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Agenda
Time Item

5:30 p.m. Welcome

5:40 p.m. Summer Service Cuts: Intercept Survey Results

6:00 p.m. SFMTA’s Budget Outlook

6:30 p.m. Muni Equity Strategy Update

6:40 p.m. 2025 Title VI Program Update

7:00 p.m. Meeting adjourns
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June 21, 2025 Service Change 
Survey Findings

Prepared by Transit Performance and Technology (TPAT)

October 2025



Survey Instrument & Methods

• Intercept survey conducted in August

• SFMTA posted posters, sent e-blast to route 
subscribers staff rode lines and offered riders QR 
code to complete digital survey 

• Staff had paper surveys on hand for riders 
without smartphones

• Survey available in English, Spanish, Traditional 
Chinese and Filipino

• 818 responses collected



Impressions of Muni Service
• Impressions of Muni service remain positive when directly asked about a trip

• Across all lines, most respondents rated their trip as Excellent, Good, or Fair

• No line significantly deviated from this, but 5R Fulton Rapid and 9 San 
Bruno stand out as outliers for discussion

Line Excellent Good Fair Poor

5 Fulton
22% 33% 30% 15%

5R Fulton Rapid
19% 28% 28% 23%

6 Hayes-Parnassus
32% 39% 17% 12%

7 Haight-Noriega
13% 42% 25% 19%

9 San Bruno
12% 26% 44% 17%

9R San Bruno Rapid
21% 33% 26% 19%

31 Balboa
22% 35% 27% 14%

Frequent riders by line when asked: “Overall, how would you describe this trip?”

*Excludes small percentage of riders who said they didn’t know or weren’t sure



Impressions of Service Changes
• Respondents were less positive when asked about their experience after the 

change

• Approximately half of riders said their overall experience had worsened

• This figure was ~70% for the 5 Fulton and 5R Fulton Rapid

Line
It has not 
changed

It is somewhat 
better

It is much 
better

It is somewhat 
worse

It is much 
worse

5 Fulton 28% 7% 5% 30% 28%

5R Fulton Rapid
24% 3% 2% 32% 38%

6 Hayes-Parnassus
25% 14% 8% 30% 19%

7 Haight-Noriega
25% 2% 5% 31% 36%

9 San Bruno 45% 5% 2% 27% 20%

9R San Bruno Rapid
50% 2% 2% 19% 24%

31 Balboa 31% 1% 10% 24% 30%

Frequent riders by line when asked: “How has your experience on this route changed?”

*Excludes small percentage of riders who said they didn’t know or weren’t sure



Transfers
• 150/818 respondents 

added a transfer to their 
typical trip after the service 
change

• Those who added a 
transfer were slightly more 
likely to say the change 
was negative

• Respondents indicated that 
adding a transfer increased 
their trip travel times and 
that the transfers were 
more inconvenient than not

Count Percentage

Increased less than 5 minutes 11 7%

Increased by 5-10 minutes 46 30%

Increased by 10-15 minutes 47 31%

Increased by 15-30 minutes 38 25%

Increased by more than 30 minutes
4 3%

No impact 3 2%

Count Percentage

Very inconvenient 72 47%

Somewhat inconvenient 43 28%

Neither convenient nor inconvenient
13 9%

Somewhat convenient 19 12%

Very convenient 6 4%

Riders who added a transfer when asked about a change in their travel times.

Riders who added a transfer when asked to describe their transfer experience



Crowding
• Perceptions of crowding after the 6/21 change varied between lines

• Riders on the 5/5R and the 7 reported more crowding than those on other lines

• Respondents mostly only reported that crowding was the same, or it was greater. 
Few respondents said crowding decreased.

