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34TUPROJECT SUMMARY AND SYNOPSISU34T 
For groups not represented in urban or transportation planning professions, or as moderators 
within transportation planning processes (i.e. the disabled, seniors, low-income populations, 
people of color, and others traditionally transportation-disadvantaged), our research design 
positions them as “local experts,” capable of mapping those facilities and services that 
compose their strategies of navigation and use. Gaps in connectivity within the Capital 
Region’s public transit system were captured through both quantitative and qualitative user 

curated data. 

Connectivity gaps also include 
bicyclists.  Regionally, the Capital 
District has not moved beyond a bi-
modal, automobile versus public transit 
vehicle way of thinking into a fully 
multi-modal transportation 
infrastructure. Nor is there the 
recognition of intermodal transportation 
usage that combine two or more 
modes of transportation or vehicles, 
motorized and non-motorized.  Unlike 
other countries or parts of the United 
States where cyclists and cycling are 
integrated into the full scope of 
operations for the transportation 
system by giving equal weight to non-
motorized vehicle users (Adjei 2010) 

and transportation users of motorized vehicles due to physical impairment or disability, the 
Capital district has a limited number of on-street facilities like bicycle lanes.  Shared streets 
and off-street facilities have not been integrated into the principal public transit routes that 
facilitate employment, school, and healthcare appointments through multi-modal 
transportation use that is convenient upon switching vehicle or means of navigation. Cyclist 
specific signs, signals, or parking facilities that serve to ameliorate the region’s weather 
conditions across seasons have been shown to decrease transportation connectivity gaps.  
Even though transportation system design errors can be fixed or adjusted to accommodate 
non-motorized vehicles and mobility vehicles for those resident user-consumers with physical 
disabilities, it shouldn’t be the case that they are afterthought to cars and public transit but 
should be the reason for making multi-modal planning normative (King 2014). 

Researchers engaged resident user-consumers who identified as disadvantaged public transit 
users and health and human services agency staff members as data-development co-
creators through the implementation and practice of local democratic expression.   
A multi-modal research and data-collection strategy outlined the value of Human Centered 
Design (HCD) to discern passenger transit use patterns and the process of micro-navigation. 

Through an innovative 
human-centered design 
research model and 
delivery… research experts 
harnessed the role resident 
user-consumers can play in 
the decisions made that affect 
their everyday lives… 
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Figure 1 – Micro-Navigation Infographic, Sage Shoppe, 2018 

Human Centered Design is a creative problem-solving process that starts by focusing on 
those people for whom one is designing to tailor solutions to more aptly meet the human 
need(s). Human factors and interactive HCD are at the core of recruitment, data-collection, 
and final analysis to aid CDTC in identifying connectivity gaps across passenger profiles, 
demographic groups, and both within and among disadvantaged public transit systems users. 

Because the focus groups were designed using HCD, each valued a process in which 
disadvantaged transit users provide answers. The research setting and context of interactive 
HCD focus groups, encouraged and required participants to actively share information within 
and across analogous or different transit profiles and demographic positions, and to engage 
in active listening and cross-sector empathy. Transit users co-generated ideas through 
exchanges about their particular transit experience. Their answers were placed in dialogue 
with the experiences of other public transit users and verbal prompts from facilitators guiding 
conversation towards micro-navigation. 

Micro-navigation for transit passengers pertains to characteristics that create barriers of use. 
Barriers of and gaps within public transit systems are experienced by passengers within the 
community of use as navigational decisions. Changes required for navigational decision-
making can hamper the user-experience and diminish customer satisfaction. Figure 1, the 
micro-navigation infographic, represents the decision-making process of passengers within 
the Capital District’s public transportation system, a public ground/bus transportation system. 
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Deliberate talk captured on video provides a model of and a model for transit planning and 
use (Manuel et.al., 2017).  Whereas transit hubs represent locations of significant passenger 
transit use and mobility, the subject of micro-navigation intervals focuses deliberate talk on 
information present along the edges of a transportation system, the passenger-centric service 
delivery. 
 
One hundred thirty-seven (137) transportation disadvantaged users encompassed the full 
sample set of respondents. Seventy-four (74) respondents completed the Disadvantaged 
Transit User Recruitment Screening Survey (Appendix A). Eleven (11) focus groups 
conducted throughout the four (4) Capital District counties (e.g., Albany, Rensselaer, 
Saratoga, and Schenectady) engaged a total of seventy-eight (78) participants. Two (2) of the 
eleven (11) focus groups consisted entirely of health and human services agency staff 
members as participants. In each focus group, participants identified gaps in public transit 
service connectivity (e.g. Albany, Rensselaer, Saratoga, and Schenectady Counties) through 
deliberative talk and the use of audience response devices. For many resident user-
consumers who participated in the moderated focus groups, having others in the room that 
they may or may not have known previously, helped to establish a setting of open and frank 
communication.  Deliberative talk was fostered by the focus group facilitators through the 
combination of a research script with conversational prompts following each topical section 
and the audience response device.  The design of audience response devices selected for 
use during the focus groups were chosen for their familiarity as a hand-held device such as a 
remote control, or Smartphone, and for the size of the buttons and letters to not impede those 
with visual or motor impairments. 
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Figure 2 – Data Source: New York State Office of the Comptroller, 2016, 
http://wwe2.osc.state.ny.us/transparency/LocalGov/LocalGovIntro.cfm 

RESEARCH AREAS AND BACKGROUND BY COUNTY: CAPITAL 
DISTRICT REGIONAL TRANSPORTATION NODES 
The metropolitan planning organization (MPO) holds many benefits and obstacles to a region-
focused planning process. For example, demographic shifts in the four-county region, 
encompassed by the MPO, affect transportation services regionally based upon residency 
patterns, the location and attraction of labor pools, and fluctuations in age for district 
residents. These issues make it difficult to determine how regional transit is determined by 
resident user-consumers, health and human service agencies, and organizations, and the 
various political and administrative units that govern the region. 

http://wwe2.osc.state.ny.us/transparency/LocalGov/LocalGovIntro.cfm
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Figure 3 -  Source: Capital District Regional Planning Commission, 2017, http://cdrpc.org/wp-        
content/uploads/2015/07/v40_n2-Final.pdf 

http://cdrpc.org/wp-%20%20%20%20%20%20%20%20content/uploads/2015/07/v40_n2-Final.pdf
http://cdrpc.org/wp-%20%20%20%20%20%20%20%20content/uploads/2015/07/v40_n2-Final.pdf
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Figure 4 – Data Source: New York State Office of the Comptroller, 2016, 
http://wwe2.osc.state.ny.us/transparency/LocalGov/LocalGovIntro.cfm 

Collaborative or conjunct planning fosters the 
creation and management of an integrated, multi-
modal transportation network, where transiting 
and navigating the region is fluid and 
unencumbered, and resident user-consumers 
can move within, across, between, and into the 
network of transportation services delivered. 

However, a networked or regional identity was 
not overtly referenced by focus group participants 
leaving open the question of whether region was 
an “official-artificial” designation.  Resident user-
consumers were grounded by residency, but they 
were also grounded by the primary spatial and 
geographic designation determined by where they lived in relation to where they worked. 

…leaving open the 
question of whether 
region was an 
"official-artificial" 
designation. 

http://wwe2.osc.state.ny.us/transparency/LocalGov/LocalGovIntro.cfm
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Figure 5 – Source: Capital District Regional Planning Commission, 2015, http://cdrpc.org/wp-
content/uploads/2015/09/38_n4.pdf 

Figure 5 shows the primary directions from which workers originated as they commute to their 
jobs in Albany County. 

County revenue figures provides information useful for considering where and how the hidden 
benefits of an equitable transportation system contributes to regional economic development 
missions, adding or refurbishing transportation infrastructure for transportation disadvantaged 
populations. County revenue amounts are important for considering the ongoing maintenance 
of transportation infrastructure throughout the entirety of the region (See Figure 4).  When we 
recognize the significant differences in revenue that exist between Albany County and the 
other three counties in the metropolitan planning area, we should immediately understand 
that it is the locus for state government. 

These revenue differences are also employment impact indicators for the design, 
building, redesign, and refurbishing of transportation infrastructure.  Albany county is posed to 
be the driving county in the MPO not merely because of its revenue amount in proportion to 
the other counties, but also because it has a resident population over 300K (See Figure 2 
and 3); close to double that of Schenectady and Rensselaer Counties from 2000-2010, 
Albany County experienced population increases at a rate greater than the three other 
counties that compose the MPO.  There are two questions for consideration based upon the 
articulation between county revenues and population increases.  First, will Albany County 

http://cdrpc.org/wp-content/uploads/2015/09/38_n4.pdf
http://cdrpc.org/wp-content/uploads/2015/09/38_n4.pdf
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receive the greatest community benefit from improvements made to the transportation 
infrastructure due to its higher revenues in comparison to the other three counties composing 
the MPO? Transportation improvements that move resident user-consumer choice out of a 
default position of limited options and into areas of optimal choice and preference selection 
(Carlsson 2010:4) can establish measurable economic development impacts. Both direct and 
indirect employment benefit occur once transportation infrastructure improvements are made, 
making the best use of limited transportation funds (See Figure 7) for improving the 
intermodal walking-bicycle-bus investment options.  Pedestrian and bicycle infrastructure 
create, on average, more jobs for a given level of spending than road-only projects (Garrett-
Peltier 2011:4) (See Figure 8). Public health, environmental, economic, and other social 
benefits are positively affected by intermodal transportation investment.  Second, when will 
Saratoga, Schenectady, and Rensselaer counties face increased transportation system 
stressors due to Albany County’s significantly higher increase in population?  Most people 
drive between 10 and 60 miles from their home to work (See Figure 5), almost double the 
distance from the City of Albany to Saratoga Springs. 

