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Section 1: Introduction 
 

Transit agencies periodically survey their passengers to understand characteristics of the riders and their 

trips.  This information can help with service planning by helping to determine if route or schedule 

modifications could provide a better fit with traveler origins and destinations.  Demographic data 

collected by a survey helps to establish if the agency complies with Title VI (environmental justice) 

guidelines.  By measuring rider satisfaction about various service attributes, a survey can also highlight 

areas for agency improvements.   

The Greater Richmond Transit Company sought in 2019 to gather information for all of these purposes 

from its passengers on its fixed route services.  In September 2019, the agency contracted with Warner 

Transportation Consulting, Inc. to conduct this effort. 

This report is the result of that assignment.  Following this introduction, the report is in four parts: 

• Section 2: Methodology and weighting scheme 

• Section 3: Service ratings 

• Section 4: Priorities 

• Section 5: Characteristics of the riders and trips 

• Section 6: Trip end maps 

• Section 7: Information preferences 

 

A copy of the survey form is in the appendix.  Extensive cross-tabs by route and key rider and trip 

characteristics are in separate documents.  Finally, the study has generated considerable data on trip 

patterns that would be useful for future route planning.  This is available electronically. 
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Section 2: Methodology and Weighting Schemes 
 

The study collected data on travel patterns, rider characteristics and attitudes through the use of on-board 

paper surveys.  The main data collection effort occurred from Monday, October 7th to Friday, October 

11th.  There were no national holidays or significant storms affecting travel patterns during this period.  

Some added data collection occurred later in October to enlarge the sample on routes 88, 39, and 27.  

The sampling plan for the fixed route service worked at the unit of the individual bus trip in each of the 

four time periods (morning--6:00 to 8:59, midday--9:00 to 2:59, PM peak--3:00 to 5:59, and evening--6:00 

to closing).  

The bus trips selected for the sample accounted for the distribution of trips in each of four time periods.  

The surveyed trips were different on each of the survey days.  For example, if we surveyed the 10:15 AM 

trip of Route 4B on Wednesday, October 9, we would not have sampled the same 10:15 trip of Route 4B 

on any other day of the survey period.  

For most trips in the sample, on-board survey staff rode the full route (round-trip) and distributed 

questionnaires and pencils to passengers (except for small children) who boarded.  Each survey monitor 

wore a badge indicating that the project was for GRTC, and they carried a box of materials that included:  

1) sequentially numbered surveys in English, Spanish, Vietnamese, and Arabic; 2) pencils; 3) survey trip 

tally sheets; 4) a sign announcing GRTC passenger survey today”; 5) tape to append this sign to the front 

of the fare box; and 6) a shift schedule.   

The surveyors would identify themselves to the bus drivers and tape the sign to the fare box.  Passengers 

boarding the bus (or on the bus at the start of the survey) received a survey form (starting with the lowest 

serial number and going up) and a pencil and a request to complete the form.  For each leg of the trip, 

survey staff used the tally sheet to record the route, start location, start time, end location, and the 

beginning and ending survey number distributed on that leg.  Surveys for each leg with a tally sheet went 

into separate large envelopes, and the survey staff turned these into Marc Warner or Ben Heckscher, the 

survey supervisors, on their next break at the survey administrative hubs at either Willow Lawn, 2nd & 

Marshall, or the Transfer Plaza by 9th and Clay. 

The survey process for express buses was slightly different.  Travelers on these routes almost uniformly 

ride in both directions and board the afternoon buses at a limited set of bus stops in Downtown Richmond.  

Thus, a survey staff person rode only on the afternoon outbound trips, and distributed the questionnaire 

and small pencil to riders boarding on the five or six stops in the downtown loop.  The surveyor would 

then post a "return surveys here" envelope by the driver before exiting the bus at the last downtown stop. 

A copy of the English, Spanish, Vietnamese and Arabic versions of the survey appears in Appendix 1.   

The data collection effort elicited completed surveys from 1,513 riders, whose reported transit trip 

(including transfers) accounted for 2021 identifiable bus boardings.   
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Distinct weights calculated and applied 

 

Different types of analyses will call for different weighting of the survey results.  This section presents two 

different weighting schemes.  The first weight is the one used generally in the tables, charts, and narrative 

presented in this report. The second is used less frequently and then as noted where appropriate.   