• Increased crowding on the 7 could be attributed to riders switching from other 
lines

Line
The bus is much 
less crowded

The bus is 
somewhat less 
crowded

Crowding is about 
the same

The bus is 
somewhat more 
crowded

The bus is much 
more crowded. 
Riders are not able 
to board at some 
stops

5 Fulton 3% 3% 26% 23% 45%
5R Fulton Rapid 0% 3% 16% 21% 59%
6 Hayes-Parnassus 6% 12% 45% 28% 10%
7 Haight-Noriega 0% 3% 20% 33% 43%
9 San Bruno 2% 2% 45% 27% 25%
9R San Bruno Rapid 0% 0% 43% 24% 33%
31 Balboa 3% 5% 46% 23% 23%

Frequent riders by line when asked how crowding changed.



6 Hayes - Parnassus
• Reactions to the new 6 Hayes – 

Parnassus line were mixed

• A third of riders thought it was better 
than expected, a third thought it met 
their expectations, and 25% thought it 
was worse. The rest weren’t sure

• Half of these riders said it was 
convenient

• Many riders indicated it increased 
their travel times. There was no 
answer available to say it decreased 
their travel time

Count Percentage

Don't know / not sure 14 9%

Increased less than 5 minutes 13 8%

Increased by 5-10 minutes 22 14%

Increased by 10-15 minutes 29 18%

Increased by 15-30 minutes 19 12%

Increased by more than 30 minutes 4 3%

No change 57 36%

6 Hayes-Parnassus frequent riders when asked how the new 
line changed their travel times



Notification

• Most respondents learned 
about the change from 
posters, onboard audio, or 
simply riding the bus after 
6/21

• Audio announcements were 
lengthy, but they proved 
effective

• Other notification tools were 
less effective

Medium Respondents Percent

Poster at a Muni stop 556 68%
Announcement on Muni 220 27%
On or after June 21, when I took the bus 191 23%
SFMTA.com 125 15%
Digital display at a stop 110 13%
Newsletter article 92 11%
Community-based organization 84 10%
Instagram 72 9%
Staff at a stop or on a bus 63 8%
TV news 51 6%
None of the above 39 5%
Don’t know / not sure 34 4%
Newspaper ad 31 4%
Meeting 28 3%
TikTok 21 3%
Elected official 20 2%
X (formerly Twitter) 18 2%
Radio news 14 2%
Digital ad 13 2%
BlueSky 12 1%
YouTube 10 1%

Of 818 responses, only 34 indicated they heard about 
the change in a language other than English.



Sentiment Analysis

• Sentiment analysis used key words 
and topic modeling to identify 
common themes, suggestions, and 
assign a sentiment score.

• Overall sentiment and feedback 
keywords trended negative

• Riders expressed frustration, 
dissatisfaction with the changes, and 
feelings of inconvenience

• Themes similar across all questions

Respondents had four opportunities to provide direct 
feedback:
- “Why did you describe your overall experience this 

way?”
- “Why did you describe your transfer experience this 

way?”
- “What feedback do you have about the new 6 

Hayes-Parnassus route?”
- “What feedback do you have about the information 

you received on this change?”

Frequent Suggestions Supporting Entries

Restore direct routes to downtown 170

Increase bus frequency 66

Improve transfer coordination 93

Enhance safety at transfer points 16
Provide clearer signage and 
communication 74

Consider equity impacts
17



Sentiment Analysis - Transfers

Feedback and themes related specifically to transfers:

- Loss of single seat rides

- Added walking distance

- Unreliable connections, transfers are stressful and unpredictable

- Lack of clear signage at transfer points and inconsistent information

- Safety concerns about transfer points, especially at night

- Suggestions include more frequency, more signage and maps, online 
“how to transfer” resources, and lengthening routes to hit more central 
transfer points like Powell



Demographics
Race Count Percentage

Asian and/or Pacific Islander 147 18%
Black and/or African American 34 4%
Hispanic and/or Latinx 93 11%
Middle Eastern and/or North African 13 2%
Native American 13 2%
White 414 51%
Another race or ethnicity 14 2%
Don't know/not sure 8 1%
Prefer not to answer 62 8%