 
From 2007-2012, the Capital District saw 
a decrease in number of miles of critical 
congestion (See Figure 9). For those 
who live in the Capital District, travel 
time to work is slightly less than the 
national average of a 25.5-minute (See 
Figure 6).  Although, resident user-
consumers living in Saratoga County 
face the longest travel distance and the 
highest commute times that are closest 
to the national average, Saratoga 
Springs saw a decrease of 14% in 
commute times and Schenectady 
County was the only county that saw an 
increase. During the Schenectady focus-
groups, we discovered that younger 
workers who participate as seasonal 
employees in Saratoga County and the 
city of Saratoga Springs face over-
crowded buses, no shelters, and on-
board conditions that are unsafe (See 
Audio 1, Video 3, and Video 4 
respectively). 

 
 
 
 
 

Transportation improvements 
that move resident user-
consumer choice out of a 
default position of limited 
options and into areas of 
optimal choice and 
preference selection 
(Carlsson 2010:4) can 
establish measurable 
economic development 
impacts. 
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Audio Recording 1 – Schenectady County Focus Group, 2018 

Resident user-consumers timed  designated occurrences with regular frequency, clustering 
education and appointments together as events that determined their micro-navigation 
experiences within the transportation network.  The act of trip planning, contrary to the access 
trip, means that resident user-consumers do not have all the private modes available to them 
upon their leaving, or egress from the destination (Guer 2016:72).  Private cars and bicycles 
are normally only present at the origin location. 

By examining egress locations, considering regular, time-specific appointments that include 
education and other appointments together, the problem of there being an asymmetric mode 
of transportation and limited availability becomes evident. Therefore, connectivity gaps, 
occurred due to 1) location specific reasons, 2) time of day, and 3) amount of time 
needed to transit into and out of a neighborhood, suburb, or quasi-rural town or 
village.  The problem with the original model of transportation usage for this project, is that it 
focused on the “access trip” but did not at all focus on the egress trip. This research project 
provides a substantive baseline to explore within a future project, the role of transportation 
services in the experiential and decision-making strategies used for housing, employment, 
and post-secondary education decisions. 

Both access and the egress factors within micro-navigation differs significantly across the 
four-county area.  These factors and others operate as contributory features of social 
disadvantage and the condition of engaging with the transportation system and its network of 
services as a transportation disadvantaged user-consumer.   
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Figure 7 –  Source: New York State Office of the Comptroller, 2016, 
http://wwe2.osc.state.ny.us/transparency/LocalGov/LocalGovIntro.cfm 

MEAN TRAVEL TIME TO WORK (MINUTES)

Figure 6 – Source: Capital District Regional Planning Commission, 2015, http://cdrpc.org/wp-
content/uploads/2015/09/09012015-Capital-Region-Statistical-Report-Tech-Valley-Trends.pdf 

http://wwe2.osc.state.ny.us/transparency/LocalGov/LocalGovIntro.cfm
http://cdrpc.org/wp-content/uploads/2015/09/09012015-Capital-Region-Statistical-Report-Tech-Valley-Trends.pdf
http://cdrpc.org/wp-content/uploads/2015/09/09012015-Capital-Region-Statistical-Report-Tech-Valley-Trends.pdf
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CAPITAL REGION AVAILABILITY OF VEHICLES  
 

Multi-modal accessibility was a central consideration for focus-group site locations and 
deemed equal to other factors such as, the role of the agency or organization in the 
community and the willingness of agency staff members to aid in the recruitment process or 
participate in the agency staff member focus group.  There are many factors in each county 
that leads to statistical data that notes economic, social, and educational disadvantage 
(Regional Indicators 2016; Regional Statistical Report 2015).  We identified four contributory 
features of the condition of transportation disadvantage present throughout the Capital 
District: 
 

1. Space usage and histories of urbanization and population settlement vary across  
counties and within metropolitan cities, towns, and villages 

 
2. Intra-regional and cross-urban stereotypes about the individual personages of “public 

transportation users” 
 

3. The purpose and reasons that people transit into one of the four county areas covered 
by the focus groups 
 

4. Resident user-consumers within and across counties have different relationships with 
the following four modes of transportation: a) automobiles; b) walking; 3) buses; and 4) 
bicyclists 

 

Figure 8 – Source: Capital District Regional Planning Commission, 2016, http://cdrpc.org/wp-
content/uploads/2015/09/09012015-Capital-Region-Statistical-Report-Tech-Valley-Trends.pdf 

http://cdrpc.org/wp-content/uploads/2015/09/09012015-Capital-Region-Statistical-Report-Tech-Valley-Trends.pdf
http://cdrpc.org/wp-content/uploads/2015/09/09012015-Capital-Region-Statistical-Report-Tech-Valley-Trends.pdf
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CAPITAL REGION MILES OF CRITICAL CONGESTION 

 

 
 

  

Figure 9 – Source: Capital District Regional Planning Commission, 2016, http://cdrpc.org/wp-
content/uploads/2015/09/09012015-Capital-Region-Statistical-Report-Tech-Valley-Trends.pdf 

http://cdrpc.org/wp-content/uploads/2015/09/09012015-Capital-Region-Statistical-Report-Tech-Valley-Trends.pdf
http://cdrpc.org/wp-content/uploads/2015/09/09012015-Capital-Region-Statistical-Report-Tech-Valley-Trends.pdf


 
DISADVANTAGED TRANSIT USERS’ 

 EXPERIENCES OF MICRO-NAVIGATION 

 

           14 | P a g e  
 

 

MICRO-NAVIGATION INTERVALS: QUALITATIVE USER 
EXPERIENCE 
 
QUALITATIVE DATA, VOICE, FEEDBACK, DELIBERATIVE TALK  
 
The dismissiveness with which qualitative data is received and acted upon by leaders and 
policymakers in legislative bodies, the third sector, and business and economic development 
has led to the inflation and over-valuation of statistics and quantitative measures.  
Quantitative measures are representations of human and organizational behavior that have 
been translated into malleable forms for evaluation. Human interactions with other people are 
the spaces from which qualitative information emerges and this form of data that emerges is 
communicative and expressive. The producers of this report contend that an implicit hierarchy 
and tensions about valuation between quantitative and qualitative data is archaic at best 
because of the combination of both in virtual spaces and throughout the evaluation of 
information and communication technologies (ICT).  Evidentiary sources can foreground or 
marginalized human experience. We recognize that good anecdotes enable researchers to 
collect human-produced generalizations that detail experience. The information, or data, 
contained in human speech and other modes of expression and communication should not be 
shortened upon collection but should permeate and saturate research.  Anecdotes can 
communicate and make facts memorable because people communicate the emotion and the 
individual meaning of experiences and events (Morse 2006).  Through anecdotes human 
beings communicate value, performance, and provide reflections about their experience and 
use of publicly administered utilities and services that inform their daily life. 
 
People editorialize their experiences with publicly administered utilities and services through 
speech. We believe it is possible to learn about the social structures that order and organize 
human experience through their narration, explanation, and communication of those 
experiences (Sarkar 2012).  Points of view, perspectives, and opinions do not emerge from 
inside a vacuum or “neither space.”  Not every assertion that resident user-consumers in the 
Capital District make, can be, nor, should be, quantified only.  When resident user-consumers, 
within a metropolitan area, use their time to inform organizational and governmental decision-
making, the information provided can alter service delivery and expand access to wider 
aggregations of the population.  Planning and service delivery decision-making are adjustable 
and alterable processes that ultimately seek to provide the highest quality service, to the 
broadest number and category of user, for the most economical rate in full consideration of 
public fiduciary limitations and stressors.  This is an articulation that administrative bodies, 
organizations, and institutions that receive federal, state, and municipal funds exist to 
contribute to the public good. Personal recollections are absent from official modes of public 
communication and are frequently marked by tensions found within the vexed relationship of 
competing experiences and situated knowledge bases.  Therefore, it is, “essential to focus not 
just on the content of oral narratives but also the significance of the form they take; to take 
note of not only what people say, but also how they say it” (Sarkar 2006:584).  For example, 
in an oral history interview, the organization of the speaker’s narrative reveals the speaker’s 
relationship to their personal or familial history.  How and where a speaker begins their 
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narration signals their perception of what I wish to hear, and perhaps, more importantly, what 
they wish the facilitator to know about their experience (Sarkar 2006:588).   
 

