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Housekeeping
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WIFI: busstopsummit
Password: wifi_2025!

Connect and post your highlights on 
Linkedin and Social: 
#betterbusstopsforLA
#busstopsummit25
#Lalovesbusstops 
#thinkoutsidethebus

Get creative! And tag @metrolosangeles 



Agenda
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Morning Keynote
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Stephanie Wiggins

Metro Chief Executive Officer
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Why Bus Stops Matter
Examining How Metro Considers Customer 
Feedback Data; How Cities Can Prioritize Bus Stop 
Improvements Using GIS Data



Why Bus Stops Matter
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Scott Eckersall
Eckersall Associates

Jennifer Vides

Metro Chief Customer Experience 
Officer



Why Bus Stops Matter
9ȄŎŜǊǇǘ ŦǊƻƳ aŜǘǊƻΩǎ WƻǳǊƴŜȅ aŀǇǇƛƴƎ {ǘǳŘȅ
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Journey Mapping Objectives

To deepen our understanding of 
Metro ridersand how they 
experience Metro so we can:

+ Improvethe customer 

experience at each stage of the 

ǘǊŀƴǎƛǘ ǊƛŘŜǊΩǎ ƧƻǳǊƴŜȅ 
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Journey Mapping Objectives

To deepen our understanding of 
Metro ridersand how they 
experience Metro so we can:

+ Improvethe customer 

experience at each stage of the 

ǘǊŀƴǎƛǘ ǊƛŘŜǊΩǎ ƧƻǳǊƴŜȅ 

²Ƙȅ ǿŜΩǊŜ ǎƘŀǊƛƴƎ ƛǘ today

ÅEmphasize the importance of 

bus stops in the overall transit 

riding experience

ÅIllustrate what riders need from 

bus stops and their current 

experience (i.e. what we can do 

together to make it better)



What is Journey Mapping?
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You can only match customer 
expectations by understanding 
the journey your customers go on in 
order to get there, ƽőċƣШƣőĲǃќƖĲШ
thinking and needing from you 
at that time . Developing a customer 
journey map puts you in their 
shoes so you can understand them 
better than ever before.

QualtricsQualtrics

A visual representation of 
ĦƨƚƣŸůĲƖƚќШƓƖŸĦĲƚƚĲƚЯneeds, and 
perceptions throughout their 
interactions and relationship with an 
organization. It helps you 
understand  the steps 
customers take т the ones 
ǃŸƨШƚĲĲЯШċŰĬШĬŸŰќƣШт when they 
interact with your business.

https://www.qualtrics.com/experience-management/research/customer-needs-analysis/


LA Metro Rider Journey Map
Before Departure Get to Bus/Train Pay Riding Get There Support

Consider
Research

Metro
Planning &
Deciding

Payment 
Set-Up

Prepare
to Leave

First Mile Way-Find Wait Pay
Board & 
Position

Ride Exit Transfer Last Mile
Customer  
Service

Get to Bus/Train

First Mile

Go from 
origin to 
stop or 
station

Way-Find

Navigate 
to 

boarding 
location

Wait

Pass time 
until 

departure



Elements of the Waiting stage are among the most important things riders need
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% of Riders Who Find Each Item Extremely/Very Important

Buses come 
on time

86%

Safe 
stops

84%

Accurate
arrival times 
at stops

82%

Clean 
stops

79%

Easy to find 
exact stop 
location

80%

Easy to 
determine 
which bus to 
board

79%

Comfortable
stops

73%

Nice look & 
feel of stops

69%



1
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The Waiting stage is among the most important to a good customer 
experience and has the most room for improvement. 
Overall satisfaction with Waiting is low.

Correlation with Overall Satisfaction

%
 S

a
tis

fi
e

d

Payment SetupPayment

PlanningLast Mile
Exiting

First MileResearch

Transferring

Riding
Confirmation

Wayfinding

Boarding Support

Service Levels Waiting
78%

80%

82%

84%

86%

88%

90%

92%

94%

96%

0.38 0.43 0.48 0.53 0.58

Source: March 2025 Metro CX Pulse Survey
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Before Departure Get to Bus/Train Pay Riding Get There Support

Consider Research Planning
Payment 
Set-Up

Prepare
to Leave

First Mile Way-Find Wait Pay
Board & 
Position

Ride Exit Transfer Last Mile Customer  
Service

Safety while waitingKey Need:

Safe
waiting

area

84%

Needs

Pain Points

Unsafe
waiting area

64%

Some homeless 

insult you, others 

try to hit you, but 

you have to dodge 

them.

Woman w Child

I wish there were some sort of security 

officer at the bus stops for late at night 

when people are sitting down as a safety 

precaution.