Both of these weights aim to ensure that the survey responses are proportionate to the actual distribution 

of ridership by GRTC route.  In other words, for inferences from the survey about the GRTC system as a 

whole, we would want to more heavily weight the surveys from routes where the response rate was lower 

than average, and more lightly weight the surveys from routes where the response rate was higher than 

average.  The responses relative to the actual ridership, for example, were lower for route 12 than for 

route 5.  For characteristics about the full GRTC system, we thus apply a proportionally higher weight for 

the surveys on route 12 than we do for those on route 5.   

Here are the weighting schemes as calculated and applied: 

Weight Application in this 

report 

System-wide Trips--These weights match the true proportion of GRTC 

boardings by time-of-day and route.  The weight also accounts for linked trips 

so as not to disproportionately favor the responses of a rider whose transit 

trip involves two or more bus boardings over one who does not have to 

transfer.  This weight ignores the frequency with which any individual 

traveler uses the local transit service.   

 

Information about the 

system as a whole, 

including results for 

any subset of travelers 

other than those 

defined by route. 

Route-level Boardings—A picture of information about an individual route 

does not require further weighting of the survey sample up to the system as 

a whole, or adjustments to account for linked trips.  The weighting scheme 

applied to individual routes in this report thus only factors up or down a 

route’s survey responses to match the proportion of the true route boardings 

in each time-of-day.   

 

Information for 

individual routes  

System-wide Distinct Riders--It is important to note the distinction between 

trips and riders.  “Trips” reflect the overall travel patterns of people riding 

the system.  "Riders" refer to the individuals that use the system, regardless 

of their trip frequency.  As a simple illustration of this difference, consider a 

system with two individual bus riders. Rider A commutes by bus every 

weekday.   Rider B takes one trip by bus each week.  Over the course of the 

week, riders would make six round trips, but there would be only two 

different riders. 

 

A distinct rider weight allows us to deal with under-representation in the 

survey sample of infrequent riders.  This under-representation occurs 

because the infrequent rider is less likely to be on the bus on any given survey 

Information in the 

tables labeled as 

“Distinct riders” 
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day than would a daily or other frequent rider.  This does not affect 

characteristics of the boardings or trips, but it does bias the measures of 

characteristics of individual riders.  The trip frequency weight applied to the 

survey responses of each respondent is the overall average trip frequency 

divided by the trip frequency of the respective survey respondent.   

 

The true boardings for each route, and the route and base system weights appear in the table on the 

below.  Note that the base system weight is for unlinked boardings.  A subsequent adjustment to account 

for linked boardings depends on the number of transfers for each survey respondent. 
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Application of the system-wide weights by zip code of residence 

 

The chart on this page compares the unweighted and weighted distribution of survey responses according 

to the respondent's home zip code.  The results show a fairly close match between each of the weighting 

schemes and the unweighted sample.  Residents in some of the outlying areas (e.g., zip code 23111) 

completed more surveys than system-wide boarding data would have suggested, and thus the system-

wide weighting schemes factor down the responses from these areas. 
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Confidence in the survey results--margin of error 

 

The margin of error is a statistical term that measures the degree to which the results of the sample (the 

survey respondents) would also apply to the full relevant population (all bus riders and trips).  For the 

system as a whole, we can be 95 percent confident that a proportion determined for the sample will be 

at most 2.04 percent from the true proportion for the full population.  In other words, if 50 percent of the 

sample of GRTC riders are taking the bus to or from work, then we can be 95 percent confident that 47.96 

to 52.04 percent (50 + or - 2.04) of all GRTC riders are taking the bus to or from work.  There is a 5 percent  

chance that a randomly drawn sample could be an unrepresentative fluke, and the true proportion is 

outside of this range.   

Note that the 2.04 percent is the maximum confidence interval; these apply when the relevant share for 

the sample is 50 percent.  As the proportion for the sample moves closer to 1 or 99 percent, the confidence 

interval becomes appreciatively smaller.  For example, 8.4 percent of the survey sample is over age 65, 

and we can be 95 percent confident that the proportion of GRTC’s true ridership over age 65 is between 

7.28 and 9.52 percent (8.4 + or - 1.12).  In this case, the breadth of the interval drops from ± 2.04 to ± 

1.12.   