Comprehending important distinctions 
between moderating and facilitating focus 
groups imbued with the purpose of qualitative 
data collection, fosters the recognition of 
value, equity, and inclusion by disabusing one 
of an imprecise understanding of the third 
party, or researcher in the research setting 
and context (Paul and Borton, 2013).  There 
is a managerial inflected meaning attached to 
moderating those conversations that occur 
within the focus group.  Operating as a 
moderator does not permit an evolving or 
flexible way to aid participants to work 
through a multiplicity of articulated 
experiences.  The inflected meaning 

contained by facilitation provides a more apt description than mediation to describe the roles 
played by the facilitator-researchers.  Facilitation was the role and function of the two 
facilitator-researchers, as active and interested third parties, and aware of the multiple tiers of 
exclusion faced by focus group participants (Paul and Borton 2013:199).  Along with 
influencing how focus group participants would speak through our role in developing the 
overall research design of the project and preparation of the focus group script, the facilitator 
researchers connected participation in the focus groups as tied to aspects of motivational 
control (Paul and Borton 2013:192).   
 
Facilitation included the reinforcement of stakeholder value in the public good not as mere 
beneficiaries but active contributors. For example, the following seven components of 
metropolitan transportation research were included in the research design, 1) buses; 2) transit 
shelters; 3) curb extensions/cuts; 4) sidewalks; 5) pedestrian crosswalks; 6) multi-use/bicycle 
paths; and 7) accessibility factors in compliance with the Americans with Disabilities Act.  
These components led to the development of a working definition of transportation 
disadvantage. Transportation disadvantage denotes an inadequate condition present within 
the public transportation system and includes three principle transportation factors.  Those 
factors are the following: 1) accessibility; 2) facility conditions; 3) minority modes of 
transportation.  Limited infrastructure development and gaps in connectivity are common 
when transportation disadvantage is present. 
 
The disadvantaged transportation user may be disadvantaged due to social inequalities that 
can operate as contributory and importantly linked features of transportation disadvantage.  
Disadvantaged transportation user-consumers may be disadvantaged due to one or more of 
the following: 1) income; 2) spatial and physical segregation; 3) conditions of aging; 4) 
physical impairment or disabilities; 5) new residents to the Capital District and 6) non-native 
English speakers.   

Facilitation included the 
reinforcement of 
stakeholder value in the 
public good not as mere 
beneficiaries but active 
contributors. 
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Mitigating the exclusion of input by resident user-consumers in the Capital District meant that 
we framed transportation equity as an oppositional category in tension and contestation with 
being a transportation disadvantaged user.  Moreover, transportation disadvantage, as a 
human state or condition, was discussed as including those single social factors related to 
other forms of social and economic marginalization and exclusion.  However, transportation 
disadvantage was not conceptually presented as a single factor state or condition. 
Transportation disadvantage was discussed and presented by the facilitator-researchers as 
an experiential condition as one proceeds along their individual, micro-navigational path.  
However, recognized forms of social inequality, endemic to the Capital District, and found 
within national demographic, and population trends, were mentioned as being contributing 
factors to transportation disadvantage. In summary, transportation disadvantage was 
presented as an open-concept determined by focus group participants as they were prompted 
to narrate the situations or contexts that illustrated their experience as “a disadvantaged 
transportation user.”  
 
It is important to transform the way public service providers and resident user-consumers 
create positive social change through the strategic gathering and use of substantive 
feedback.  The voices of resident user-consumers are grossly underrepresented or wholly 
omitted in organizational decision-making.  The facility with which decision-making is 
conducted, “on behalf of” a given group, population sector, or constituency, assumes that 
leadership, grants powers of autonomous, representative authority that does not require 
consultation or coordination with those designated as beneficiaries.  Subsequently, from this 
closed-system of process planning and decision-making, inconsistent value is created for 
every process and action of service delivery.  As resident user-consumers, service 
beneficiaries, and stakeholders within processes that contribute to the public good, 
strategically designed, developed, and coordinated feedback provides organizations such as 
CDTC the benefit of their situated knowledge.  The situated, contextual, and experiential 
knowledges of resident user-consumers can 1) improve performance, and 2) shape management 
and administrative values that can 3) lead to the strengthening of internal operations, and service 
delivery.  The qualitative data provided and presented in this report provides feedback and 
determines what those involved in transportation service delivery and regional planning provide 
their user-consumers, and how both parties can learn from the exchange of shared knowledge 
(Bonbright, et. Al. 2009:18).  The implicit goal of the recruitment strategy was to empower 
consumers to articulate their positive and negative experiences navigating transportation 
options available to them. 
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As resident user-consumers focus group 
participants must have a voice in assessing 
the adequacy of the services that they receive 
and the community building processes in 
which they participate (Bonbright, et. Al. 
2009:12).  Third sector organizations were 
established in distinction from charities in the 
nineteenth century.   Today, agencies that 
occupy a quasi-governmental role, participate 
in joint partnership agreements between, 
within, and across organized political units and 
organizations that have a health or human-
service mission, and all have operative 
functions that positively contribute to the public 
good.  Resident user-consumers in the Capital 
District should be understood to be 
contributors within that process.  As the party responsible for the organization and facilitation of 
the formal research conversation, we sought to ensure that focus group participants could be 
heard not only by the members of the Transportation Equity Task Force of the Capital District 
Transportation Committee, but by any interested party. 
  
For the transit passenger, micro-navigational intervals become integral features that shaped 
the recruitment strategy, multi-modal method data-collection, and overall research design in 
this proposal.  Human factors and interactive HCD are at the core of recruitment, data-
collection, and final analysis to aid CDTC in identifying connectivity gaps across passenger 
profiles, demographic groups, and both within and among disadvantaged public transit 
system users.  The project’s infographic provided focus group participants with a visual of 
organizing concepts like micro-navigation. 
 
Micro-navigation intervals for public transportation users in the Capital Region include the 
following: 1) starting a journey, 2) traveling to a stop, 3) arriving at a stop, 4) boarding a bus, 
5) riding a bus, 6) departing a bus, and 7) traveling to the destination. Semantic trip plans, 
provided by transit system users, provide a graphic, spatial structure that is telegraphed 
through deliberate talk within our interactive focus groups. Deliberate talk captured on video 
provides a model of and a model for transit planning and use (Manuel et.al., 2017). Whereas 
transit hubs represent locations of significant passenger transit use and mobility, the subject 
of micro-navigation intervals focuses deliberate talk on information present along the edges of 
a transportation system, the passenger-centric service delivery. 
 
 
 
 
 
 
 

The voices of resident 
user-consumers are 
grossly underrepresented 
or wholly omitted in 
organizational decision-
making.   
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Figure 10 – Micro-Navigation Infographic, Sage Shoppe, 2018 
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CONTEXT AND ISSUES: CONNECTIVITY GAPS FOR THE DISADVANTAGED TRANSIT 
USER 
 
Passenger-centric data is obtained by not viewing transit hubs located in the three urban 
centers as “the significant location” for transit service users only noting the trip of origin and 
the trip destination as the location where a passenger enters or exits a bus.  Travel and 
service use is treated and perceived as linear, and hides how, when, and why transit users 
customize, and designs routes for their specific purposes due to accompanying parties or 
packages and/or mobility limitations that include physical metrices of mobility, health, or 
disability. Trip activity from the lens of the transit service passenger, rather than from the 
vantage point of a transit service provider or the administrative body of the transit system 
management team, includes multiple decisions that shape each trip.  A trip may contain any 
number of activities that are passenger and trip specific with some of these activities requiring 
repetition, specifically in case of bus interchanges or transfers (Foell et.al., 2014) (See Figure 
11).  
 

 
Figure 11 –Disadvantaged Transit User Recruitment Survey, 2018 

 
Passenger public transit usage is a customized set of practices in which disadvantaged transit 
users create trip plans represented by options available to them. These resident user-
consumers required assessments and evaluations of both the trip and the appropriate route 
and the transit system’s offerings of service. Figure 12 shows that appointments and 
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employment drive the transit practices for those disadvantaged transit resident user-
consumers who participated in the moderated focus groups. 
 
Our research model challenges the degree to which demographic profiles are a singular index 
of public transportation service use and disadvantage. Transportation service providers are 
viewed as distinct and separate from public transit passengers. Transportation service 
providers occupy an interstitial position between passenger, system administration, and other 
civic, municipal, and public agency providers within government. Processing a public 
transportation trip, designing a route for a specific purpose that may change due to temporal 
or seasonal concerns, ambulatory experiences to and from specific stops, destination 
locations or inaccessible service area, requires for the public transportation user a multi-
modal process of transportation use.  From our focus-group design, all knowledge and 
awareness of connectivity and access, devolve from learning what actions are taken, and 
what options are available to the passengers in the room who represent different 
demographic profiles. Figures 13-17 represent the demographic data collected using 
audience response devices during each moderated focus group that targeted disadvantaged 
transit users. 
 