Spanish Dominant

For the times I do 

[wait] alone, it's 

kind of nerve-

wracking and 

upsetting

HS Student

Needs refer to % who say item is Extremely/Very important in making their ideal metro trip / Pain Points refer to % who say the item negatively impacts them (large/medium impact) in a typical week of riding Metro
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Before Departure Get to Bus/Train Pay Riding Get There Support

Consider Research Planning
Payment 
Set-Up

Prepare
to Leave

First Mile Way-Find Wait Pay
Board & 
Position

Ride Exit Transfer Last Mile Customer  
Service

Clean waiting areasKey Need:

Clean
waiting 

area

79%

Needs

Senior

Compelling them to invest in keeping the 
stops clean is really important because 
there's a lot of staining on the sidewalk 
from trash and fluid.

Shift Worker

There's a few [bus stops] around 

that the garbage is over piling in at 

the bus stops. Some people will 

leave their rubbish on the bench.

Needs refer to % who say item is Extremely/Very important in making their ideal metro trip / Pain Points refer to % who say the item negatively impacts them (large/medium impact) in a typical week of riding Metro

I'm using that term 

ΨŘǳƳǇŜŘ ƻŦŦΩ ōŜŎŀǳǎŜ the 

door will open and you'll 

just see a bunch of trash.

Shift Worker



I wish there were 
more benches and 
maybe a roof/waiting 
ƚƓċĦĲвfШƣőŔŰťШ
having more trash 
bins would be good.
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Before Departure Get to Bus/Train Pay Riding Get There Support

Consider Research Planning
Payment 
Set-Up

Prepare
to Leave

First Mile Way-Find Wait Pay
Board & 
Position

Ride Exit Transfer Last Mile Customer  
Service

ComfortKey Need:

Comfort 
at the 

bus stop

73%

Needs

Pain Points

No shade
at bus stop

58%

{ƻƳŜǘƛƳŜǎ ǿƘŜƴ ȅƻǳΩǊŜ 

ǿŀƛǘƛƴƎΧǘƘŀǘ sun is just 

blaring at you right in 

your face.

Senior

For stops where it 
takes a long time for 
the bus to come, it 
would be nice to have 
a cover or at the very 
least chairs and, just 
more frequent service

9-5 Commuter

Sometimes I 

couldn't sit here. 

The homeless 

were here.

Senior

Shift Worker

Needs refer to % who say item is Extremely/Very important in making their ideal metro trip / Pain Points refer to % who say the item negatively impacts them (large/medium impact) in a typical week of riding Metro
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Before Departure Get to Bus/Train Pay Riding Get There Support

Consider Research Planning
Payment 
Set-Up

Prepare
to Leave

First Mile Way-Find Wait Pay
Board & 
Position

Ride Exit Transfer Last Mile Customer  
Service

Being informedKey Need:

Accurate 
arrival times

on digital 
screens

82%

Needs

But the fact that some run 
really late and some arrive 
really early and they don't 
announce that right away can 
be a really big inconvenience.

Pain Points

No arrival
time info

57%

LŦ ȅƻǳ ŘƻƴΩǘ 

have the app it 

can be hard to 

know when 

the bus will 

arrive.

Spanish-Dominant

Needs refer to % who say item is Extremely/Very important in making their ideal metro trip / Pain Points refer to % who say the item negatively impacts them (large/medium impact) in a typical week of riding Metro

It would be nice to have some kind of real time 
[info]... Some of the bus stops have next trip 
[info] and you know when the next one's 
coming.

Shift Worker

9-5 Commuter



19

Before Departure Get to Bus/Train Pay Riding Get There Support

Consider Research Planning
Payment 
Set-Up

Prepare
to Leave

First Mile Way-Find Wait Pay
Board & 
Position

Ride Exit Transfer Last Mile Customer  
Service

Ease of finding stop/boarding locationKey Need:

Easy to find 
exact stop 80%

Needs

It's a little bit confusing 

because there's like two 

different little stops that are 

right next to each other

Pain Points

Hard to find
right bus 45%

Needs refer to % who say item is Extremely/Very important in making their ideal metro trip / Pain Points refer to % who say the item negatively impacts them (large/medium impact) in a typical week of riding Metro

Shift Worker

The physical signage that 

ƎƛǾŜ ǘƘŜ ǊƻǳǘŜǎΧ ƴŜŜŘǎ ǘƻ 

be more accurate and 

better displayed.