Gender Count Percentage
Female 383 51%
Male 295 39%
Transgender 10 1%
Gender Non-Binary 19 3%
Another Gender 3 0%
Don't know/not sure 2 0%
Prefer not to answer 36 5%

Primary Language at 
Home Count Percentage
English 675 85%
Cantonese 19 2%
Mandarin 8 1%
Spanish 40 5%
Filipino and/or Tagalog 8 1%
Russian 6 1%
Vietnamese 4 0%
Another language 22 3%
Don't know/not sure 2 0%
Prefer not to answer 12 2%

Income Count Percentage
Less than $10,000 41 6%
$10,000 to $24,999 47 7%
$25,000 to $49,999 62 9%
$50,000 to $74,999 84 12%
$75,000 to $99,999 70 10%
$100,000 to $124,999 76 11%
$125,000 to $149,999 39 5%
$150,000 to $174,999 28 4%
$175,000 to $199,999 29 4%
$200,000-$299,999 53 7%



Lessons Learned

Service Changes
- Physical media reaches the most riders
- Continue to focus on improving outreach in languages other than 

English

Surveys
- Ask fewer, richer questions
- Structure questions for easier analysis
- Design survey to get less constrained feedback



Responding to Feedback
5R Fulton Rapid Post-June Crowding

Intercept Survey & Customer 
Feedback
• 71% of 5 Fulton respondents and 

80% of 5R Fulton Rapid respondents 
said the bus is somewhat or much 
more crowded

• Almost 60% of 5R Fulton Rapid 
respondents said riders are not 
able to board at some stops

• 15 overcrowding 311 feedback 
received 
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Recommendations
• Increase frequencies during the peaks
• When extra operators are available, provide additional trips

Crowding Data
• Demand has shifted from the local to 

rapid route
• Crowding increased on rapid, 

decreased on local

5R5% Crowded Trips



Questions?
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SFMTA’s Budget Outlook



Transit is critical to San Francisco’s vitality

• Muni serves over 
500,000 riders every 
day 

• Approximately 27% of 
SFUSD students, 
roughly 14,000, take 
Muni to get to and from 
school 

• Muni accounts for 
almost 50% of transit 
ridership across the 
nine-county bay area 
region. 

Muni Equity Working Group | 10.23.25



Muni is core to San Francisco’s identity

The City takes over the private rail lines 
as they go bankrupt, creating the 

“Municipal Railway.” Affordable, space-
efficient transportation is not free-

market-supported

SF passes the “Transit First” policy, 
establishing transit as the preferred 

mode of travel in the City

SF is incorporated as a city

1850 1873

Cable cars invented to climb SF’s hills

1912 1973

Muni Equity Working Group | 10.23.25



Transit only works with local support 

Source: 2022 - 2023 NTD Annual Data - Funding 
Sources. Includes operating budget for transit services.

State funding as a percentage of operating expenditures, selected US transit agencies 
(2023 NTD Reporting Year)

Muni Equity Working Group | 10.23.25



Source: FY14-15 Original Budget, passed by Board of Supervisors July 2014. Parking tax reflected as CCSF revenue source. 

So we funded Muni locally  

Voters pass Prop E, which diversifies transit funding 
and ties it to the City’s broader economy

FY 14-15 Budgeted Revenue

1999

Muni Equity Working Group | 10.23.25



Until the world changed

Source: SF Chronicle

2025 Work from home changed travel patterns, disrupting 
our funding framework

Muni Equity Working Group | 10.23.25



The old approach to funding is not enough

Source: FY25-26 Original Budget, passed by Board of Supervisors July 2024. 

(the FY15 figures have been adjusted to current year dollars)

Budgeted Parking and Fare Revenues Over 
Time (in CY Dolla rs )

Muni Equity Working Group | 10.23.25



We’re not alone – other transit 
agencies are facing huge deficits

SEPTA in Philadelphia, Pennsylvania is facing 
a $200 million annual shortfall. 

TriMet in Portland, Ore. is looking at a $300 
million deficit. 