 
Figure 12 - CDTC Moderated Focus Groups Audience Response Data, 2018
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Figure 13 - CDTC Moderated Focus Groups Audience Response Data, 2018 

 
Figure 14 - CDTC Moderated Focus Groups Audience Response Data, 2018 
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Figure 15 - CDTC Moderated Focus Groups Audience Response Data, 2018 
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Figure 16 - CDTC Moderated Focus Groups Audience Response Data, 2018 

 

Figure 17 - CDTC Moderated Focus Groups Audience Response Data, 2018 
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Public transportation systems should alleviate barriers to accessing employment, healthcare, 
school/education, and recreation and leisure activities.  For groups not represented in urban 
or transportation planning professions, or as moderators within the transportation planning 
process (i.e. the disabled, seniors, low-income populations, people of color, and others 
traditionally transportation-disadvantaged), our research design positions them as “local 
experts,” capable of mapping those facilities and services that compose their strategies of 
navigation and use. 

The research setting and context of interactive HCD focus groups encourage and require 
participants to actively share information within and across analogous or different transit 
profiles and demographic positions but also engage in active listening and cross-sector 
empathy. Transit users co-generate ideas through exchanges about their particular transit 
experience. Combining deliberative communication with shifting hierarchy and authority within 
the focus group dynamic, data-collection improves.  Behaviors of bus usage by individual 
riders that include the depiction of graphic scenarios at the bus stop and within bus line 
access patterns, uncovers pattern similarities for daily, weekly use, and inter-trip time 
behaviors (Foell et.al., 2016). 

A multimodal approach to research, provides CDTC with qualitative data contained in 
“deliberative talk” that highlights each connectivity factor, or interval of a user's trip. Each 
focus group is structured to learn from disadvantaged transit users’ connectivity gaps within 
their own and other’s micro-navigational intervals.  Focus groups conducted in this manner 
implement key aspects of digital civics for how it stresses the significance of informal 
conversation to gain understanding of the barriers that public transport users encounter. 
Transportation service providers can only inform analytical factors through non-experiential 
means to assess gaps in transportation connectivity.  Reliable passenger-centric data 
obtained directly from passengers can garner feedback that urges service providers to 
analyze and inform future transit system enhancements. 

Figures 18-22 represent additional data collected using audience response devices during 
each moderated focus group that targeted disadvantaged transit users. 
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Figure 18 - CDTC Moderated Focus Groups Audience Response Data, 2018 

 
Figure 19 - CDTC Moderated Focus Groups Audience Response Data, 2018 
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Figure 20 - CDTC Moderated Focus Groups Audience Response Data, 2018

Figure 21 - CDTC Moderated Focus Groups Audience Response Data, 2018 
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Figure 22 - CDTC Moderated Focus Groups Audience Response Data, 2018

 

Figure 23 - CDTC Moderated Focus Groups Audience Response Data, 2018 
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Survey questions 13-36, found in the Moderated Focus Group Questions and 
Facilitator's Script (Appendix b), were covered in conversation during the series of focus 
groups conducted and can be found included in multimedia clips in this report. Qualitative 
information obtained directly from resident user-consumers as individuals and as participants 
in site, geographic, and location specific focus groups, provided in-depth comments, thoughts, 
and opinions about their transportation service experience. A spreadsheet with the individual 
responses was provided to serve as a requested appendix item directly from CDTC.  Select 
data from survey questions 13-39 follows and is provided to include information not covered 
in the multimedia clips provided.  
 
 

 
Figure 24 - CDTC Moderated Focus Groups Audience Response Data, 2018 
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Questions 13 to 17 examine resident user-consumers experience with the condition and 
availability of bus stops and bus shelters. Focus group respondents selected survey question 
17, absent or damaged route and direction information at bus stops and on buses, as the 
‘most common nuisance’ more times than the availability of shelter and benches at bus stops, 
the smoothness of the ride and stops, or the physical condition of stations and bus stops (See 
Figure 24). 

Question 21, unreliable bus schedules where the times for my primary route are consistently wrong 
or runs early or late, addresses the information and tools resident user-consumers rely upon to 
begin their transportation journeys.  Figure 25 shows that focus group respondents find 
unreliable bus schedules to be a common nuisance. 

Figure 25 - CDTC Moderated Focus Groups Audience Response Data, 2018 
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VALUE CONTRIBUTION: INTERACTIVE HUMAN-CENTERED RESEARCH DESIGN 
TARGETING RESIDENT USER-CONSUMER MICRO-NAVIGATION OF THE 
TRANSPORTATION SYSTEM 

Micro-navigation for transit passengers, pertains to characteristics that create barriers of use. 
Barriers of and gaps within public transit systems are experienced by passengers as 
navigational decisions.  Changes required for navigational decision-making can hamper the 
user-experience and diminish customer satisfaction. Figure 10 represents the decision-
making process of passengers within CDTC’s public transportation system, that is a public 
ground/bus transportation system. There are many factors that shape and define the 
accessibility of a given route or perception of the entire system. Disadvantaged public transit 
users require context-specific assistance to make effective micro-navigation decisions 
because their use of public transit service includes experiences of uncertainty and anxiety 
that result in a reluctance to use public buses (Foell, et.al. 2014).  

Micro-navigation also includes random elements that can differentiate for example, a food 
purchasing trip from a medical appointment, or a trip for leisure or recreation.  Passenger 
satisfaction and experience evolves over time, making the need to identify and understand 
gaps in connectivity as a system-use process that has measurable factors of spatial and 
temporal usage.  Spatial and temporal usage within the micro-navigation process, establishes 
navigation as the consideration of additional factors that operate as the main driver of 
innovation in public transport systems that can provide passenger-centric service that 
promises added value for the users. The dignity within public transportation travel, factors like, 
comfort at each interval of micro-navigation, use of time to plan or re-plan a trip, and 
temporal, seasonal, or environmental factors, need not detract from systemic reliability and 
public safety. Figures 17-19 represents data collected through the Disadvantaged Transit 
User Recruitment Survey. The survey was used to identify and recruit disadvantaged transit 
users as participants in the moderated focus groups.  
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Figure 26 - Disadvantaged Transit User Recruitment Survey, 2018 
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Figure 27 – Disadvantaged Transit User Recruitment Survey, 2018 
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Figure 28 - Disadvantaged Transit User Recruitment Survey, 2018 
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PROJECT ORIENTATION: TRANSPORTATION EQUITY TASK 
FORCE DESIGN-THINKING SESSION RESULTS   
 
Design-thinking techniques and tools obtained from the international design firm IDEO's 
design-thinking toolkit, are the principle problem solving process used by the researchers. 
Design-thinking is a process used to elicit ideas from groups interested in addressing and 
solving human problems. What task force efforts foster the design of an equitable 
transportation system throughout the entirety of the Capital District? This design-thinking 
question guided the February 14, 2018 Equity Task Force meeting. The following are images 
of slides that contain the outcome of the meeting. 
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MODERATED FOCUS GROUPS: AN AGENCY AND COMMUNITY-
BASED RECRUITMENT STRATEGY 
Transit Hubs throughout the Capital District are connection points that enable passengers to 
travel from one municipality to another.  These specific stops take the majority of 
transportation users to final destinations throughout Albany, Troy, Schenectady, and Saratoga 
Springs.  Basic transit user profile questions obtained from the National Transit Cooperative 
Research Program along with general questions that assess the buses used most frequently 
provide baseline information that factors into aggregated patterns of transit use by 
demographic targets of the transportation disadvantaged.  

Transit service providers, employers that participate in CDTA’s employer transportation 
program, and administrative officials who service or advocate on behalf of transportation 
disadvantaged and low-income populations were initial points of contact for aiding the 
identification of focus group participants. 

Figure 29 - Disadvantaged Transit Users’ Recruitment Survey Respondent Zip Codes, 2018 
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Facilitation of the focus groups values a process in which disadvantaged transit users provide 
answers. Their answers are placed in dialogue with other public transit users and with 
facilitators guiding conversation towards micro-navigation. They are encouraged to think 
deeply through the conversational use of “everyday speech.” The boundaries and embraces 
of local perceptions, common within geographic areas and within individual experiences of 
community, are challenged as the semantics of trip plan-making for preselected trips with 
“personages of navigational disadvantage,” and get approached through research questions 
used in every focus group session.  For example, question formats include, closed-queries 
that require respondents to elaborate about individual concerns in trip-planning, route 
selection, and the seven steps in the micro-navigation process.  

Facilitators in the interactive focus group sessions emphasize the following: 1) ideation and 
inspiration as a cooperative act and each person’s direct experience; and 2) human-centered 
solutions. Research techniques utilized at the OpenLab Digital Civics Doctoral Training and 
Research Program at Newcastle Upon-Tyne University in the United Kingdom were 
appropriated and redesigned for our local purposes.  The cultural analytical value is at a high 
validation level due to the historical interplay that British town councils are and were the social 
and juridical precedents for New York common councils. The implementation and practice of 
digital civics was enhancing human interaction between and among volunteer respondents. 
Both their research design and ours, aligns conversation and dialogue with spatial 
reorganization and strategies of use, utility, and value.  