It is important to recognize that the calculated margin of error assumes that the survey sample is random.  

Is this a reasonable assumption?  For drawing conclusions about transit use system wide, we believe it is.  

For certain sub-markets, it may be questionable.  This is due in part to the nature of the survey.  Surveying 

passengers on specific bus trips was a pragmatic (and standard) alternative to surveying a random sample 

of all passengers throughout the day.  This latter approach would have assured that all GRTC passengers—

not just those on the selected sample of trips—would have a more equal chance to be part of the survey.  

The use of the bus trip as the sample unit does undermine the assumption of randomness, but we assume 

that the effect is a wash; i.e., that the surveyed passengers on the selected trips (distributed throughout 

the day) are still a fair representation of the passengers who boarded other trips.   

Finally, the sample is likely to include a lower than actual share of riders who have low literacy, who had 

a very short bus trip, and who did not get a seat (thus making it more difficult to fill out the form).  The 

survey process and staff sought to minimize this potential bias (surveys were available, for example, in 

Spanish, Vietnamese, and Arabic), but this potential source of bias may have occurred.  Again, we assume 

that this effect is small and does not appreciably bias the overall results.   
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Major generators used in report 

 

The report refers in many instances to a few key areas that have a high concentrations of transit trip 

ends—not bus stops, but true origins and destinations as identified by the respondent on the survey.  

The map groups these as follows: 

 

 

 

  

VCU Medical, 

City Hal 

Rest of 

downtown 

VCU main 

campus 

Willow Lawn Carytown Rest of Fan, 

Carver 
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Section 3:  Service ratings 
 

The survey asked respondents to rate each of nine service attributes and two measures of general 

satisfaction with GRTC service.  For each of these, the survey used a scale of 1 to 7, where 1 indicated the 

highest level of satisfaction and 7 was the highest level of dissatisfaction.  The chart below shows a 

summary of the responses. 

.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

For each of the attributes, more than half of the respondents gave a rating of 1, 2, or 3, indicating a level 

of satisifaction.  Travelers in particular believe the fares are reasonable and the bus drivers are courteous 

and professional.  The agency has most room for improvement in regard to improving bus stop shelters 

and accessibility, and in terms of on-time performance.   

  

                         satisfied                        dissatisfied → 
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The chart below shows the average scores after excluding respondents who rated the statement as "4--

neutral / no opinion."  This ensures that only the respondents who believed they had the knowledge to 

make an opinion are included.  

 

 

 

 

 

 

 

 

 

 

 

How do these ratings differ by route and rider characteristic?  The results are evident from the tables on 

the next two pages.  A color theme highlights the good and bad ratings: those closer to 1 (most satisfied) 

have the deepest green; those closer to 7 (most dissatisfied) have the deepest red. 

Some key findings are as follows: 

Ratings by route table 

• Travelers on the Pulse have better than average ratings on all sevice dimensions.  Those on routes 

1B, 12, 19, 76 and 86 have worse than average ratings on all service dimensions 

• Riders are generally not satisfied with the very linited service on route 56.   

• Safety is a particular concern for riders on routes 13 and 83. 

• With the exception of route 82, riders on the express routes are generally in strong agreement 

with the statement that the fares are reasonable. 

 

Ratings by rider and trip characteristics table 

• Travelers who transfer give a worse rating on every dimension than do travelers who don’t have 

to transfer. 

• Non-hispanic white and Asian riders are more satisfied than are Hisapnics and blacks on every 

dimension of service quality. 

• Income level does not affect the perception about the reasonableness of GRTC fares. (Note here 

that the highest income riders are disproportionately on GRTC’s express buses.) 

Agree 

strongly 

Disagree 

strongly 
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                                agree     disagree → 

I am overall satisfied with GRTC, by route  
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Section 4:  Priorities 
 

The survey asked respondents to consider ten possible changes to TART service, and to rank their three 

preferred options by marking them 1 for first priority, 2 for second priority, and 3 for third priority.  The 

point of this approach was to prompt respondents to establish their true preferences, rather than simply 

checking off all the items as desirable.   

