
Public Outreach and 
Bus Stop Consolidation at WMATA

Jamie Cepler
Bus Operations Specialist, 
WMATA Office of Bus Planning

MWCOG
TPB Regional Bus Subcommittee

Washington Metropolitan Area Transit Authority



Background

• Bus stop consolidation is the 3rd rail of transit planning

• Bus stop consolidation is the holy grail of transit planning

• Passengers want faster service, but not at the expense of 
their bus stop

• Buy-in from the public and from politicians is key

• WMATA has had both good and bad experiences; public 
outreach is the key to success



Background

• In 2009, WMATA had two studies 
conducted to analyze its bus stops.
The findings were:

– Bus stop flags are small, and look old; 
they should be replaced with a larger, 
more modern design

– Timetables and maps at bus stops 
should be presented in a way that is 
easier for customers to understand

– Many bus stops are too close together; 
their spacing should be 4-5 stops per 
mile



First try: December 2010

• Four routes selected for stop consolidation:

– U8, G8, 62/63, X2

– 67 total stops

• Little advanced notice to the public

• No coordination with community groups

• No coordination with government officials

• Packaged as a part of a group of service
enhancements, such as the introduction
of X9 limited stop service



The aftermath: January-March

• Bus riders were not happy

• Negative media attention

• Public, Neighborhood 
Commissions, and Politicians 
demanding answers, and 
restitution



The aftermath: January-March



Agency response: January-March

• Posts on our website explaining the methodology

• Public meetings to discuss the stops that were 
discontinued

• WMATA worked with the public and put back several 
stops

– 7 stops reestablished

– 6 stops relocated

– 7 other stops were abolished, 
with community consent



The conclusion: March 2011



Next try: 2012

• This time, 
WMATA would 
host large public 
meetings about 
bus stop 
consolidation



Large public meetings

• This turned out to not be such a good idea.
• Poor attendance
• Angry attendees complained about everything except 

bus stop consolidation
• WMATA decided that the process was too difficult, and 

too controversial
• The process was modified
• The program was put on hold



A new approach: Fall 2013

• We chose the Route 96/97, which had a recently completed Service 
Evaluation Study

• The 96 travels 
between Capitol 
Heights and 
Tenleytown Stations

• The 97 travels 
between Capitol 
Heights and Union 
Stations



A new approach: Fall 2013

• Staff drove the route, looking at

– Stop spacing

– Adjacent amenities or trip generators

– Non-ADA compliance

• Back at the office, the list was narrowed down by taking 
out high ridership stops



A new approach: Fall 2013

• WMATA met with city councilmembers, as well as Commissioners of 
some Advisory Neighborhood Councils to explain the program and the 
methodology

– Set guidelines based on the which stops were controversial the 
previous time.

• We won’t touch stops at:
– Schools

– Churches

– Parks/Recreation centers

– Senior Housing

– Transfer locations

– Stops with >30 ons/off per avg weekday

– Shelters



A new approach: Fall 2013

• Notices were posted at bus 
stops that were proposed to 
discontinue, allowing for a 2 
week comment period

• Comments were accepted via 
phone, email, and a form 
online



A new approach: Fall 2013

• We posted an 
explanation of which 
stops we were taking, 
with maps, on the 
PlanItMetro blog.

• Accepted comments 
via the blog as well



Public Comment

• We proposed to remove 27 stops 
along the route, out of a total of 
186 stops. 

• We received 40 stop-specific 
comments, 7 general comments, 
and 4 about other routes

• All comments were tabulated, and 
each call or email was returned to 
tell the customer that it was 
received

• Five stops were kept in service as a 
result of the feedback

• 22 stops were discontinued, which 
was 12% of the total stops

• Compiled a report explaining all of 
this, distributed to stakeholders



The difference?

• The first time, citizen calls their city 
council member or ANC and complains 
about their bus stop being removed.

• Council member or ANC has no 
knowledge of project, is hearing about 
this for the first time, and is upset.  

• They demand answers, 
• They demand that the bus stop be put 

back.



The difference?

• The second time, the phone call is the 
same (although the citizen may have 
known beforehand), but the answer is 
different.

• “Yes, I am aware of this project, and I 
support WMATA’s efforts to improve bus 
service.  According to the list they gave 
me, there is another stop one block 
from your home.



The difference?

• The number of bus stops on the 96/97 
that WMATA was asked to put back by 
politicians……

ZERO
One pair of stops was reestablished in June 2014 after a 
customer left us a message every day for a week asking to 
please put her bus stop back.



Summer 2014

• WMATA proposed to consolidate 
bus stops on two lines

• The 23A,B,T, running from Crystal 
City to Tysons Corner in Virginia
– Had the highest bus stop density in 

Virginia

• The 30’s Line (31,32,34,36), 
running from Friendship Heights to 
Southeast in DC.
– In concert with a major restructuring 

of that line.
– Such a high ridership route, we may 

not be able to adhere to all of the 
previous guidelines

• Shelters
• Ridership cutoff



Summer 2014

• DC Councilmembers and ANCs had already heard our pitch 
once; so they were receptive the second time around.

• They requested that some stops remain in service, and 
others be relocated, so we made adjustments to the plan.

• Arlington County DOT also requested some changes to our 
proposal

• The requested changes were made prior to publicizing the 
list.



Summer 2014

• Next, we attended 
several meetings of the 
various Advisory 
Neighborhood Councils.

• These groups released 
our plans to the public.

• Reaction was mixed
– Cautiously optimistic 

editorial in the local 
newspaper



Summer 2014

• Reaction was mixed
– ANC resolution asking that we not do anything until we 

gave them more information as to why the bus stop 
would be removed



Summer 2014

• We responded that we would still 
post the notices at affected stops, 
to allow the public the chance to 
comment.

• We extended the comment period 
to 3 weeks

• We also posted the notices
in Spanish



Summer 2014

• We received 44 comments on the 23 Line
– Some changes were made due to the construction of the 

Crystal City-Potomac Yards Transitway
– One other stop will remain in service since the previous 

stop cannot be served during the PM rush



Summer 2014

• We received 76 comments on the 30s Line
– One pair of stops will remain due to their proximity to a 

school
– DDOT requested that we move a pair of stops from an 

uncontrolled intersection to a controlled intersection for 
safety reasons

– Other stops were also relocated for safety reasons
– Final decisions will be made this week on several stops 

that various ANCs sent a resolution against removing.



Next steps

• The final list will be sent 
to the jurisdictions

• The final list will be 
posted on the PlanitMetro 
blog

• Notices will go up at 
affected stops telling 
customers the 1 or 2 
closest alternative stops



Next Steps: Winter 2014

• We plan on doing the C2/C4 in Montgomery County, and 
possibly another route in Virginia



Conclusion

• Bus stop consolidation 
can be done- but 
success depends on 
Public Outreach.

• Thank you for your kind 
attention

• Any questions?