Community participation for urban project planning purposes in Newcastle, comprised 
facilitator-mediated questions as a deck of question and problem-solving cards.  Question 
cards function in our focus group sessions as prompts that create “deliberate talk” with the 
purpose of fostering elaboration about the intervals within a micro-navigation experience. 
Questions contained within the deck of cards are taken from the Handbook for Measuring 
Customer Satisfaction and Service Quality Report 47 but are modified through facilitator 
talking with participants about their thoughts, opinions, and micro-navigation experiences 
including both the challenges and the routine.  The semantic and spatio-temporal meaning of 
trip planning and the process of navigation is prepared and presented by them individually 
and as a group. Qualitative responses made through “deliberate talk” conveys the means of 
travel and multi-modal computing that can include more than routes but also concerns about 
the utility of existing route information that is more than timetables and schedules of busses.  

The final phase of the focus group sessions used audience response devices.  A short battery 
of passenger service satisfaction questions taken from the Transit Cooperative Research 
Program’s Customer Satisfaction Survey Instrument, was delivered by facilitators as the final 
close of the focus group.  Audience response devices foster satisfaction and provide 
immediate results that often spark dialogue and commentary.   Along with providing 
immediate user satisfaction in seeing results, audience response devices provide focus group 
participants the opportunity to evaluate the experience, process, and facilitator performance 
of interactive, human-centered design in a focus group setting.  
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   Figure 30 – Source: Edison Research, 2015 

THE QUALITATIVE RESEARCH INSTRUMENT: AN EVALUATIVE 
ASSESSMENT 

By 6:30 a.m., more than 50% of the United States population is awake and active (See 
Figure 21).  From their beds, 66% of people ages 18-24 and 46% of people over the age of 
24, examine the information contained on their smartphones. Viewing the time and activity 
simulation by Nathan Yau, by 7:00 a.m., approximately 7% of Americans are travelling to their 
next destination. For the K-12 student, when a school start time begins at the 7:00 a.m. hour, 
it requires that they begin travel between 5:00 a.m. and 6:00 a.m., and sometimes, rise as 
early as 4:30 a.m.  It is clear from each of these examples, the intervals that encompass 
one’s process of micro-navigation include a temporal component that organizes the flow of 
activities upon waking.
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Figure 31 – Source: Hamermesh and Stancanelli 

Of the total 215,515 jobs within Albany County 81,248 (37.7%) were filled by residents living 
within the County. This is greater than the total number of workers from Rensselaer (26,995), 
Saratoga (23,748), or Schenectady (21,620) counties that commute into Albany County on a 
daily basis. 
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The start of a journey begins well ahead of boarding a 
bus, walking, or biking to a destination. The start of a 
journey is the beginning of the decision-making process 
of passengers within the Capital District’s public 
ground/bus transportation system, often starting way 
before travel begins.  

Micro-navigation is a process that includes multiple 
components. A permanent disability and any form of 
physical impairment can be an impediment to one’s 
ability to navigate the process of accessing 
transportation services. Also, a permanent disability or 
physical impairment that is either permanent or 
temporary, creates additional micro-navigation 
challenges for these users. 

The planning process for a STAR user

Video 1 – Albany County Focus Group, 2018 

Start 
Journey 

https://clyp.it/0dd2z1nq
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Arrive 
at a Bus 

Stop 

 
 
 
 
 
 
 

 
 

 
Even for disadvantaged transit user-consumers with neither, a physical disability, nor a 
physical impairment, travel and arrival to bus stops in the region impede one’s ability to travel 
to a chosen destination; whether work, school, appointment, or recreation. 

 
Travel to a bus stop and absence of shelter 

 
Audio Recording 2 - Schenectady County Focus Group, 2018 

Travel 
to a Bus 

Stop & 

https://clyp.it/tmjbnz0n
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Transportation service use often requires disadvantaged 
transit user-consumers to not only address transferring 
buses or switching to other modes of transit, it also 
includes the transportation of items, goods, or other 
individuals like children. Onboarding and exiting a bus 
are important features of micro-navigation because they 
also include the purpose of use. 
 
These steps in micro-navigation are important to arrival and 
departure from chosen destinations for those user-consumers 
who have permanent disabilities and those who have 
permanent routes of activity. 
 
 

 

Onboarding and Built Environment 
Challenges 

 
Audio Recoding 3 - Schenectady County Focus Group, 2018 

 
 

Board a 
bus 

https://clyp.it/anwd3vve
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Transit system administration of scheduling specific 
modes of bus service is important to micro-navigation 
due to onboarding issues that include dispatch of 
vehicle, frequency of vehicle, and the location of job 
and employers. 
 
Transportation services are important for economic 
development strategies but are often neglected, 
omitted, or under considered. Keen awareness to 
demographic factors of transportation use at each stage 
of an individual’s life course is important for workforce 
participation and health and human services providers. 
 

 

Riding a bus to seasonal work in Saratoga 
Springs 

 
Video 2 - Schenectady County Focus Group, 2018 

 

Ride a 
Bus 

https://clyp.it/2mglql23
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Transportation service use impacts all businesses and 
services in a region. Safe transportation practices for 
exiting a bus is more than physical mobility and mechanical 
operation.  
 
 
 
 
 
 
 
 
 

 

Exiting a bus and safety 

 
Audio 4 - Albany County Focus Group, 2018 

 
 
 
 
 

Exit a 
Bus 

https://clyp.it/trsaagjg
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Micro-navigation assumes that an interested resident user-consumer can arrive at the 
destination of their choice because there is a public transportation system in place. Sage 
Shoppe’s moderated focus groups provided a space to listen and learn what is central to the 
lives of disadvantaged transit user-consumers in the Capital District. Nationally, MPOs benefit 
when the needs and interests of resident-user consumers are valued as evidence. To create 
and develop equitable transportation systems, for work, school, appointments, and recreation, 
the mission of MPOs, should include ongoing interaction with stakeholders due to changes in 
development, demography, and employer locations. An inclusive process should be ongoing 
due to changes in development, demographics, and employer locations. 

Places we cannot go 

 
Video 3 - Saratoga County Focus Group, 2018  

Travel to 
Destination 

https://clyp.it/go3m3j5a
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Multimodal transportation in the region, includes walking, public/private partnerships with 
ground transportation, bicycles, and motorized mobility devices. The flexibility to move 
between modes, requires additional infrastructural features like, charging stations, portable 
shelters, and fixed navigation paths. 

Switching modes of transportation

Video 4 - Rensselaer County Focus Group, 2018 

Transfer Bus or 
Switch Mode of 

Transit 

https://clyp.it/gqmohzss


DISADVANTAGED TRANSIT USERS’ 
 EXPERIENCES OF MICRO-NAVIGATION 

         51 | P a g e

Transportation system use is not only about the availability and scheduling of vehicles but 
includes easy to ignore navigational features such as shifts in payment systems, presence of 
sidewalks, and curb cuts on sidewalks. A resident user-consumer cannot arrive at their 
destination when these features fail to meet quality and ease of navigation. 

Lack of sidewalks and the impact on 
destinations

Audio 5 - Albany County Focus Group, 2018 

ARRIVE AT 
DESTINATION 

https://clyp.it/iba5qlcy
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Technology and the Navigator Card 

Audio 6 - Albany County Focus Group, 2018

https://clyp.it/4hvqtan4


DISADVANTAGED TRANSIT USERS’ 
 EXPERIENCES OF MICRO-NAVIGATION 

         53 | P a g e

Adjusting to Technological Change

Video 5 - Rensselaer County Focus Group, 2018 

https://clyp.it/w4qpcuxf
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Systems thinking is crucial to better 
understanding micro-navigation strategies 
and practices by resident user-consumers 
and those that advocate on their behalf for 
quality health and human services delivery. 

Public participation in the planning process 
has the potential to lead to greater 
transportation equity in an MPO. However, 
the gaps faced by disadvantaged transit user-
consumers cannot be readily identified 
without the qualitative input and active 
participation in the service design of the 
transit system. 