The ten choices were as follows: 

• Cost: GRTC kept fares low 

• Schedules at Bus Stops: Your bus stop had information about scheduled arrival times 

• Shelters: Your bus stops had shelters, benches, etc. 

• Frequency: GRTC buses ran more frequently on WEEKDAYS 

• Weekends: GRTC buses ran more frequently on WEEKENDS 

• Reliability: GRTC buses had better on-time performance 

• Comfort: GRTC buses had softer seats, looked spotless 

• Destinations: GRTC service included bus routes to _________________ (fill in location) 

• Security: Regular security patrols at transit centers 

• Website: GRTC had a more mobile-friendly website and text alerts 

 

The survey form also prompted respondents to specify some other priority than the ones listed above.   

The charts in this section present the results, with the choices ordered left to right by the percent of 1st 

priority rankings.  The first chart, below, shows the weighted results for all respondents.   

 

Keeping fares low was a priority for half of the respondents, suggesting that while riders felt GRTC fares 

were reasonable now (section 3), they might not feel the same way with a fare increase. 

The tables on the following pages show a priority score by route and by various other rider and trip 

characteristics.  The score is the priority rating (1,2,3, or 4 for not a priority) times the percentage giving 

it that respective rating.  Thus, scores closer to 1 are highest priority; scores closest to 4 are lowest priority.   
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Some findings from this table: 

• Travelers on the express buses have relatively little interest in weekend service. 

• Local routes without Sunday service, however, generally give a high priority to added weekend 

service. 

• Shelters and more accessible bus stops are relatively high priorities for riders on route 1A and for 

those routes with a hub at Willow Lawn. 
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Some findings from this table: 

• Concern about fares goes up as household incomes go down, as education attainment goes down, 

and as years riding GRTC goes up.   

• Priorities show very litle difference for men and women. 
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Survey 
ID route 

home 
zip priority destination 

4411 Pulse 23219 1 Airport 

4444 5 23241 1 counties - Henrico & Chesterfield etc 

4015 5 23224 1 Fredericksburg 

3857 87 23224 1 Southside 

816 3 23222 1 6000 Audubon Dr 

951 50 23224 1 Brook Road 

2122 27 23227 1 Brook Road & Wilkerson 

1090 1 23235 1 Buford to Richmond 

345 20 23223 1 Bus for Mechanville Turnpike 

2253 Pulse 23220 1 Carytown 

3020 Pulse 23223 1 Chesterfield 

3163 1 23223 1 Chesterfield County 

1309 1 23224 1 Chesterfield Town Center 

1842 2 23236 1 Chesterfield Town Center 

618 88 23234 1 Coachland + Chesterfield from Centre 

513 91 23231 1 Downtown 

3015 4 23231 1 East 

2675 7 23223 1 Henrico City Schools 

2093 7 23223 1 Henrico on weekends and after 7 

665 Pulse 23223 1 Hungary Road 

1354 Pulse 23224 1 Innsbrook 

1302 7 23225 1 Iron Bridge 

1353 1 23224 1 Malls in surrounding counties 

389 5 23223 1 Mechanicsville Turnpike 

1258 2 23223 1 Midlothian 

3018 Pulse 23231 1 More 5A stops 

1006 2 23224 1 more one way buses 

3049 3 23003 1 
needs to go further down Short Pump to Manakin 
Shopping Center 

461 Pulse 23223 1 Nine Mile Weekends 

69 Pulse 23220 1 non Broad St. places 

1101 13 23223 1 Regency Mall - may need to look more myself 

1662 Pulse 23230 1 Super Walmart Brook Road 

3037 12 23223 1 the different county 

959 19 23220 1 up Midlothian Tpke (Chesterfield 7pm) 

467 Pulse 23223 1 VCU Main St. 

1230 2 23224 1 West Broad 

Places identified as priorities for added service 
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2139 27 23238 1 bus to Glenside Park N Ride 

4300 64 23113 1 Chesterfield 

4599 1 23225 1 GRTC employment benefit office 

3796 Pulse 23227 1 more west end areas 

3860 75 23223 2 Chesterfield Town Center 

664 7 23231 2 
Be closer like you had before the changes. Drive and ride. 
Handicap and Elder.  

