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STRATEGY

Service Updates: The importance of education, information, and 

awareness in transit marketing



SPEAKERS



AGENDA

▪ Importance of Marketing in 

Service Changes

▪ MVTA Development Structure

▪ Pre-Launch Efforts and Planning

▪ Awareness Building

▪ Education and Skill/Comfort 

Development

▪ Continuous Reevaluation



WHY DOES THIS MATTER?

▪ Meeting Community Needs

▪ Building an Image and Trust

▪ Improving Transparency Message Clarity 

▪ Positively Influencing Transit Mode Selection



MVTA Development Structure



DISCOVERY PHASE

Prior to making service changes, transit agencies can gather 

input from stakeholders, provide information about changes, 

and be accessible to:

▪ Inform decision making

▪ Support accessibility, equity, and inclusion

▪ Recognize impacts (+/-)

▪ Acknowledge and mitigate concerns

▪ Create buy-in



SURVEYING

Considerations:

▪ Purpose

▪ Sampling (representativeness)

▪ Structure (question types)

▪ Length/ time to completion

▪ Duration

▪ Data collection (distribution)

▪ Accessibility (formats/language)

▪ Analysis

▪ Limitations

▪ Reporting and follow-up



SURVEYING



SURVEYING



SURVEYING



SURVEYING

Analysis and reporting examples:



SURVEYING

Analysis and reporting examples:



SURVEYING

Analysis and reporting examples:



MAPS FOR PUBLIC COMMENT

Considerations:

▪ Purpose

▪ Ease of use

▪ "how-to"

▪ Mobile 

compatibility

▪ Anonymity/privacy



ON-BUS INTERVIEWS

Considerations:

▪ Timing/types of routes

▪ Purpose

▪ Approachability

▪ Semi-structured protocol

▪ Consent/assurance of privacy

▪ Data collection/technology

▪ Incentives for participation

▪ Analysis and use of feedback



RELATIONSHIP DEVELOPMENT

Relationships through enhanced engagement can improve:

▪ Service delivery

▪ Subsequent improvements in ridership

▪ Sharing of resources

▪ Access to funding opportunities

▪ Social equity

▪ Innovation



OTHER NOTEWORTHY POINTS

Other considerations:

▪ Focus groups

▪ Formats

▪ Text

▪ Chat

▪ Social Media

▪ App Pushes

▪ Contests

▪ Joint Events

▪ Comment Boxes

▪ Workshops​

▪ Monitoring of ridership data 

trends



AWARENESS BUILDING

After changes determined, transit agency staff can work to 

publicly build awareness of new/amended service.

▪ Build confidence in riders to navigate the upcoming 

changes

▪ Create transit champions in cities, businesses, bus drivers, 

and other internal/external stakeholders



BRIEFINGS AND WEBINARS

Considerations:

▪ Audience/objectives

▪ Clarity/conciseness

▪ Visuals

▪ Technology/platform compatibility

▪ Promotion and reminders

▪ Interactivity/time for feedback

▪ Follow-up



STATION TABLING

Considerations:

▪ Timing (ridership consideration)

▪ Staff knowledge/training

▪ Handouts/branded display

▪ Information clarity



ORGANIC AND PAID SOCIAL MEDIA



MARKETING
OTHER

▪ Station digital signage

▪ Sandwich boards at stations

▪ Informational flyers

▪ On-bus inserts

▪ On-bus voice messages

▪ Press release

▪ Driver education



EDUCATION
TRAVEL TRAINING

What is a travel training?

▪ Free on-site training by transit staff

▪ Specialized transit education based on 

the needs of a group

Why do we do travel trainings?

▪ Empowers participants with skills and 

confidence

▪ Enhances mobility and access to 

resources

▪ Fosters independence



TRAVEL TRAINING PROCESS

Presentation Route Ride Office Hours



RESOURCES



CONTINUOUS IMPROVEMENT



TAKEAWAYS

▪ Continuous Reevaluation

▪ Experimentation

▪ Leveraging Your Network

▪ Internal Organization Education

▪ Scalability



QUESTIONS

▪ What marketing channels have you found most effective for reaching your 

audience during service changes? 

▪ How can you improve your collaboration with other departments 

(e.g., operations or customer service) to ensure cohesive messaging about 

service changes?

▪ Imagine that a high ridership route is being altered due to construction. What 

are the top three challenges you anticipate in communicating this change?



QUESTIONS?



CONTACTS

Joya Stetson

Planning and Public Outreach Manager

jstetson@mvta.com

(605) 376-4127

KaSondra Wiederich

Marketing Specialist

kwiederich@mvta.com

(612) 707-3946
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