
National Transit Adaptation Strategy

Meet the Personas

Public Transit Rider Persona Journey Map

Persona A: the Transit System Navigator

Dedicated public transit riders rely on public 
transportation for their daily activities due to a lack 

of a personal vehicle or their inability or 
unwillingness to drive.
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Persona C: the Event Driven Explorer

Individuals who primarily use public transit for 
specific purposes, with a strong focus on attending 

events and reaching destinations where transit 
offers a more convenient and efficient option. 
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PLAN THE RIDE BETWEEN RIDES

Aman doesn’t own a 
car and needs to commute to 

his job, and using his city’s local 
bus network is part of his 

routine

Aman uses a real-time 
information app to check 

for delays – his bus is 
delayed by 5 minutes

Aman’s bus arrives, and it is more 
crowded than he’d prefer. The 

5-minute delay causes him 
to wait longer than 

usual at his 
transfer

Aman participates in community 
efforts to advocate for increased 

service on key corridors in his 
city to reduce crowding 

and improve 
transfers

Aman steps off the  
second bus and walks the 
final 5 minutes to his job 

without incident

Aman walks to the 
bus stop near his apartment. 

His route to work involves 
one transfer between 

two bus routes

TRANSIT SYSTEM NAVIGATOR

These individuals rarely, if ever, use public 
transportation. They may support public transit 

in principle, but they prefer to drive for their 
transportation needs.

Persona D: the Transit Sympathizer
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PLAN THE RIDE BETWEEN RIDES

Camilo's friend
suggests  taking a ferry boat 
to his city’s baseball stadium 

instead of driving as they 
have previously

Camilo and his friend park 
at the ferry terminal 

garage and queue at the 
ferry terminal gate

Camilo boards and buys a 
paper ticket and enjoys the 

views from the boat 
during the ride

Camilo is motivated to ride again 
and purchases a reloadable 

transit card online for 
future use

Camilo off-boards the 
boat and notices other riders 
using transit cards as they exit 

the ferry without incident

Camilo checks the game-day 
schedule and learns he can 

get free parking at the
 ferry terminal

EVENT DRIVEN EXPLORER TRANSIT SYMPATHIZER
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PLAN THE RIDE BETWEEN RIDES

Dana's car won’t start, 
but she has a meeting she

can’t miss. A repair would take too 
long and ride-hailing isn’t 
available near her house, 

but she knows a bus 
stops down the road

Once the bus arrives Dana 
realizes she doesn’t know how 

to pay her fare. The bus operator 
allows her to board as she 
downloads an app to pay 

her fare

The bus takes a similar amount of 
time as driving + parking and 

the seats are more 
comfortable than 

she expected

Dana is glad that the bus route 
exists and is newly motivated to 

support transit funding 
measures after 

her positive
experience

She off-boards in the 
city center and is only about 

10 minutes late to her meeting

She walks to the bus stop down 
the road and luckily finds a 

schedule posted that 
indicates a bus will 

arrive in 15 
minutes
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PLAN THE RIDE BETWEEN RIDES

Brianna is flying out of 
town but does not want to pay 

for long-term parking at the 
airport, so she decides to take 

the light rail instead

Brianna notices a discount 
code in the app for ride-hail 

trips ending at the light rail station 
which she uses to avoid a 15 
minute walk with a heavy 

suitcase

Brianna boards the light rail and 
rides to the airport without 
incident. The train is a bit 

crowded, but she’s 
able to get 

a seat

Dana is glad that the bus route 
exists and is newly motivated to 

support transit funding 
measures after 

her positive
experience

Brianna appreciates the 
light rail’s level boarding 
that allows her to roll her 

suitcase right off the train and 
makes her flight with time 

to spare

Brianna knows where the 
nearest light rail station is and 

uses an app to check for 
real-time delay info 

and to purchase 
her fare

VERSATILE TRAVELER

Individuals who make informed and strategic 
choices about which transit mode to use based on 
which is most convenient, and could choose public 

transit, cycling, ride-hailing services, or driving.

Persona B: the Versatile Traveler Persona C: the Event Driven Explorer

Individuals who primarily use public transit for 
specific purposes, with a strong focus on attending 

events and reaching destinations where transit 
offers a more convenient and efficient option. 
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