Chicago area transit agencies, including the “L” 
service, are staring down a deficit of 
nearly $800 million that could result in up to 
40 percent of service to be cut. 
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Source: Planetizen article: The Wave of Transit ‘Fiscal Cliffs,’ Explained. 

Muni Equity Working Group | 10.23.25

https://www.planetizen.com/features/136056-wave-transit-fiscal-cliffs-explained#:%7E:text=A%20perfect%20storm%2C%20long%20brewing,they%20simply%20worsened%20existing%20challenges


Muni has been adapting

Increased Revenues Projected Revenues

Projected $18M increase in FY26 
from parking revenue 
optimization

Approximately $13M year 
over year actual transit revenue 
growth from FY24 to FY25

Muni Equity Working Group | 10.23.25



Muni has been adapting

Demonstrated Fiscal Discipline
$120M/year personnel savings through a hiring freeze, 
consolidating functions, and reducing management.

Surgical Service Reductions 
$7M saved through summer 2025 service adjustments, 
but no route eliminations.

Investments that Pay for Themselves 
$10M annual savings starting FY25 thanks to transit 
priority and reliability upgrades.

Muni Equity Working Group | 10.23.25



But we can’t cut our way to success

People ride transit when it works well and 
goes where people need to go, conveniently

Degrading service means fewer people choose 
transit, increasing congestion and further 
reducing revenues and resulting in the need for 
additional cuts

Muni Equity Working Group | 10.23.25

   



Without new funding, SFMTA will need to 
severely cut Muni service

What reduction in Muni service 
could look like:  
• Suspend Muni lines with 

lower ridership: Remove 
entire routes from the system.

• Reduce schedule frequences 
up to 50%: Your wait time 
doubles. 

• Scale late-night service way 
back: Consider an evening 
transit curfew. 

• Eliminate or reduce Muni 
fare discounts: Free Muni for 
Youth, Low-Income discounts

Muni Equity Working Group | 10.23.25



We need long-term solutions
The Muni Funding Working Group overwhelmingly 
supported the following approach:

• No Service Cuts
• Further administrative efficiencies that identify on-going 

cost savings
• A regional sales revenue measure
•  A local revenue measure

Package Name % Top Choice

A Preserve Muni & Street Safety – Big at the Ballot in 2026 69%

B Preserve Muni & Street Safety – Multiple Ballots over Time 19%

C Protecting Muni Service – Minimizing Cuts for Riders 6%

D Finding Revenues through Parking 6%

E Cuts Due to Less Opportunity at the Ballot 0%

F Fewer Options, More Cuts 0%

Muni Equity Working Group | 10.23.25



A sustainable approach is needed that 
balances revenue and expenditures

Cost Reductions/Efficiencies: Reducing 
expenditures across all divisions and 
implementing efficiency improvements on an 
ongoing basis. 

Regional Revenue Measure: The Connect 
Bay Area Act allows San Francisco to pursue a 
full one-cent sales tax increase to maintain 
Muni. If passed by voters, we expect Muni to 
receive ~$160M per year to address the 
structural deficit.

Local Revenue Measure: Seeing that the 
regional measure will not fully provide the 
revenue needed to maintain Muni service, a 
local parcel tax is needed to close the gap.

One-time Sources: There is a need to identify one-time funding sources to bridge to the 
revenue measures. 

Muni Equity Working Group | 10.23.25



Regional revenue measure will help resolve some of the deficit in 
the out years as well as additional self-help measures

A local revenue measure is critical 

Muni Equity Working Group | 10.23.25



Success requires all of us.

