








Transportation Solutions Defense and Education Fund

P.O. Box 151439    San Rafael, CA 94915    415-331-1982   

          July 23, 2009
 By E-Mail

  

Al Boro, Board President
Golden Gate Bridge, Highway and Transportation District
P.O. Box 9000, Presidio Station
San Francisco, CA 94129

Re:  Bus Schedule Change Implementation

Dear President Boro:

I am troubled to have to inform you of how poorly District Staff has implemented a 
recent set of bus schedule changes.  Three times, I’ve waited for a scheduled Route 10 
bus that never came, when I sought to return home from San Francisco.  I requested 
last Friday that the GGT call center have someone get back to me about the missed 
runs, but as of today, Thursday, I have not heard a response from GGT.  However, a call 
center operator informed me today that there had been a schedule change (actually, 
she identified it as a schedule printing error).

A transit rider trades the security of their own personal vehicle for a quasi-sacred 
promise that the bus will be there, if one is willing to wait for it.  If the agency changes 
the schedule, it has an obligation to make sure that:

• placards are prominently displayed in the appropriate coaches
• flyers are available and visible
• operators announce the schedule change at some point in the trip
• schedules distributed after the change have stickers on them indicating the changes

I have seen no evidence that any of these measures was implemented.  After being out 
of town over the Fourth of July weekend, I had gotten on a Route 10 bus last Friday and 
saw no flyers or placards announcing schedule changes.  I heard nothing from the 
operator.  These changes blindsided me.  The slipshod notification of the schedule 
change ignored at least two groups of riders:  the occasional rider, and the daily rider 
who was on vacation at the time of the changes. 

I feel this notification failure is a serious breach of trust with your riders--one that will sap 
the willingness of riders to use Golden Gate Transit.  When I discussed this with Helen 
Moore of Customer Relations, she seemed quite satisfied with GGT’s actions and 
procedures.  She appeared to me to not understand the transit rider’s perspective.  If 



one cannot depend on the printed schedule, one cannot use the service.  If one cannot 
receive a timely response to a question about something as serious as 2 missed runs, 
one cannot use the service.  (She informed me that a typical response would take ten 
days--a completely unacceptable response time when one might need that information 
the very next day to get to work.)

I’ve talked to a lot of operators recently, and it is heartening to see how many of them 
are patient, kind and genuinely helpful with their passengers.  On the other hand, I hear 
about more problems than can be chalked up to workplace grumbling.  My impression is 
that you have a good workforce, but that there are serious problems in management.  

A few examples:  Scheduling staff apparently doesn’t consult with operators about how 
realistic the scheduled trip times are.  The rollout of the new fare boxes was apparently 
badly bungled.  Out-of-date schedules are apparently thrown away and not recycled.  
Too many staff members apparently don’t ride transit themselves, so they don’t 
understand what it takes to provide good transit.

I hope you will use this issue of schedule change notification as a lens to take a fresh 
look at management personnel from the standpoint of how well they are serving your 
transit customers.  

Thank you for considering these comments.

   
Sincerely, 

      /s/  DAVID SCHONBRUNN

David Schonbrunn,
President

cc: Celia Kupersmith, GGBHTD
 Al Zahradnik, GGT
 Ron Downing, GGT
 Helen Moore, GGT
 Ray Messier, ATU




