1819 82 23114 2 Chesterfield (hospitals, grocery store) 

607 Pulse 23225 2 King’s Dominion 

1551 56 23231 2 Masonic Lane 

851 Pulse 23220 2 Midlothian 

1808 82 23112 2 Midlothian 

3042 79 23233 2 Midlothian/Mechanicsville 

115 Pulse 23226 2 other port of Richmond 

1363 1 23224 2 Short Pump/Henrico 

1065 12 23223 2 Surrounding Counties 

552 2 23222 2 UPS Rich Food Location 

3017 Pulse 23231 2 Varina/Capital 

363 5 23220 2 work/school 

1840 2 23225 3 
30 minutes for 2A would be great. Between west of 
Powhite to Carytown/Northside 

1110 91 23222 3 Amazon on Commerce Road 

1003 2 23225 3 better connect ability 

1260 Pulse 23225 3 Chesterfield 

4482 4 23234 3 Chesterfield 

880 1 23223 3 Chesterfield locations 

31 Pulse 23223 3 Fulton Hill 

219 19 23220 3 Glen Allen, VA 

2098 7 23223 3 Hanover 

862 79 23223 3 Henrico Doctors + Regency on weekends 

484 1 23224 3 Mechanicsville 

34 Pulse 0 3 North side 

257 29 23060 3 Pulse on Willow Lawn to Gaskins 

848 29 23059 3 Short Pump 

64 3 23222 3 Southside 

423 Pulse 23220 3 Target 

4575 1 23227 3 Virginia Center Commons 

316 20 23222 3 Williamsburg Outlets 

81 20 0 3 Hanover, Western Chesterfield 
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Other priorities identified by survey respondents 

Survey 
ID route 

home 
zip priority other 

4494 19 23233 1 nearest bus stop to society 

1357 2 23112 1 
$6 82 Bus fare/unfair. Some of us work to 6pm. No way 
home! 

387 7 23231 1 7 run earlier on Sundays 

3107 77 23221 1 bus drivers made eye contact and responded to questions 

645 Pulse 23229 1 
Checking for fares should not be as difficult as you are 
making it 

1665 1 23222 1 drivers are really good 

1667 20 23225 1 helped apprentices get to work 

4599 1 23225 1 hospitals 

1779 5 23220 1 more buses at night with more reliable arrival times 

849 Pulse 23238 1 More coach buses to and from Gaskins 29 

1105 Pulse 0 1 no corrupt drivers 

257 29 23060 1 Parking 

462 Pulse 23238 1 Parking lot at Willow Lawn!! and Rocketts Landing 

3167 5 23223 1 phone chargers on bus 

959 19 23220 1 
Route going further Hull Street, Later cut-off time in 
Randolf area (23220) 

989 Pulse 23220 1 
should keep in contact with other bus drivers about delays 
so they don't leave without you 

2146 26 23060 1 tidy and clean 

564 3 23224 1 Bus back on Midlothian all the way. 

3896 4 0 2 no disrespectful drivers 

2060 26 23238 2 express buses after 6pm 

639 13 23223 2 Fixing Briel St. stop--that’s a long walk for me. Bus 13 

378 5 23223 2 reduced fare for all college students 

842 29 23060 2 
More stops closer to my building. Have to work too far. 
Have to leave work early in order to get a seat. 

3720 12 23223 3 

Service frequency & availability to far West End & 
Chesterfield. Buy fare on bus using card debit/credit in 
place of cash. 

15 18 23220 3 All buses start at 5AM and end at 2AM 

671 Pulse 23221 3 Better system for ticketing 

2106 95 23805 3 cleaner buses 

822 28 23231 3 commuter buses scheduled to allow for 8 hours of work 

636 13 23223 3 customer friendly drivers 

1838 2 23235 3 fare card instead of cash like in DC 

2104 95 23803 3 GRTC customer service more responsive 

2666 7 23223 3 more routes 
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Survey 
ID route 

home 
zip priority other 

3048 Pulse 23220 3 nicer drivers on non-Pulse buses 

966 19 23223 3 Shelters, benches, and more stops 

4300 64 23113 3 
would like a fare card for express routes like we had in the 
past $10 or $25 cards 

1251 12 23222 3 accessibility to counties 

722 13 23223 3 Better tracking - buses disappear! 

