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Building A Better Customer Experience

Strategic Transformation Plan

Service Excellence: Modernizing Expand customer-centric
and enhancing end-to-end @

_ regional mobility to
customer experience to keep and Y v
grow ridership

information across services

* Build a Customer Experience

practice Proactively engage with the

* Improve wayfinding =3/ community and with regional
transit partners

* Focus on technology upgrades
and digital infrastructure
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Building A Better Customer Experience
Industry Trends

Industry peers are re-thinking how they
present their systems to customers

Clear, unified information builds a more
Inclusive transit network

Your transit service lineup.

Information for Sound Transit employees and transit partners

POG® O BIEHR 0O

1Line 2Line 3Line 4Line T Line S1 Line S2 Line S3 Line N Line S Line
Link light rail Tacoma Link Stride bus rapid transit Sounder rail

Sound Transit service is growing, and to keep up with the growth we have a new and simpler
way of naming our train and bus rapid transit lines. Beginning in Sept. 2021, Sound Transit
will begin augmenting branded names with lettered and numbered line names.

LA, meet our new lineup.

Metro has updated rail and busway line names. We've added a letter to help our riders
choose their journey.

Metro is growing.

That's great news for LA, because we have big plans for new rail and busway lines. We've updated our names
so it's easier for everyone, including riders with visual impairments, to get where they need to go. So, what's
new? We added letters to the color and symbol for rail and busway lines

Look for line letter signs.

You will see the addition of letters to line colors on station signage, maps, timetables, posters, our website,
other digital platforms and everywhere else you find our colored dots and squares.

A Line B Line CLine
D Line E Line G Line
JLine K Line
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Building A Better Customer Experience

Together: As A Region

Metro is at the centerofa Invitation to participate in a
comprehensive regional mobility @ regional workshop to improve
network customer information &
wayfindin

Support growing regional transit Y J
ridership

_ _ D Increase region’s value to
Attract new or infrequent riders by T Vo
making transit easier to navigate = e even’,c organizers ’
and access
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Building A Better Customer Experience

Customer Journey Mapping

Navigate

Consider

Plan

Ride

Post-Travel
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Building A Better C ustomer Experience

Customer journey: CONSIDER

POST-

OUR GOAL OUR CHALLENGE
We need people to choose Metro

In our digital world, rare negative

Market with these brand propositions: incidents often overamplified

Transit is faster, Competing with 1-click

safer, cheaper, and transportation options

more sustainable than other modes Winning lapsed customers back
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Builo ||i‘i| A Better Customer Experience

Customer journey: PLAN

POST-

OUR GOAL OUR CHALLENGE
Showcase our bus and rail network; Today's maps are outdated, not
regional partner connections region-first... route-to-route instead

. . _ , of point-to-point travel
Build confidence in frequent services

Metrobus & Metrorail siloed
Announce loudly when service changes

occur Technology is antiquated,

preventing One Metro voice for
customer information
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Building A Better Customer Experience

New Trip Planning Technologies

MetroPulse launched to provide real-
time updates for Metrorail and
Increase transparency e

= Menu () Line Status (Ij] SystemMap 7 Performance Dashboard () Feedback

RO A D M A I Destination Destination Destination Destinal

Glenmont Shady Grove New Carroliton Vienna
ORANGE

Average Time Between Trains () Average Time Between Traing

et ro u S I s a No MetroAlert No MetroAlert
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* “10/(Bicantains) « 2 (6-car trains|
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* Mobile app & real-time customer
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Destination Destination Destination Destinat
Mt Vernon Sq  Huntington Fort Totten Brancll
Average Time Between Trains () Average Time Between Trains ()
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Building A Better Customer Experience

The Plan for Planning

Re-imagining how we showcase the
Metrobus & Metrorail network
together this winter

(online, app, in-station, bus stop)

ROADMAP
Establish clearer connections to

MARC, VRE, regional buses, airports,
Purple Line and bikeshare in 2024

Neighborhood Connections ™
L3414 | 'Enfant Plaza

I us c.pmg
2
(@ Smithsonian ot

Jefterson Dr A3 verterson orsw

< Independence A SW, Gaer g - New Jersey Av SE

Independence Av: 12 5t s L’Enfant Plaza 6 StSW o] Firet SESW L s oS g
148t SW @@ y SR
© B

i ®
: School St
TTTTT " O = sw
BBBBB AR
J I dGstsw : Gstsw /\\\\ <
| ( \
R v o 2, : ISt48tsw T ]
15tsw
e — - —
2 esley PISW. |
,, \ 5 [T ;IT ; | ‘
St-Maine AvSW \e, . . Kstsw /
. N\ : /|
£ X ; A _
e A 4’0 Waterfront M St Sw ‘ uns
Mansscas, Focichsbur, %, e @ ot s 5t S
Mstsw- MStSW-|  Del'ware AvSW, ] i South
C5isw 4srsw| ikl / garentt Caplil ot
- M 3
| /a
>, e NStsW -
J‘ -&1301-131,1 W,
& .
| ‘-./L
Canal StSW
=sari T varsisw
H !

wmata.com
Information: 202-637-7000 | TTY: 202-962-2033
Metro Transit Police: 202-962-2121 | Text: MYMTPD (696873)
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Builo ||i‘i| A Better Customer Experience

Customer journey:

PAY

2D

POST-

OUR GOAL
Easy, mobile-first payments

OUR CHALLENGE
SmarTrip app is too cumbersome

Establish more customer friendly policy ~~ Fare vending machines are
like fare capping outdated
Treat SmarTrip like a regional currency, “Card Based" system vs "Account

beyond transit

Based System" limits customer
features, regional partnerships
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Building A Better Customer Experience

Customer journey: PAY

POST-

Never lose your

Market SmarTrip in Wallet, encourage SmarTrip again.
buying fares before arriving this fall Add SrarTip to

Apple Wallet today.