9-5 Commuter



From Insights to Action

Journey Mapping Findings

Activation Workshops

Priority Assessment

Alignment on CX Action Items

at Metro

ÅToday: Collaborative workshop to solve 
challenges that are keeping us from delivering the 
Waiting experience transit riders need

ÅOngoing: 

ÅGiven our shared rider base, keep this data in 
mind as you make changes to bus stops in your 
area

ÅConsider ways you build upon the Journey 
aŀǇǇƛƴƎ ǊŜǎŜŀǊŎƘ ǘƻ ǳƴŘŜǊǎǘŀƴŘ ȅƻǳǊ ǊƛŘŜǊǎΩ 
needs and experiences even better

Regionally (Today & Beyond)



Prioritizing Bus Stop Improvements
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GIS was used to overlay stops with the following data. Points were 
assigned for each, up to the maximums shown below. Points were 
added, for a total of 0 ς 100:

> EFC/MENI (10)
> SB535 DAC (10)
> Tree canopy (15)
> Historical redlining (10 if in EFC/MENI areas)
> High Injury Network (15)
> Urban Heat Island (15)
> Air pollution related cancer risk (10)
> Ridership (5)
> Vulnerable Populations (10)



Prioritizing Bus Stop Improvements
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GIS was used to assign
points as follows:
> EFC/MENI (10)
> SB535 DAC (10)
> Tree canopy (15)
> Historical redlining (10)
> High Injury Network (15)
> Urban Heat Island (15)
> Air pollution (10)
> Ridership (5)
> Vulnerable Pop.(10)



Prioritizing Bus Stop Improvements
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GIS was used to assign
points as follows:
> EFC/MENI (10)
> SB535 DAC (10)
> Tree canopy (15)
> Historical redlining (10)
> High Injury Network (15)
> Urban Heat Island (15)
> Air pollution (10)
> Ridership (5)
> Vulnerable Pop.(10)



Prioritizing Bus Stop Improvements
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GIS was used to assign
points as follows:
> EFC/MENI (10)
> SB535 DAC (10)
> Tree canopy (15)
> Historical redlining (10)
> High Injury Network (15)
> Urban Heat Island (15)
> Air pollution (10)
> Ridership (5)
> Vulnerable Pop.(10)



Prioritizing Bus Stop Improvements
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Visit the Metro Bus Stop Resource Hub

https://busstophub.metro.net

to learn more about

- Funding

- Best Practices

- Resources
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Why Design and Climate Matter
Examining Public Health Impacts of Heat at Bus Stops 
ŀƴŘ ¦ƴŘŜǊǎǘŀƴŘƛƴƎ .ǳǎ wƛŘŜǊǎΩ bŜŜŘǎ



Why Design and Climate Matter
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Madeline Brozen
UCLA Lewis Center for Regional 
Policy Studies 

Erin Bergren

Los Angeles Regional Collaborative for 
Climate Action and Sustainability



Extreme Heat Risk and Transit Systems:

Bus Stops and Beyond

May 29, 2025

Erin C. Bergren, PhD



Los Angeles Regional Collaborative 

for Climate Action and Sustainability (LARC)

LARC helps cities & agencies:

ƍ Maximize limited resources

ƍ Identify funding opportunities

ƍ Access locally -relevant research

ƍ Engage in state climate policy

ƍ Advance local climate planning

Housed at UCLA, LARC is 

a network  that supports 

climate action and 

adaptation planning 

across the LA region.

Learn more about LARC at 

www.laregionalcollaborative.com  

http://www.laregionalcollaborative.com/


Heat Risk in 
Los Angeles 
County



Link to Map

12 

days 

>90°F

147 

days 

>90°F

126 

days 

>90°F

LA County likely to see 10x as many heat waves per year by 2035 -2046

https://heat.healthyplacesindex.org/


Extreme Heat is Deadly
éand we need to take it seriously

1995, Chicago

2003, Europe

2024, Saudi Arabia

ÅJuly 12-16

ÅAt least 700 deaths

ÅDeaths even in countries 
known for heat

ÅEst. deaths: 72,000

ÅHeat Wave during hajj 
pilgrimage

ÅAt least 1300 dead



Map credit: UCLA Heat Maps are created by Dr. David Eisenman, Dr. Yu Yu, Dr. Diane Garcia -Gonzales, and Dr. Michael Jerrett. See  www.uclaheatmaps.org  

Health Impacts of Extreme Heat

Map Access: https:// uclaheatmaps.org /

LA County has 

1,510 excess 

emergency 

room visits for 

every heat day.

http://www.uclaheatmaps.org/


Extreme heat is the 
number one 

weather -related killer  
in the U.S. 



Building for Heat
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SGC Microclimates Grant Data

Image created by Lauren Dunlap

Funded by Resources Legacy Fund

Transit Riders Need Shade



Only 26% of LA 

Metro bus stops 

currently have 

shelters. 

How much shade do we need?



Where do we need shade?

Prioritize shade installation 

where bus ridership is high 

and there is limited existing 

shade.