Technological Impact on Transit

Audio 7 - Albany County Focus Group, 2018 
Online Star Application https://www.cdta.org/forms/star-application 

Depart 
Destination

https://www.cdta.org/forms/star-application
https://clyp.it/ezabd3j2
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Accessible and affordable transportation 

 
Video 6 - Saratoga County Focus Group, 2018 

 
 
 
 
 
 

https://clyp.it/tnnzxz42
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Travel destination, aging, and distance

 
Video 7 - Saratoga County Focus Group, 2018 

  

https://clyp.it/fyahrz4a
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CONCLUSION: TRANSPORTATION EQUITY TASK FORCE 
DESIGN-THINKING QUESTION 
Placing transportation equity within a metropolitan planning organization's service delivery 
model requires assessments of connectivity gaps that includes both the full scope of 
transportation services provided, and a substantive of multimodal transportation usage 
patterns by resident user-consumers.  This specific project's use of moderated focus groups 
that targeted the disadvantaged transportation user was a direct attempt of securing baseline 
qualitative information to gain insights about human factors and experiences of the Capital 
District's transportation system that services four counties (e.g. Albany County, Rensselaer 
County, Schenectady County, and Saratoga County) whose residents face multivalent social, 
economic, and political stressors.  It is not a semantic exercise to refer to the disadvantaged 
transportation user and transportation disadvantaged users, because one person can occupy 
both categories, whereby gaps in transportation connectivity are indicators of inequity that 
differentially affect accessibility, user-experience factors, and the resident user-consumer's 
view regarding quality and value of service. 
 
Our human-centered design (HCD) approach is for gathering qualitative insights and 
information directly from resident user-consumers, grounded experiences of transportation 
inequity in detailed narratives of first person and second person experiences. The most 
valuable technique deployed in gaining preliminary qualitative insight included conducting a 
design-thinking session with the Transportation Equity Task Force before the development of 
the qualitative survey research instrument.  Pages 26-27 of this report details the thought-
work and feedback generated by this group of resident user-consumers who engage the 
regional transportation system from multiple vantage points with different commitments and 
views about regional transportation equity. Those pages contain action items for internal 
organization and external relationship building.  These power point slides are raw forms of 
qualitative information that can be used, remixed, and at strategic periods, re-examined by 
resident user-consumers, to ascertain how, when, and in what manner transportation planning 
and policies shift the calculus of disadvantage and equity.  
 
This project's central focus on developing a qualitative baseline about micro-navigation 
factors fostered a more comprehensive understanding of the calculus of disadvantage and 
equity.  Gaps in connectivity found within regional transportation system are not linear nor 
single factor issues.  Both the person who experiences equitable forms of service delivery and 
a quality experience and the person who does not, can each become disadvantaged 
transportation user-consumers due to a failure on the part of transportation planners to obtain 
substantive feedback from the full spectrum of multimodal transportation users.  HCD 
catalyzes the value of an iterative approach to planning in which the creation, construction, 
engineering, and design of a human-centered system can be acquired directly from 
beneficiaries and stakeholders. 
 
As transportation systems and transportation system users become increasingly dependent 
on the use and availability of web, sensor, and cloud-based technology applications,  
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transportation disadvantage may begin to shift into other areas of social disadvantage.  
Resident user-consumers face and adjust themselves, their families, and their communities to 
the challenges brought upon by technological disparities present in social life. Also, the role 
and rate of mobile device usage by Americans specifically, has made the synchronized link 
between door-to-door private transportation service and mobile devices an inseverable 
relationship that can and will continue to expand as location intelligence systems that operate 
from cloud-based computing systems are easily delivered by software applications to both 
individually held mobile devices and cloud-based communication systems for groups. 
Through an innovative human-centered design (HCD) research model and delivery of an 
evaluation of public transit services that meet real-world requirements for transportation 
systems, research experts harnessed the role resident user-consumers can play in the 
decisions made that affect their everyday lives, and in the design and delivery of services that 
inform their experience of use and interaction. 
 
Transportation equity needs, from a cross-sector of resident transit user-consumers, whose 
recommendations are based on their experience of disadvantage within the current 
transportation system, can foster an equitable redesign that considers process and 
performance improvement.  “What fosters the design of an equitable transportation system 
throughout the entirety of the Capital District?”  Gaps that inhibit the ease of mobility in micro-
navigation within the user-experience were detailed in Section IV (TRANSPORTATION 
EQUITY TASK FORCE DESIGN-THINKING SESSION: RESULTS) of this report by the 
Transportation Equity Task Force of the metropolitan planning organization (MPO) for the 
state of New York's Capital District.  The committee's recommendations should be reviewed 
and considered in conjunction with those put forth by focus group participants in both the 
transit user and service provider focus groups.  The suggested recommendations detailed in 
this final section of the report are guidance for local, state, and national level planners, 
policymakers, and transit system users, whether they are active, intermittent, or new, or are 
individual para or public transit system users. Integrating multimedia use in the project's 
research design strategy, led to a firm recognition of the importance of a consensus of use, to 
capture in audio and video, was equally important as other factors related to act human 
subject participation in public use research that impacts civic engagement and practice and 
policy planning. 
 
Though there are patterns of mixed-modal transportation use, the areas covered by this MPO 
are subjected to a regional predisposition to driving and highway transportation system 
usage, rather than a cross-demographic and full spectra, cross-municipality system of public 
transit usage. The historical organization of New York state's jurisdictional units for control and 
decision-making, superficially appears to permit the abdication of corporate fiscal 
responsibility of whole system integration of equitable transportation services.  The resident, 
user-consumers we engaged with as participants in the focus groups throughout the region, 
like most Americans in the United States, viewed and understood public transportation as a 
service for predominantly young, poor, aging, and low-income populations, rather than as a 
needed or necessary public, infrastructure utility.  The public transportation system was 
socially located outside of roads, canals and waterways, and not discussed like electricity, 
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fuel, or other municipal energy sources.  Mixed-modal incorporation of bicycles, para-transit 
services for those with physical impairments or disabilities, and high and lower use bus transit 
routes, exist as micro-navigation factors affecting the entire transportation system in both 
route computing and the sequencing of individual and other spatially designated transit 
system journeys.  The transportation system overwhelmingly functions as a passenger bus 
system by which para-transit service redesign is the major step needed towards working 
towards an achievable transportation equity goal that is both implementable and observable 
in infrastructure and service delivery.     
 
The current public transit system, including para-transit services, do not currently provide 
equitable infrastructure features like three-sided shelters, consistently marked bus stop 
signage, or other way-finding signs for the new, aging, or impaired transit system user.  
Increasing the types and formats of information and data accessible to users of mobile 
devices was requested by many focus group participants across the MPO and across age 
and income levels. Identifying better written timetables, maps, and schedules are desired 
tools to improve their service experience.  Resident user-consumers expressed a necessity of 
use of the real-time, arrival, and departure updates supplied to them, but wanted to also have 
the same information displayed on all buses in case device failure occurred.  Accuracy of 
timetables were not cited by focus group participants as the major shortcoming in service 
experience outside of paratransit scheduling, but access, on-boarding, and exiting vehicles 
were.  Infrastructural features were mentioned as obstacles and impediments with regular 
frequency, due to absence, poor construction or design, or increased usage by passengers at 
key bus tops, neighborhoods, or intervals during their specific journeys. 
 
Conclusive, fact-based evidence, used to determine overall and full scope system 
improvements and modification, goes beyond the analytical and evidentiary scope of this 
project.  Second phase analysis for targeted solutions for redress that we recommend include 
a core-collaborative research team, whose operational missive includes assessment of 
qualitative and quantitative forms of available information. Research design is critical in 
advance of interviews or focus groups, because of the need and value to incorporate and use 
geo-spatial information.  A mixed methods approach in research design, could inform 
immediate and directly, implementable system changes, that may require systemic redesign 
with greater attention to the value of participatory design.  For example, research outcomes 
detailed in this report have indicated that there are disconnected transportation pockets in 
urban, suburban, and semi-rural areas of Albany, Schenectady, Rensselaer, and Saratoga 
counties.  Targeting the systematic identification of these pockets, could be improved by using 
a mixed-method, analytical technique that combine geospatial, qualitative, and user 
experience, and quantitative data forms that lends itself to substantive data visualization for 
targeted assessment or redress.  Moreover, expansive preliminary research that targets 
mobile device usage patterns for difference, not standardization, and interactive 
communication patterns from a platform usability perspective that considers user-experience, 
can lead to recommendations and solutions that improve transportation system use.    
 
Micro-navigation was the strategy used in the research design for this project to enframe and 
deepen the availability and understanding of qualitative content into specific needs and 
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desired outcomes.   Challenges for the transportation disadvantaged transit user and for 
people who are socially disadvantaged due to one or more of the following transportation use 
factors are as follows: 
  

• demographic and geospatial differences in semi-rural, suburban, and “non-city center” 
urban neighborhoods 

• geographically determined navigational clusters of residences, workplaces, and other 
transportation areas common for appointments, education, recreation, leisure, or 
entertainment 

• health status, physical impairment or disability, including developmental and physically 
disabled peoples 

• whole life-cycle factors of aging that include issues faced by seniors, developmentally 
disabled adults, and adult custodians or parents of children, and gender difference and 
identity 

• social marginalization due to changes in social status shifts, such as the formerly 
incarcerated and new public system users, and those who represent income, 
racial/ethnicity, or age groups facing other co-contributing systemic disparities and 
inequalities 

 
Active recruitment for the CDTC Transportation Equity Task Force that is a “true” 
demographic sample of the region's population and transit system users, across modes and 
time of day, would improve decision-making, knowledge, and awareness of how service 
delivery gaps are defined and understood. Active recruitment should include representatives 
of professions that service, advocate on behalf of, or interact with transportation 
disadvantaged users and members of socially marginalized groups. Bi-modal clusters of 
transit system users who can provide input that directly impacts macro and micro-level policy 
improvements and practices are also important. 
 