195 Pulse 23116 3 
A sign at Earth Pulse stop that is visible from inside the 
bus (from the window, and no smoking at bus stops. 

111 86 23234 3 I wish the bus went around my house at night. 

1714 4 23234 3 Infrequent riders 

3034 Pulse 23238 3 Need seatbelt, better seats on some. 
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Attributes by satisfaction and priority  

 

The chart on this page presents the satisfaction and priority ratings for the different service attributes 

examined.  The list did not entirely overlap; some of the attributes tested for satisfaction were not on the 

list of tested priorities, and vice versa.  These non-overlapping attributes are shown on the right (priorities, 

but not tested for satisfaction), and the bottom (satisfaction, but not tested for priority).  The attributes 

on both lists are in the body of the chart, and those closest to the top right should get the agency's 

attention.  These are the attributes that rank relatively high in importance, but relatively low in 

satisfaction.  
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Section 5:  Characteristics of the Rider and the Trip 
 

Who is riding GRTC?  The survey allows us to answer this in terms of a variety of demographic and trip 

characteristics: 

 

1. Trip purpose 

2. Access / egress mode—home end 

3. Walk distance—home end 

4. Walk distance—non-home end 

5. Transfer 

6. If GRTC had not been available 

7. Reduced fare customer 

8. Where purchased fare 

9. Employer fare subsidy 

10. Days using GRTC for commuting 

11. Days using GRTC for other than commuting 

12. Years riding GRTC 

13. GRTC rewards program 

 

14. Real-time bus information 

15. Internet access 

16. Response to potential fare increase 

17. Access to a car or motorcycle for this trip 

18. Driver’s license 

19. Smartphone 

20. Household size 

21. Main language spoken at home 

22. Employment status 

23. Gender 

24. Age 

25. Education 

26. Household income 

 

This section presents details on each of these issues.   
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Trip purpose   

• Half of GRTC trips are for part of the commute.  
On the express routes, 92 percent of travelers 
are going between home and work.   

  

                                                                       commute      non-commute purpose → 
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Access / egress mode—home end 

• Express bus users mostly drive to their home-
end park-and-ride lot.   

• More than nine in ten users of the local buses 
walk to their home-end stop.   

                                                 walked or biked      other access modes → 
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                                         five or fewer blocks      more than five blocks → 

Walk distance—home end  

• A very small share of riders who walk to their 
home end bus stop have to walk more than 
five blocks to catch the bus. 
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                                              five or fewer blocks      more than five blocks → 

Walk distance—non-home end 

• 94 percent of GRTC travelers can get to their 

non-home trip end within five blocks of their 

bus stop.  
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Transfer 

• Overall, 48 percent of the survey trips had to 

transfer; the rate for the express bus 

respondents was only 11 percent.  

• Almost three-fourths of transit travelers with 

a trip-end at Willow Lawn have to transfer.  

This is despite the fact that Willow Lawn is the 

terminus for the Pulse and several other 

routes.   

                                                          had to transfer      did not have to transfer → 
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If GRTC had not been available 

• 18 percent of the travelers 
would not have made the trip in 
the absence of GRTC service; 72 
percent would have found 
some other way.  

• 19 percent of the lowest 
income travelers would have 
walked.

                    would not have made trip      used other modes → 
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Fare used 

• Use of the 1 day pass tends to 
grow with age. Does this reflect 
travel pattens or are younger 
riders unaware of the benefits 
of this pass?  

                           cash, One Ride Plus, 1 Day Pass      other fares → 
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Reduced fare customer 

• Almost one-fourth of riders 
over age 65 are not taking 
advantage of the reduce fare 
for which they are eligible.  

                            reduced fare customer      full fare customer → 
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 Where purchased fare 

• Express bus users and riders ages 18 
to 24—presumably students—get 
the preponderance of their fares 
provided by their employers or 
schools. 

• Ride Finders customers are relatively 
elderly.  

                                    TVM or fare box      other means → 
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Employer fare subsidy 

• An employer fare subsidy tends to be a benefit for 
employees from relatively well-off households.  