Bus shelter placement 

based on shelter ad 

revenue generation is 

ineffective and inequitable.

Transit riders waiting in shade 
of tree and gas stat ion sign.



Transit as an Urban Amenity

Cooper -Hewitt Museum 
Concept Bus Interchange as Social 

Hub (Christchurch, NZ)



Project for Public Spaces

https://www.pps.org/article/how-a-humble-bus-stop-can-anchor-a-whole-neighborhood


LADOT Sombrita : 
Sunshade pilot 
experiment 

Transit is key to a healthy future

LA Metro Bus Stop Resource Hub

Who do you want to partner with?

https://busstophub.metro.net/


Improving 
Heat Risk
Awareness



#HeatSafeLA  Campaign Resources 

1. Social Media ð graphics for 17 posts; partnerships with 

local influencers on video content; 117 distribution 

partners

2. Printable Materials - Co -produced flyers, hats, water 

bottles, door hangers for distribution at public events 

and by community health workers

3. Bus Advertising - LA Metro ran Extreme Heat PSA on 

2,300 buses from August -September.

Partnerships & Campaign Outputs



Social Media Campaign

See # HeatSafeLA  content: 

www.laregionalcollaborative.com/heat  

117 Distribution Partners registered

194 unique users created more than 700 posts in 2024

http://www.laregionalcollaborative.com/heat


Bus Public Service Announcements

2024 

Design

2023

Design



Bus Shelter Ads

LA Cityõs Climate 
Emergency 
Mobilization Office 
(CEMO) placed PSAs 
on bus shelters in 2024



THANK YOU

Learn more:

www.laregionalcollaborative.com/heat

Erin C. Bergren, PhD

erinbergren@ucla.edu

http://www.laregionalcollaborative.com/heat
mailto:erinbergren@ucla.edu


What cities can do to 

support bus riders needs
Madeline Brozen

LA County Regional Bus Stop Summit  



Presentation Overview 

ǒ Bus shelters and the rider experience

ǒ Los Angeles County context

ǒ Simple approaches and process changes 

ǒ Useful collaborations

ǒ How UCLA can help 



Three key takeaways 

Bus shelters 

improve perceptions 

of safety for women 

and reduce 

perceived waiting 

times 

Shelter design can 

be simple and 

processes can 

change

Leverage contacts 

across Los Angeles 

County to find new 

approaches 



Why care about bus shelters? 

ǒ Provide protection from heat because extreme heat kills more Americans 

each year than any other natural disaster 

ǒ Improves womenôs perceptions of safety at stops, the areas with the 

highest safety concerns during the transit journey 

ǒ Decreases perceived wait times for all passengers 

ǒ Bus shelters are a greater amenity to riders than benches and trash cans, 

however, donôt skip on seating with armrests for older adults 



Bus riders across LA are often searching for shade

ǒ Only 1 in 4 LA Metro 

bus stops have a bus 

shelter available

ǒ Bus stops are the 

responsibility of local 

jurisdictions that 

struggle to fund 

shelters and other 

sidewalk amenities 

Credit: Kevin Liu for Investing in Place  



Wide variation in percent of stops with shelters by city 

Credit: UCLA Lewis Center

ǒ City of Bell: 47 stops, 

89% sheltered

ǒ Lynwood: 60 stops, 

75% sheltered 

ǒ Burbank: 180 stops, 

56% sheltered 



The notoriously simple approach: La sombrita 

ǒ Demonstration of what could be done 

quickly without requiring a permit and 

using a standard flagpole

ǒ Part of a prototype within the LADOT 

Gender Equity Action Plan, funded by 

the Robert Wood Johnson Foundation

ǒ ñAs far as design solutions go, the 

shade is better than nothingò -

Carolina Miranda, LA Times, March 

25, 2023 

ǒ Consider communications approach 

for simple improvements



Think about improving bus shelter criteria and process 

Whatôs unchangeable? 

ǒ Maintaining a 3-4ô clear 

path of travel 

ƺ 3ô mandated by 

ADA, most 

jurisdictions set 

standards at 4ô 

What could change?

ǒ Land use restrictions like not allowing shelters in 

single-family zones or particular commercial 

areas

ǒ Requiring permission from adjacent property 

owners 

ǒ Approval process with elected official offices 

ǒ Choosing shelters with or without ad panels 

ǒ Placement of a stop (far side, mid-block, 

nearside)

ǒ Reliance on advertising revenue for capital costs 

versus operations and maintenance  



Look for a middle ground between a prototype and a gold 

standard 



Look for a middle ground between a prototype and a gold 

standard 

Credit: Los Angeles County Department of Public Works



New shelters 

in City of Los 

Angeles 