PHOTO CREDIT: SPUR

Muni Equity Working Group | 10.23.25
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Muni Equity Strategy Update



Muni Equity Strategy Update

• SFMTA’s Muni 
Service Equity Policy 
requires Equity 
Strategy Update 
every two years 
ahead of the two-
year budget cycle

• Working on update 
for upcoming 
Budget Cycle

• Will continue to 
work on 
Systemwide Service 
Evaluation work 



Muni Equity Strategy & 
Systemwide Service Evaluation Work 
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Fall/Winter

• Collect feedback on defining 
transit service need

• Collect feedback route-level 
and systemwide transit 
performance & service needs

• Establish policy for prioritizing 
service needs

• Review draft Muni Equity 
Strategy Update 

Spring

• Seek SFMTA Board approval on 
final Muni Equity Strategy for 
FY26-27 & FY27-28 budget 

• Budget will be presented to the 
mayor by May 1

Updated Evaluation: 
Further operationalize Muni Service Equity 

Policy by incorporating route-level and 
system-level needs. 
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2025 Title VI Program Update



2025 Title VI Program Update

SFMTA Board of Directors Meeting

November 4, 2025
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Overview

• As a public transit agency that receives federal funds from 
the U.S. Department of Transportation (DOT) through the 
Federal Transit Administration (FTA), the San Francisco 
Municipal Transportation Agency (SFMTA) is required to 
uphold Title VI of the Civil Rights Act of 1964.

• Under Title VI, federally funded agencies cannot deny the 
benefits of, or participation in, programs or activities that 
receive Federal financial assistance on the basis of race, 
color or national origin.

• The SFMTA assesses the needs of its customers who 
have limited ability to read, speak, write or 
understand English to ensure our programs and 
services are accessible. 

• The effects of our programs on communities with 
limited income is also taken into account. 
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2025 Title VI Program Update

• Title VI compliance is monitored by the Federal Transit 
Administration (FTA) 

• Program Updates are due every three years as 
required by FTA Circular 4702.1B

• Updates include both General Program and Transit-
Specific Requirements, as detailed in the Circular 

• The 2025 Title VI Program Update must be reviewed 
and approved by MTAB and submitted to the FTA by 
December 1, 2025 
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General Program Requirements

• Title VI Notice to the Public
• Title VI Complaint Procedures 
• Public Participation Plan 
• Language Assistance Plan
• Membership of Non-elected Committees and 

Councils



Notice to the Public and Title VI 
Complaint Procedures 
• SFMTA Website

• SFMTA Offices and 
Public Access Areas

• Vehicles and Transit 
Stations

• Public Information 
Materials

• Foldable Transit Maps

41
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Language Access and Public Participation
• Language Assistance Plan (LAP)

• How we assess and meet the needs of our limited-English 
proficient (LEP) communities within our service area and what 
language access tools are preferred for communication

• Limited English Proficient (LEP) persons refers to those for 
whom English is not their primary language and who have a 
limited ability to read, write, speak, or understand English. It 
includes people who reported to the U.S. Census that they 
speak English less than very well, not well, or not at all. 

• Public Participation Plan (PPP)
• Details the tools and methodologies we use to engage 

community partners and riders early and continuously in our 
decision-making processes, preferred meeting topics and 
venues and how participants prefer to provide feedback
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PPP and LAP Data Collection Efforts
• Public Engagement and Language Assistance Survey in 10 

languages (over 7,300 collected)

o Promoted via SFMTA.com, text and email blasts, CBO 
partnerships, Community Conversations, social media, 
intercept surveys

• CBO Leadership Interviews (35)
• Community Conversations (9) 

• Includes sessions conducted in Spanish, Cantonese, 
Filipino and Vietnamese

• Other data sources: analysis of Language Line data, 
Census and school data, paratransit application information
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Preliminary Insights from CBO Leadership 
Interviews and Community Conversations
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• Muni continues to be the primary mode of transportation for LEP 
clients and community

• Traditional information sources such as signage and information 
at bus stations and stops maintain significant relevance

• Aim to communicate at a 5th-grade reading level (city standard) 
or below to accommodate literacy rates of LEP populations

• LEP individuals rely on trusted interpersonal networks and 
community organizations for Muni information