• Almost three-fourths of express bus riders get an 
employer fare subsidy; for locals, the share is only 12 
percent. 

• VCU and employers in downtown offer high rates of 
employer subsidies for transit; this helps the employee, 
but also relieves the company of the high cost of 
providing employee parking in these areas.   

                                        receive a subsidy      no employer subsidy → 
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Days using GRTC for commuting 

• Most transit commuters take the 
bus five or more days per week.   

 

  

                              fewer than 5 days per week      5 or more days per week → 
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Days using GRTC for other than commuting  

                                fewer than 5 days per week      5 or more days per week → 
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Years riding GRTC 

• Number of years riding GRTC correlates, 
naturally, with number of years of age.   

• Most riders with a trip end in Carytown or 
Southside Plaza have been riding the bus for 
over ten years.  

                                less than 3 years      3 years or more → 
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GRTC rewards program 

• Only 7 percent of the transit travelers take 
advantage of the GRTC rewards program; this rate 
rises to 14 percent among express bus users.  

• Interest in the program, however, is over 50 
percent for all but one of the markets considered.  
Travelers age 18 to 24 are the one exception.   

                                  use or interest      not interested → 
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Real-time bus information 

• 62 percent of GRTC travelers regularly use some 
source of real-time bus information.  Some use 
more than one source.  

• Older adults use this service the least. 

• GRTC’s  “Transit on the Go” app is the most 
common source for real-time bus information. 

  

         GRTC “Transit on the Go”     other sources → 
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Internet access 

• Nine of ten GRTC travelers have regular internet 
access, and more than half have access at both 
home and at work or school. 

• Internet access is least common among riders over 
age 65 and those in households with annual 
incomes less than $10,000. 

                                   has internet access       no internet access → 
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Response to potential fare increase 

• Almost 6 in 10 travelers says they would be 
unwilling to pay even $.25 more for transit service.  
This is consistent with the high share of travelers 
who view keeping transit fares low as a priority.   

• Younger riders are least willing to accept a fare 
increase.  

• Some gaming of the question (responding less than 
honestly) may be going on.  

                                                    would not support      willing to pay $.25 or more → 
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Access to a car or motorcycle for this trip 

• One-third of overall GRTC travelers had access to a 
car or motorcycle for the trip they took by bus.   

• Among travelers on GRTC local buses, less than 
one-fourth had access to a car or motorcycle. 

• Very few of the express bus users are captive 
transit users.  

                                                   access to a car       no access to a car → 
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Driver’s license 

• Almost half of GRTC travelers do not have a 
driver’s license. 

• Among transit travelers with household incomes 
under $10,000, the share without a license is 68 
percent.  

                             has a driver’s license      no driver’s license → 
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Smartphone 

• Virtually all GRTC travelers under age 25 has a 
Smartphone.  

• The rate drops with age, although even among 
those over age 65, two-thirds have a Smartphone.   

                                               has a Smartphone      does not have a Smartphone → 
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Household size  

                                           1 to 4      5 or more → 
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Main language spoken at home  

                                                 English       other language → 
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Employment status 

 

                                   employed full-time     other status → 
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Race / ethnicity 

• Respondents could check more than one category 
for race / ethnicity, and thus the percentages for 
the categories defined here sum to more than 
100%. 

• Racial and ethnic shares differ significantly by 
route, including among express routes.  (See the 
cross-tabs by route for details.)  

  

                                     minority     white → 
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Gender 

• Ridership is mostly female: 57 percent of total 
ridership.  Females are 69 percent of 18 to 24 year 
old riders.  

• In addition to “male” and “female,” respondents 
had the option to define their gender identify as 
“non-binary” or “I prefer to self-identify”.  Fewer 
than 0.5 percent of respondents chose the latter 
two categories; these are not included in the 
charts on this page.  

                                               male     female → 
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Age  

                                     younger     older → 
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Education 

  

                                            less than college degree     higher education degree → 
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Household income 

 

  

                                           less than $25,000     $25,000 and higher → 
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Section 6:  Trip end maps 
 

The maps in this section show the weighted origins and destinations of the survey respondents.  
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Section 7:  Preferences for bus information 
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Appendix A Survey versions 
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