Cross-municipal input and participation in the MPO's transportation equity committee is 
lacking as well.  Secondly, cross-agency input and coordination at each of the three 
jurisdictional and governance levels would benefit an objective of “total system” transportation 
planning.  For example, demographic shifts that affect transportation service needs of an 
aging. residential population, and changes in single family and multiplex housing in Saratoga 
county, we found to be readily buttressed against the challenges faced by employers in the 
service sector, who require younger, non-skilled workers from other areas within the region.  
Route computing is difficult between cities, and across county-based clusters to get to a job, 
acquire and use daycare services, or make personal appointments.  Next phase, conclusive, 
mixed-methodological research would require the mapping of businesses and appointment 
sites in both health and human services.  
 
Transportation gaps in the Capital District also result from fixed transportation infrastructure 
that includes the highway system, scheduling and service delivery, and needed process 
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improvements in passenger route computing and transport.  Each of these transportation 
challenges can be mitigated and ameliorated with an explicitly inclusive, coordinated planning 
and policy implementation process.  “Ground truthing” and “ground proofing” measures are 
needed by transit system users to move closer toward gaining a level of assured service 
quality.  Because municipal and county service responsibilities vary and appear to be 
unknown by transportation publics occupying this region, policies like residential ordinances 
regarding inclement weather responsibilities for renters, businesses, multiplex owners, and 
single-family homeowners, are critical in this district that faces public safety hazards from 
winter until late spring.  Water, snow, and personal safety impede navigation and use by each 
transportation disadvantaged user detailed above.  Sidewalk clearing, and curb construction 
mentioned in each focus group, may become an increasing concern in the region due to the 
absence of electric charging stations for public-health related vehicles and non-automotive 
modes of transport, and parking/sheltering facilities for bicycles or other vehicles. 
 
Detailed here, is a synthesis of the qualitative information obtained from the Transportation 
Equity Committee, transit system users, and health and human service providers within the 
MPO.  It should be noted that the content reviewed to produce the research design used in 
this project, included in-depth examinations and critical analyses of passenger transit system 
reports produced by the Transportation Research Board (TRB), National Transportation 
Research Center, reported findings from transportation industry practitioners in workshops, 
white papers and reports from philanthropic and service agency programs focused on urban 
development and/or infrastructure design/redesign, team-based research findings for 
transportation systems in the United States, Europe, and where topically applicable, globally. 
   
The Capital District's MPO currently faces an inability to expand existing physical 
infrastructures related to transportation services.  Participatory design and input by resident 
user-consumers could prove to be beneficial for long-term transportation planning and 
policymaking.  In attention to the micro-navigational challenges faced by transportation 
disadvantaged populations can only exacerbate and extend the challenges and gaps in 
service identified in this research report. 
 
For additional consideration: 
 
San Francisco Mass Transit Access Map 
 
Intelligent Transport Systems Strategic Plan, 2015-2019, (US Dept. of Transportation) 

https://www.citylab.com/transportation/2015/02/every-city-should-have-something-like-san-franciscos-mass-transit-access-map/385336/
https://www.its.dot.gov/strategicplan.pdf
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Disadvantaged Transit User Recruitment Survey 
for the Capital District Transportation Committee’s Equity Task Force 

Moderated Focus Groups 

Please return this completed form to the agency staff person from whom you received it. You 
may also mail it to Sage Shoppe Innovations, PO Box 238, Malden Bridge, NY 12115, or text a 
clear picture of both pages of the completed survey to 518-966-6151. This survey can also be 
completed online at https://rebrand.ly/participantsurvey.  

1. What is your Zip Code?

________________

2. How many days did you ride the bus within the past seven days?

________________

3. To the nearest year, how long have you been riding public transit?

________________

4. Thinking about your typical trip — the one you make most often — what is the usual
purpose of this trip? (CHECK ONLY ONE BOX)

To/from work
To/from school
To/from shopping
To/from recreation
To/from a friend or relatives home
To/from personal business
To/from a doctor's, medical, or dentist appointment
Other (Please specify)_________________________________________________
I don't know

5. During your typical trip, how many times do you transfer?

_________________
OVER → 
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6. For what else do you use public transit? (CHECK ALL THAT APPLY) 
To/from work 
To/from school 
To/from shopping 
To/from recreation 
To/from a friend or relatives home 
To/from personal business 
To/from a doctor's, medical, or dentist appointment  
Other (Please specify)_________________________________________________ 
I don't know 

 
7. How do you usually pay your fare? 

 
_________________ 

 
8. Are you willing to participate in a focus group to identify gaps in the Capital District 

transportation system?  YES NO 
 

9. What is your name? 
 

___________________________________________________________________ 
 

10. What is the best way to contact you? 
 
Phone #________________________________ Text Is OK 
 
Mailing Address______________________________________________________  

 
Email ______________________________________________________________ 

 
Thank you for taking the Disadvantaged Transit User Recruitment Survey! 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

Sage Shoppe 2018             Page 2 



1 

MODERATED FOCUS GROUP QUESTIONS AND  
FACILITATOR'S SCRIPT 

Prepared by: Sage Shoppe Innovations, LLC 
For: Capital District Transportation Committee's Equity Task Force 

 

Facilitator's Introductory Remarks 

Hello my name is_blank_.  I am co-principal of Sage Shoppe Innovations LLC, the vendor chosen by 
the Transportation Equity Task Force for the Capital District to conduct focus groups with 
transportation disadvantaged populations.  Today's questions will be used by the Capital District 
Transportation Committee’s Transportation Equity Task Force, a body within the the federally 
designated metropolitan planning organization, the Capital District Transportation Authority in its 
public transportation planning and policy decisions.  CDTC owns every piece of evidence, digital or 
paper, that results from you spending your time to inform and improve regional public transit.  Sage 
Shoppe was hired to prepare the questions that informs today's conversation, motivate you to speak 
your experience, and hopefully to add on to the thoughts of the other participants. At the conclusion of 
this session,  we will analyze your comments, answers, responses, and "cross-talk."  This is a place 
where cross-talk is permitted but talking over someone is not.  We do not want any of you to mince 
words, bite your tongue, or be afraid to ask for clarification when you don't understand.  The focus of 
this group is the topic of transportation equity.  
 
In front of you there are the following items: 1) a consent and disclosure form; 2) an audience response 
device; 3) post-it notes; and 4) a color drawing.  We will discuss how you will use the post-it notes and 
the drawing once we go through the questions.  Every participant in the focus group must sign the 
consent and disclosure form.  It is a legally binding agreement that states you were not harmed or 
coerced to give your thoughts, opinions or two-cents.  It also states that even though you don't mind 
being video-taped, neither CDTC, nor Sage Shoppe Innovations LLC has a right to profit off of the 
video tape or your responses.  The video recording today can only be used for research and planning 
purposes, and not for commercial purposes.   At the conclusion of our final report, everything becomes 
the property of CDTC. We at Sage Shoppe, believe that in order to make a video recording, every 
participant in the focus group must agree that they have no reservations. If one person objects, we can 
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only make an audio recording for this specific focus group.  Are there any objections to videotaping 
this focus group? Please indicate this by saying nay.  [Facilitator: Wait for an answer] 
 
[Facilitator Prompt: The audience response devices and how you will use them is the next order of 
business for the day.  You will use only two sets of buttons.  The T and F buttons which are also  your 
Yes No buttons.  We will use the letter buttons that begin with A and end with J.  Question choices have 
been assigned letters in advance of today.  Are there any questions? 
  
Let’s test what you learned with a practice question. 
 
1. The most frequent trip that departs from my current sleeping location is to _____________ 
A Appointments 
B School 
C Visit family members, relatives, or friends 
D Recreation activities 
E Employment 
F Other 

i-Clicker Questions 

 
DEMOGRAPHIC COMPOSITION 

 
[Facilitator Prompt: $7.25 per hour, the current federal minimum wage is close to $15,000 per year. The 
hourly rate, doubled, generally is BLANK "thousand dollar per year. Read question.] 
2. What best describes your annual household income?  

(Facilitator: Read list) 
A Less than $10,000 per year 
B $10,000 to less than $20,000 
C $20,000 to less than $30,000 
D $30,000 to less than $40,000 
E $40,000 to less than $50,000 
F $50,000 to less than $60,000 
G $60,000 and above 
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(Facilitator: Read question) 
3. Select the gender category that best defines you? 

