Public Engagement
[———

 Show you care...then act on it
e Customers have to be top priority
e Go directly to the people where they are

* Plan, but be prepared to adapt the plan
based on stakeholder feedback/advice

* Have the hard conversations, internally
and externally

* Leadership support the decision-making
process of staff (e.g. Tiger Team)

* Ensure collaboration between technical
and communications teams - act as one
voice

19



NEXTGEN
Bus Study

@ Metro




MetroQuest used In transit planning @
r BRCAWARD metro transit

New York City I"l SFMTA motion W marta \..
Transit N @

. UTA .
7. GRIC =

RTA » AR BART  pedister
il ToroNTO Metro Vi, <
LONE STAR = . % §T
REGIONAL RAIL \\ TBARTA //”"\\\\\\\\\
Tampa Bay Area Regional Transit Authority .o
Anchorage gy /_.:'.:'
@ [YNX G TaksTransit COTA fiin ALE /S ANDRIA -~ u
CENTRAL OHIO TRANSIT AUTHORITY IiaCIDZ!FTrXEt%it?OQ SE PTA

VIA> SORTA
/

VIA Metropolitan Transit



Barriers are participation filters

| evel of
Motivation

litive Moderate Negat.

Attitude
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BARRIER #71: public & intimidating ...

Paul, about 3 hours ago

Alert moderator
The tax revenues dont stay in the city. Its like opening up another gas station; the money goes directly to the
Canadian government.

Do you agree? s 0 ™3  Share

Laura Metcalf, about 2 hg

Alert moderator
d that's not true. thgffederal government is only keeping 1/4 of the tax profits and the rest
Falities. plus it will create jobs and generate tourism which is great for local

from what i've red
goes to the provinces =
businesses.

Doyouagree?ss 1 ™1  Share

Alert moderator

Alert moderator

Doyouagree?ss 1 ™1  Share

Paul, about 1 hour ago

Alert moderator
Laura, | work for a huge corporation that deals with government licenses, and taxes every day. | write

pdies and | know how the2t™seiggs work. You're arguing

numerous cheques daily to governmeg
_Your facts are from horrible sources Iy

afraid.

with the wrong person unfortunate
Do you agree?sls 0 ™1  Share

Laura Metcalf, about 1 hour ago
Alert moderator

if you deal with taxes everyday then you out of anyone should know that having more local
business equals more tax revenue for our city. it's pretty simple. and having store front pot shops




RE: make it safe & privatel!

© Progress {—;

Springfield City Plan - Stage 1

<
[N
<
<
Q
©
=
Q
=
=
(]
-
(7]

k

Please drag and drop at least 3 markers on the map.

WELCOME
WRAP UP o

Springfield City Plan - Stage 2 © Progress E— =‘ Q ‘ ﬁ j" Wl c.)
v v Budget Allocation Roadway Transit Walk/Bike Safety Congestion Other

MAP MARKERS

The project's budget is Roadways Expansion Safety Technology
about $1 billion/year. For 3
every $100 of the budget, @
about $55 is allocated to
specific investments
(silver coins). How would

PRIORITY RANKING
SCENARIO

WELCOME

BUDGET ALLOCATION

you spend the remaining 10) ’ ’
$45 (gold coins)? — Springfield City Plan - Stage 1
Drag coins to invest in the g v 2 Priority Ranking
categories you prefer. u
90 20

© Reduce Roadway Congestion Reduce Roadway Congestion

Accessibility | Maintenance &
Operations

jotels ]

Sustainability

WELCOME

(3] Economic Prosperity

Order your top 5 items
4 above this line 4

Oyl - P 11:47 AM R R R

PRIORITY RANKING

Safety

-

& m2818-demo.metroquestcom G

Travel Efficiency

In 2014, more than 12.1 million gallo FM 2818 Travel Surve
System Preservation fuel was consumed in our region dud
and total annual cost was estimated

Improved: Connectivity. million dollars. This equates to each)

g
% | -
<u'@§5

8 12

Satety Conceens.
il Concems
Investment and Funding paying an additional $1,262 per yea afety Concoms [ [
congestion = NOR o

Texas A&M

— —— University




-R #2: 100 time consuming ...




CURE: ask for 5 minutes!

Participants

0 SN0 “TINITE Y 40 45 o0 EEEENG0

Time to Complete (minutes)
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BARRIER #3: complicated or boring
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Cure: create microlearning moments
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CURE: create microlearning moments

NextGen Bus Study @ Progress ED )
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Help us design a better bus system!

Metro is reimagining its bus system for the next generation. It's time for a better bus
system that fits your lifestyle, integrates with all the ways you travel throughout LA
County, and gets you where you need and want to go, with flexibility for the future.
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This study consists of four phases. In all phases, we are
asking you to help us along the way.