• Consider increasing communications that include audio 
announcements, simple visual elements and icons, QR codes 
linking to audio or translated content and culturally adapted 
materials beyond direct translation 

• Continue working with CBOs to improve Muni safety and increase 
service outreach



Transit Provider Requirements
• Service Standards and 

Policies
• Demographic and Service 

Profile Maps and Charts, and 
Ridership Information

• Documentation of Public 
Engagement Process for Title 
VI Transit Policies

• Disparate Impact, 
Disproportionate Burden, 
Major Service Change

• Fare and Service Equity 
Analyses from 2022-2025

• Service Performance 
Monitoring

46
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FTA Circular 4702.1B Definitions

FTA Terminology Definition Source

Minority Census 
Block Group

Census block group where proportion of 
residents who self-identify as any race/ethnicity 
other than white, not Hispanic or Latino is equal 
to or greater than the city-wide population 
of 62%.

ACS 2019-2023 
Five-Year 
Estimates 

Minority Route Routes where ridership consists of trips made by 
individuals who self-identify as any race/ethnicity 
other than white, not Hispanic or Latino at a 
rate higher than the systemwide average of 
68%.

2025 Muni 
Onboard Survey 
Data

As required, SFMTA incorporates the terminology and definitions in FTA Circular 4702.1B



Demographics of Service Area
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FTA Circular 4702.1B Definitions

FTA Terminology Definition Source

Low-Income 
Census Block 
Group

Census block group where proportion of people 
who live in a household whose total income is 
below 200% of the federal poverty level is equal 
to or greater than the city-wide population 
of 21%.

ACS 2019 – 2023 
Five Year Estimates

Low-Income 
Route

Routes where ridership consists of trips made by 
individuals who live in a household whose total 
income is below 200% of the federal poverty 
level at a rate higher than the systemwide 
average of 42%.

2025 Muni 
Onboard Survey 
Data

As required, SFMTA incorporates the terminology and definitions in FTA Circular 4702.1B



Demographics of Service Area
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Service Performance Monitoring

• As part of Title VI program requirements, SFMTA 
is required to monitor service performance of:

• Minority routes compared to Non-Minority routes
• Low-income routes compared to Non-Low-Income 

routes 

• Disparate impact (based on race) or 
disproportionate burden (based on income levels) 
is found if the results between the route 
classifications is greater than 8%

• Monitoring based on SFMTA’s Service Standards 
and Policies

51



Service Standards

52

Standard Type Service Standard

Vehicle Load Vehicle load at Max Load Point should not exceed 
planning capacity

On-Time 
Performance

• Muni Metro, Rapid & Frequent Local Routes: 
Less than 14% of trips with a service gap

• Grid, Circulator, Specialized, and Owl Routes: 
85% on-time (schedule adherence) 

Policy Headways Scheduled headway should meet the defined policy 
headway minimum per route service category and 
time period
*Specialized Routes: Headways are based on service 
demand

Service Coverage All residential neighborhoods within ¼ mile of Muni 
stop



Service Policies

• Service Policies 
Monitored

• Vehicle Assignment
• Transit Amenities

53

Policy Type Policy Standard

Vehicle Assignment Assign vehicles in a manner that prevents 
discrimination to minority and low-income 
communities and considers technical criteria

Transit Amenities • Stop Markings and Flags

• Stop IDs

• Shelters and System Maps

• NextBus Display

• Station- Underground rail only



Service Performance 
Monitoring Findings
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Standard/Policy 
Type

Disparate 
Impact

Disproportionate 
Burden

Vehicle Load No No

On-Time 
Performance

No No

Policy Headways No No

Service Coverage No No

Vehicle 
Assignment

No No

Transit Amenities No No



Questions?



56

Next Meetings

• December 2025 Meeting
• Winter 2026 Service Changes & Potrero Closure 

Update
• Continue Systemwide Evaluation Work

• January – April 2026
• Begin to meet monthly
• Every other month will switch between the 

Agency’s Budget and Systemwide Service 
Evaluation
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