(Facilitator: Read list) 
A Male 

B Female 

C Gender Variant/Non-Conforming/Queer 

D Transgender Female 

F Transgender Male 

G Not Listed 

H Prefer Not to Answer 
 
(Facilitator: Read question) 
4. My ancestry, family and personal identity is represented by the term... 
(Facilitator: Read list) 
A Person of African Descent 
B Latino/Latinx/Luso-Iberian (United States born) 
C Latino/Hispano/Luso-Iberian (Foreign born) 
D Indigenous Person/Native American 
E Person of European Descent 
F Person of Asian Descent 
G Person of South or Central Asian Descent, including "East Indian" peoples from the Caribbean  
H Two or More of the Terms Above 
I Refugee or Immigrant (use post-it note to specify) 
J  Not Listed or Do Not Wish to Answer 
 
(Facilitator Prompt: How do these categories seem to you versus the usual ones? Do you have any 
 strong opinions about them?) 
(Facilitator: (continue) "The post-it notes have been provided  to write responses to questions.  For those of you 
who use more than one language in your daily life or who use English as your second reading and speaking 
language, please write in the specific region or variety of the language you use other than English.  For 
example, if this focus group was held in England, and I were a participant like you, I would write on the post-it 
note: southern, Kentucky, American English. Southern as region, Kentucky as a variety of southern, and 
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American English as the type of English that is different from Liberian English, Singaporean English, Australian 
English, Guyanese English, etc.") 
(Facilitator: Read question) 
5. I use ___ language for transportation navigation. 
(Facilitator: Read list)  
A English (use post-it note to specify) 
B Spanish (use post-it note to specify) 
C Chinese (use post-it note to specify) 
D Filipino (use post-it note to specify) 
E Portuguese (use post-it note to specify) 
F Other Language not Listed (use post-it note to specify) 

 
(Facilitator Prompt: If your current age ends in 4 you should round down, if it ends in 6, you should round up, 
if it ends in 5, it is up to you. ) 
(Facilitator: Read question) 
6 What is your approximate age by decade?  
A 20s 
B30s 
C 40s 
D 50s 
E 60s 
F 70s 
G 80s 
H 90s+ 

SERVICE DELIVERY AND TRIP PLANNING 
(Facilitator: Read question) 
7 More than 55% of the time when I use region transportation service I am trip planning for these 

 people or person _____ 
(Facilitator: Read list) 
A Me 
B My sibling(s) and me 
C  My child and me 
D My children (more than one child) and me 
E My child/children, my sibling(s), and me 
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F My child/children, sibling(s), my parent(s), and me 
G My parent(s), grandparent(s), and me 
H My child/children, parent(s), grandparent(s), and me 
I Other relationship not mentioned (use post-it note to specify) 
 
(Facilitator Prompt: If you used transportation to arrive here today, mention what was most 
important to to planning your arrival and your exit from this destination?) 
 

(Facilitator Prompt: The American Americans with Disabilities Act states a disability includes the 
following: 1) a physical or mental impairment; 2) a condition that substantially limits, or gets in the 
way of your ability to do any major life activities; 3) documents or records that say you have an 
impairment; and 4) when people other than you see you as having such an impairment.) 
 
(Facilitator: [Holding the devices.] The next 3 questions use the T F  Y N buttons on the devices. Read 
question) 

8 I have a disability recognized by the Americans with Disabilities Act and mentioned in the 

statement.  

(Facilitator: Read list) 

Yes 

No 

 

(Facilitator: Read question) 

9 I face public safety challenges using the transportation system in the Capital District due to a 

physical impairment or disability. 

(Facilitator: Read list) 

Yes 

No 

(Facilitator: Read question) 

10 I face built environment challenges using the transportation system in the Capital District 

(Facilit ator: Read list) 

Yes 

No 

(Facilitator: What built environment challenges are routine in your most frequent  
travel destinations?) 
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(Facilitator: Read question) 

11 In your household, family, or living context, how many people,  including you, utilize public mass 

 transportation services that exist in the Capital Region? 

(Facilitator: Read list) 

A 2 

B 3 

C 4 

D 5 

E 6 

F 7+ 

G Not Applicable 

H Every person 

 

(Facilitator: Read question) 
12 What other means of transportation would cause you to stop your use of public transit? 
(Facilitator: Read list) 
A Personal automobile 
B Door-to-destination car or shuttle service, like taxis, Uber, and Lyft 
C Golf carts 
D Gas, Electric, or Battery Powered Scooters  
E Electric Bicycles 
 
(Facilitator: Read question) 
Use the devices  to rank the following nuisance behaviors encountered by transit users.   Use a scale of A to C to 
note how often you encounter these behaviors. A is the most common nuisance behavior you encounter. B is the 
second most common nuisance behavior you encounter. C is the least common nuisance behavior you encounter.  
(Facilitator: Read list) 
13 The availability of shelter and benches at bus stops  
14 The smoothness of the ride and stops. 
15 The physical condition of stations or bus stops 
16 The physical condition of stations and bus stops 
17 Absent or damaged route and direction information at bus stops and on buses 
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(Facilitator: Read list) 
18 Frequency of bus-service Wait times are long 
19 Connections and transfers in bus-service-Drivers don't wait for drivers on connecting routes 
20 Traffic lights-Green lights mean my connection pulls away before I can cross to meet it 
21 Unreliable bus schedules-The times for my primary route are consistently wrong or runs early or late 
 
(Facilitator: Read question) 
Use the devices  to rank the following nuisance behaviors encountered by transit users.   Use a scale of A to C to 
note how often you encounter these behaviors. A is the most common nuisance behavior you encounter. B is the 
second most common nuisance behavior you encounter. C is the least common nuisance behavior you encounter.  
(Facilitator: Read list) 
 
(Facilitator Prompt: Please follow the same instructions for these on-board the bus challenges. Use the devices 
to rank them using the same scale of A to C.  This time, note how often the challenge mentioned occurs.  A is the 
most common, B is the second most common nuisance, and C is the least common) 
(Facilitator: Read list) 
22 The availability of seats on the bus 
23 Buses that are not over crowded. 
24 The availability of shelter and benches 
25 The smoothness of the ride and stops. 
(Facilitator Prompt: Please follow the same instructions for these on-board the bus challenges. Use the devices 
to rank them using the same scale of A to C.  This time, note how often the challenge mentioned occurs.  A is the 
most common, B is the second most common nuisance, and C is the least common) 
(Facilitator: Read list) 
26 Intoxicated or inebriated passengers 
27 Noisy children or infants 
28 Not permitting ADA passengers, or people who verbalize they have a health condition use the seats 
29 Loud conversations with profane, cursing, or sexually explicit language 
 
[Facilitator Prompt: The drawing in front of you shows our model of what happens when people use public 
transportation systems. Our purpose for today will focus on the area at the left side of the page.  We will focus 
on the "micro-navigation intervals" represented by the smaller circles [POINT TO THE PROJECTED 
ILLUSTRATION]  Start Journey, Travel to a Bus Stop, Arrive at a Bus Stop, Board a Bus, Ride a Bus, Exit a 
Bus, Travel to a Destination, Arrive at Destination, and Depart Destination.  Each circle represents an action 
and time connected step that goes into a single transportation journey.  I would like for you to look at the 
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drawing and ask me any questions you have about it. [Facilitator Direction: Wait until questions].  Which 
"interval" poses the most difficult challenge for you during your most frequent trip?]  

 
(Facilitator: Read Question) 
30 The trip I make most often involves transfers to other public transportation services, private 

transportation services, buses, or modes of transportation 
(Facilitator: Read list) 
Yes 
No 
 Don't know/Refused/NA 
 

[Facilitator Prompt: Tell us about your experiences transfering to other public transportation services, 
 private transportation services, buses, or other modes of transportation? 

 

 

 
SYSTEM SATISFACTION 

[Facilitator Prompt: Next, I need to learn about your level of satisfaction and dissatisfaction with each aspect 
of the public transportation system in the Capital Region.  Please rate each aspect mentioned on a scale of A to 
C, where A means you are very dissatisfied, B means means you are adequately satisfied, and C means you are 
very satisfied.  I will then ask each of you whether or not you have experienced a problem with this aspect within 
the four months. (Facilitator: Read item and pause for i-Clicker responses from the group) 
 
31  User-Friendly Service 

(Facilitator Prompt: This may include a knowledgeable and courteous driver on-board) 
A You are very dissatisfied 
B You are adequately satisfied 
C You are very satisfied.  
 
32 Condition of Vehicles/Facilities-Cleanliness of bus  
A You are very dissatisfied 
B You are adequately satisfied 
C You are very satisfied. 
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33 Ease of Using the Service-Knowing when buses arrive and depart 
A You are very dissatisfied 
B You are adequately satisfied 
C You are very satisfied.  
 
34 Performance/Reliability-Frequency of service  
A You are very dissatisfied 
B You are adequately satisfied 
C You are very satisfied.  

 
35 Comfort-Comfortable temperatures on the bus Comfort 
A You are very dissatisfied 
B You are adequately satisfied 
C You are very satisfied.  
 
36 Value-Cost of fares and monthly passes 
A You are very dissatisfied 
B You are adequately satisfied 
C You are very satisfied.  
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