Help Privacy About MetroQuest




BARRIER #4: unequal access...




The digital divide

Lower-income Americans have lower
levels of technology adoption

% of U.S. adults who say they have the following ...

m <$30K $100K+

$30K-$99,999

I -

Smartphone 85

o7

Desktop or laptop

83
computer
94
I -
Home broadband 81
94
s
Tablet computer 55
70
.
All of the above 39
64

Note: Respondents who did not give an answer are not shown.
Source: Survey conducted Jan. 8-Feb. 7, 2019.
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Cure: engage on mobile
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Cure: monitor demographics early

6349

Particinants

African American

AsianPacific Islander

Mobile

White

HispanicLatino

Native American




Cure: target social by demographics

Profiles of social media news consumers

% of each social media site’s news consumers who are ...

Facebook  YouTube Twitter Instagram Linkedln Snapchat Reddit
Male -
Female B B :: -
Ages 18-29 M :: - -
30-49 Bl : P - EB
5064 B |3 E]
G5+ | E] * | 2

High school or less - 35 - 35 -24 - 39 l 13 - 33 . 17
Some college [ 24 | ECEEE E-EEE  ECEE - B s -kl
College+ B N EEso W2 e B2 W

White 62 49 &0 35 55 45 a7
MNonwhite 37 48 38 60 45 55 43

Mote: Tumblr and WhatsApp not shown. Nonwhite includes all racial and ethnic groups, except non-Hispanic white.

Source: Survey conducted July 30-Aug. 12, 2018,
“Mews Use Across Social Media Platforms 20137
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Cure: go to them
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MetroQuest — Engagement Optimized

< * @ O Data Center Introduction
1: WELCOME 2. PRIORITIES 3: SCENARIOS 4: TELL US MO. 5 STAY INVOL
1: WELCOME
| Aw v | Traffic Dashboard :
En g a g e thousanas online Springfild City Plan - Stage 1 © Progess e :: o 9342
v 2 v Map Markers Participants
|
i c— &3 -
w 0) [0) 2 5,000 Web Type: p Welcome Screen
° [} g Z Z w Please drag and drop at least 3 markers on the map.
/ I VO |Ve a d IVe rse a u d I e Ce = % g o4 3 ) Data points for this Site:
9 2 ’ 1 ‘___ (254 e \ Participants: 9342
n I l — £ | =l b o o] P
g é ©) <§( - g " [ﬁl =y ‘» ‘f\f‘ Mar2016  Apr2016  May2016  Jun2016 All data points: 137273
>=: Nipr a Roadway Transit Walk/Bike Safety Congestion Other All comments: 15832
= <C <
% 5 E W Excel downloads.
o E O 6204 BB Traffic Data :::P:R:?'”h
ucate the public E - |
! 8 Session Data g";:g“h

--Lll:.l

Springfield City Plan - Stage 1 © Progress &=
2 Priority Ranking O NextTask.

<

v' Collect informed input

University
of Oregon

© Reduce Roadway Congestion Reduce Roadway Congestion

Sustainability

WRAPUP o

WELCOME

Economic Prosperity

MAP MARKERS &

Order your top 5 items
4 above this line 4

v Deliver actionable results

PRIORITY RANKING
BCENARIO RATING «

Safety

Travel Efficiency

In 2014, more than 12.1 million gallo
System Preservation fuel was consumed in our region due
and total annual cost was estimated

million dollars. This equates to each

Investment and Funding paying an additional $1,262 per year FM 2818 Travel Surve

@ Comment

[ EERR 1147 AM V00 -

& m2818-demo.metroquest.com { o}

Improved Connectivity

S c ' |, | Sately Concamns
NORTHOA TS
+ b L
- A ¥ Texas A&M
University

sterwood
Alrport,

Googl

Unlimited surveys with your annual subscription!




Poll: What
additional information
would you like?



FREE Playbook

12 Ways to Promote Your
Online Survey Like a Pro

= 12 proven promotional strategies
= 70+ tips & tricks

= Real-world examples

= We will email you a PDF copy!

hank you: MetroQuest subscribers!




NEXT Webinar

Transit Plans to LRTPs - MDOT's
Formula for Engaging 1000s

Wednesday, October 30th
1 hour | 11 am Pacific | 2 pm Eastern
Educational Credit: 1.0 (APA AICP CM)

Michelle Martin Susan Sharp Emily Aro
Assistant Director for the Office of President & Partner, Social Media Wizard,

Planning and Capital Programming, Sharp & Company Sharp & Company




Questions?

Robert Calix Melissa Holguin Dave Biggs
Senior Manager, Transportation | Senior Project Manager Chief Engagement Officer
Planning in Communications Arellano Associates VietroQuest

T E—
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