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WASHINGTON METROPOLITAN AREA TRANSIT AUTHORITY1

Customer Service 

Excellence Initiatives

Safety and Operations Committee
October 13, 2022
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WASHINGTON METROPOLITAN AREA TRANSIT AUTHORITY2

Purpose

▪Update the Board on initiatives to 

improve customer service and 

employee experience

Customer Service Excellence
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WASHINGTON METROPOLITAN AREA TRANSIT AUTHORITY3

Security Initiatives Fare Evasion Campaign

Clean Sweep
Station Customer 
Service Practices

Current Areas of Focus

Customer Service Excellence
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WASHINGTON METROPOLITAN AREA TRANSIT AUTHORITY4

Security Initiatives
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WASHINGTON METROPOLITAN AREA TRANSIT AUTHORITY5

“We’re Working Differently”
▪ Launch several public safety initiatives to strengthen and support customer safety and 

community service for those who use our transit system

▪ Foundation of MTPD policing strategy

— Education: Elevate community-oriented policing through development of rich community-
based organization partnerships

— Outreach: Address community need with the help of crisis-intervention specialists

— Enforcement: Use intelligence and data to address areas with complex security concerns

Security Initiatives
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WASHINGTON METROPOLITAN AREA TRANSIT AUTHORITY6

Operation “Helping Hands”

▪ Began September 12

▪ Strategically place officers throughout 
bus and rail system to increase 
visibility, reduce crime so customers 
and employees have a safer 
environment

▪ Officers riding trains and buses in 
intervals throughout the day – 14 on 
day shift and nine on evening shift

▪ Future expansion of community-
oriented policing for additional support

Security Initiatives
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WASHINGTON METROPOLITAN AREA TRANSIT AUTHORITY7

▪ Hire and deploy Crisis Intervention Specialists trained 
in mental health awareness, de-escalation 

▪ Pair with officers or operational staff 

▪ Link to services provided by local organizations

▪ 100+ applicants received to date; onboarding through 
February 2023

▪ Interviewers to include Dept of Health, Mayor’s Office, 
Metro Mental Health team, MTPD Community Services

▪ Peer input on deployment of similar program

40 Percent Increase in People Needing Mental Health Assistance

Addressing Mental Health

Security Initiatives
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WASHINGTON METROPOLITAN AREA TRANSIT AUTHORITY8

Fare Evasion Campaign
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WASHINGTON METROPOLITAN AREA TRANSIT AUTHORITY9

Communications and Education:  Fare Evasion Warning Campaign

▪ October 4, launched systemwide warning 
campaign

▪ Notices displayed on digital signs 
throughout the system

▪ English and Spanish versions posted in 
Station Managers’ kiosks

▪ Metro Transit Police (MTPD) officers and 
other Metro personnel will distribute 
physical fliers to fare evaders with same 
warning information

▪ Enforcement begins November

Fare Evasion Campaign
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WASHINGTON METROPOLITAN AREA TRANSIT AUTHORITY10

Clean Sweep
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WASHINGTON METROPOLITAN AREA TRANSIT AUTHORITY11

Cleaner Customer Facilities

▪ Improve the appearance of rail stations, 

bus loops and transit centers 

▪Detailed cleaning and moderate 

enhancement

▪ 71 of 91 stations complete (as of 

October 4)

▪Seven-week program

Clean Sweep
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WASHINGTON METROPOLITAN AREA TRANSIT AUTHORITY12

BEFORE AFTER

Pressure Wash Bus Shelters

Clean Sweep - Southern Ave Bus Loop
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WASHINGTON METROPOLITAN AREA TRANSIT AUTHORITY13

BEFORE AFTER

Relamp Recessed Lights

Clean Sweep - Morgan Boulevard Station
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WASHINGTON METROPOLITAN AREA TRANSIT AUTHORITY14

BEFORE AFTER

Relamped Escalator Side Lights

Clean Sweep - Potomac Ave Station
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WASHINGTON METROPOLITAN AREA TRANSIT AUTHORITY15

BEFORE AFTER

Clean Mezzanine Floor

Clean Sweep - Dunn Loring Station
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WASHINGTON METROPOLITAN AREA TRANSIT AUTHORITY16

BEFORE AFTER

Pressure Wash Granite Edges

Clean Sweep - Rosslyn Station
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WASHINGTON METROPOLITAN AREA TRANSIT AUTHORITY17

BEFORE IN PROGRESS AFTER

Clean Platform Floors

Clean Sweep - Rosslyn Station
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WASHINGTON METROPOLITAN AREA TRANSIT AUTHORITY18

Station Customer

Service Practices
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WASHINGTON METROPOLITAN AREA TRANSIT AUTHORITY19

Peer Review

▪ Convene panel of industry experts through the 
American Public Transportation Association (APTA)

• October 17-21 (Mon – Fri)

▪ Opportunities to improve customer service in 
stations looking at best practices in:

• Hiring

• Supervision

• Training

• Staffing model

• Technology

• Policies, procedures and technology

Station Management Practices

NYCT, British Columbia Rapid Transit Company, 

London Underground, Toronto Transit Commission
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WASHINGTON METROPOLITAN AREA TRANSIT AUTHORITY20

New Customer Experience Liaison

▪ Highly-visible uniformed presence to 

proactively engage and assist customers

▪ Liaison between Metro, the customer and 

the community

▪ Monitors activities in and outside of stations 

and on trains, platforms and buses during 

revenue service

▪ Assists during special events and service 

disruptions

Station Management
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