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From: Ian Griffiths
To: boardofdirectors@bart.gov; Board (@caltrain.com)
Cc: Robert Powers; Bouchard, Michelle
Subject: It"s time to fix Millbrae
Date: Sunday, May 8, 2022 12:20:30 PM

You don't often get email from ian@seamlessbayarea.org. Learn why this is important

ATTENTION: This email came from an external source. Do not open attachments or clickon links from unknown senders.

To the Caltrain & BART Board of Directors: 

As a transit-dependent rider of both of your services, and on behalf of Bay Area transit riders,
I urge you to develop a joint strategy to facilitate seamless connections between your services
at Millbrae.  

As you chart a course to ridership recovery, fixing this link is one of the most effective things
you could be doing to build rider confidence back. 

As I shared on Twitter, yesterday May 7th, I had a tight, and ultimately unsuccessful and
incredibly frustrating connection to make at Millbrae, going from BART to Caltrain.
https://twitter.com/icgee/status/1523050205511241728?s=20&t=GDguD4gOo2NPQ-ZXBPVL6Q

I had planned my trip in advance with some 'slack'; I had picked a BART train that
would have given me 15 minutes to make the connection to Caltrain. But, due to a BART
service disruption, that transfer was going to be a close call.

As you can see in the video, the Caltrain was not at the normal southbound platform on the
west side of the station; instead, it was waiting on the east side, which is the northbound
platform. No announcement was made on the BART train about this.  There was no obvious
sign about this change on the journey between the two platforms; the only point when a
rider learns about this change is once you have arrived on the southbound Caltrain platform;
and then, only occasionally, do the real time displays indicate that the southbound trains are in
fact on the northbound platform.  (Keep in mind that when a train is not moving, it is
impossible to know what direction it is going in - so even though I saw there was a train on the
Northbound platform, my assumption was that it was a northbound train, not a southbound
train.)

Obviously, for a tight connection, only providing this information on the platform is too late -
I missed my train.  And I was running.  Imagine how a person who had difficulty walking or
who required use of the elevator would navigate this, and how long it would take them to
backtrack after realizing they were waiting on the wrong platform.  

It doesn't have to be this way. In my view the following several actions could improve this
situation and put the customer first:

(1) BART train operators running trains into Millbrae should be given accurate information
about the next Southbound Caltrain trains - both when they are expected to arrive and what
platform customers should go to in order to wait for them.  If, as was the case yesterday, the
train is right across the platform, operators should instruct riders to simply walk across the
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platform, through the fare gates, to make thier connection, instead of going up and over.  This
should be done in the same way that BART operators give clear instructions to passengers
transferring between two lines of the BART system, such as at MacArthur or 19th St.
Oakland.  (A BART train operator on twitter indicated that this is definitely doable)

(2) In turn, Caltrain - especially during midday and on weekends when service frequency is
low and there is plenty of slack in the schedule - needs to have a transparent policy of actually
holding trains for passengers when a BART train is within a minute or two of arriving. It was
not actually obvious to me that, even if I had picked the right platform initially yesterday, that
I would have been let on the train - the Caltrain doors actually looked closed already when I
got off the BART train.  A type of transparent 'connection guarantee' campaign would do a lot
to build the confidence of riders.  Imagine something like "Making a tight connection?  We'll
hold the Caltrain for BART trains at Millbrae arriving within x minutes, when the next
Caltrain isn't for more than 30 minutes, so that you can make your connection" - or something
like that.  I guarantee you'd get a lot of great free PR and love from riders if you came out with
a policy like that - and actually delivered on it.

(3) Both agencies must provide much better signage -- both static and real time - in an
integrated way.  While the BART operator could have made an announcement as the train was
pulling in about the Caltrain train status and location, lots of people still wouldn't have heard it
- they might not be paying attention, or they might have a disability where they can't hear. 
Clear signage should be provided at the key decision points where passengers need to make a
decision.  At Millbrae, this is both at the bottom of the stairs on the BART platform, and on
the concourse (bridge) level.  

A quick fix for this in the near term would be a sandwich board at the bottom of each of the
stairs/escalators and by the elevators that instruct riders looking for Southbound Caltrain trains
which platform to go to.

A more permanent, longer term fix would be installing large real time screens at these key
decision points - showing in very large type what the next Caltrain trains are and which
platforms they're on.

I'm grateful that BART and Caltrain staff have actually worked to align, and promote
integrated schedules at Millbrae.  However, this is only part of the solution - as my experience
demonstrates, schedule disruptions are common, and there needs to be a common approach to
communicating with customers on how they can make connections.  

As a closing idea, I'd like to propose a joint visit to Millbrae station with a subset of BART
and Caltrain board directors, senior staff, and riders.  I'd propose a walkthrough of the actual
connection on a weekend or during midday when there is a platform change.  I'd be happy to
organize a set of riders to join us if this is something any of you would be interested in - please
reach out to ian@seamlessbayarea.org if you agree this would be a valuable activity.

Ian

-- 
Ian Griffiths
Co-Founder & Director, Seamless Bay Area
415.741.8616

https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Ftwitter.com%2Fcurtisalvin%2Fstatus%2F1523363184823848960%3Fs%3D20%26t%3DGDguD4gOo2NPQ-ZXBPVL6Q&data=05%7C01%7CBoardCaltrain%40samtrans.com%7C2c7b8449635b40adf0d608da3127c5d8%7C1a34d2f711e24a45b4cd47ceeb1d21be%7C0%7C0%7C637876344297380928%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C2000%7C%7C%7C&sdata=ALHNUd22TmvJSWoKEXWX6zq57OBb6ozGwx9H7pLfCow%3D&reserved=0
mailto:ian@seamlessbayarea.org


www.seamlessbayarea.org

https://gcc02.safelinks.protection.outlook.com/?url=http%3A%2F%2Fwww.seamlessbayarea.org%2F&data=05%7C01%7CBoardCaltrain%40samtrans.com%7C2c7b8449635b40adf0d608da3127c5d8%7C1a34d2f711e24a45b4cd47ceeb1d21be%7C0%7C0%7C637876344297380928%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C2000%7C%7C%7C&sdata=9zYHvVf59xGEjxelGaLF9tXzDVGcr9ZQD70kFxW7nLw%3D&reserved=0






From: Shirley Ingalls
To: Board (@caltrain.com)
Subject: Service/Fares
Date: Thursday, May 12, 2022 8:07:06 PM

You don't often get email from ingallssk@yahoo.com. Learn why this is important
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As a regular rider for many years, until the pandemic hit, I'm writing to urge you not to cut service or raise
fares because, if you do, it will discourage me and others from getting back into habitual ridership. So,
please decide to maintain a regular schedule of several trains an hour and keep the fares as they are
now.  If you do, I will definitely start using the train again as my regular mode of transport.

Thanks,

Shirley Ingalls
Mountain View
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