New Metrobus fareboxes, rear-door
boarding this year

ROADMAP

Fare Modernization to include credit
cards, fare capping, next-gen account
management
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Customer journey: NAVIGATE

POST-

OUR GOAL

Becoming the transit provider of choice
in a world of 1-click options.

OUR CHALLENGE

Large scale stations

Can't hang signs from ceiling
Create signage/wayfinding systems

_ _ _ Long history of "patches"” & "pilots”
Inclusive to all our riders

Bus & Rail historically siloed
Thinking as a region, not a sole provider
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Building A better Customer Experience

Incorporating worldwide best practices

New York: real-time arrivals

screens with next stations for . —
trains §%R{?$ JREseEs BHT O

[ EI‘:"E;'CZ’S/V

Otz o ‘ Norway: through stations, train

l;aemzn]@ﬂm 0 RETR |

Next train

] m%f o platform boarding locations
C  tot68st i

—Uptown & Queens

Stopping at

ol -—

T Euclid Av @ 7

21:24 S
Drammen o

21 30 Flytoget - via Lillestrem, Oslo S,
Lysaker, Asker

ARIRICEY |

v Previous stops
DWRE& L) i'd'a

SM14SBS 000 i/14sr[a
006 o 23st
NNJTALRR®® . 34 St-Penn Station [
000»®©®0006 © 42St-PortAuthorityBu- &

vj 59 St-Columbus Circle &
723t

a :;2““*“’“'“"”’“"““ : Tokyo: route breakdown with
. e = . . .
o sost : upcoming station stops, line/station
i numerical labeling

¥ Furtherstops

Tokyo: line number designation
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Building A Better Customer Experience

Incorporating worldwide best practices

Stockholm: Lots of strong iconography

-3
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ﬁ
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Tokyo: Floor decals & color coding
to categorize amenities, destinations
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8:45PM O LaiKing Sports Centre
: 60 Lai Cho Rd, Kwai Chung, Hong Kong

.
£ o Walk
+  ~ About9min, 650 m

e A Use caution-may involve errors or
sections not suited for walking

.
< Head north on Lai Cho Rd toward Joint St
: Turn left onto Joint St

. L o

« Turn left onto Lai King Hill Rd

.

*  Turnright

.
o Tumleft

o @ Take the stairs

: @ Destination will be on the right

L]
« Entervia Lai King Station Exit A2
L]

8:54PM i Lai King Station

Hong Kong: entrance/exit labels

aid online navigation
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Building a Better Customer Experience

Reducing customer journey time and uncertainty

Where is my train? Where is the exit?
Am | on the right platform? Which exit can | take?
Is this the right track? Which exit should | take?

When is the train coming?

Did | get on the right train?
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Building A Better Customer Experience

Turning insights into action

39% of registered SmarTrip
customers say they took ‘
the wrong rail station exit /

In the past year

29% went to the

wrong platform \ J

23% boarded a train in the
wrong direction

17% took the wrong
train line

Metro Customer Survey, March 2023
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|:jl||[i||ili| A Better Customer
Street level entrance/exit "pylon™

- 3

More pronounced

Stripes represent service labels

service at station

00E

(v 1)
r

Entrance path label

&

No visual direction element

r
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=
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N
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Entrance y

»
ABCessELE
NTRANGE
8 srepacross
18

7 St,
Maryland Ay B

More arrows added
to aid visual direction
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Building A Better Customer Experience

Station exit signs

Toda
Y - -

o o M Elevat Branch Ave &« \ L’Enfant Plaza Q .
Limited accessibility m @ = e Maryland Ave & 7th St Limited sense

direction /‘””"7 =T of place

. Train direction wayfindin
Pilot YInEns

Elevatorto  [F(1il[¢] 9 St ga ( Seuth A7 St, Maryland Av

Upper Level [ A DCA| Air and Space Museum, VRE Trains
ﬁk I /
Exit path labeling Regional
connections

Improved accessibility directions
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Building A Better Customer Experience

Trackside wall/pylon; station-ahead
Today Pilot

More pronounced elevator labels

Train destination wayfinding Cardinal travel direction

nfant Plaza

R (Y southbound

L’Enfant Plaza

® @@ Greenbelt

(-3 % DCA | BL BL o
Eisenhower King St- Braddock = Washington Crystal Pentagon B L Enfant
Huntington Av Old Town Rd Nat’l Airport City City Pentagon
.—.—.—.—.—.—.—.%©

() () () () MDDC () () () ()

Branch Av  Suitland Naylor Rd Southern Congress  Anacostia Navy Yard- Waterfront
Av Heights Ballpark

—

® @@ Greenbelt

Regional connections

Complex station ahead listing

Limited sense of place
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West towards
Virginia
L’Enfant Plaza GR ({)

Smithsonian

National Mall
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Building A Better Customer Experience

Piloting station ahead signs

West towards
Virginia

20

West towards
Virginia
® &

Smithsonian

National Mall

Federal Triangle

Metro Center RD
McPherson Sq
Farragut West

Foggy Bottom-GWU

Kennedy Center

Rosslyn

‘@ Arlington Cemetery

® Crystal City

@® Washington
Nat’l Airport

® Braddock Rd

® Potomac Yard

‘® King St-Old Town
® Van Dorn St

@® Franconia-
Springfield

® Reston Town Center
@ Herndon

® Innovation Center

® Washington Dulles
Internat’l Airport

® Loudoun Gateway

@ Ashburn

L’Enfant Plaza GR ()
Smithsonian

National Mall

Federal Triangle

Metro Center RD
McPherson Sq
Farragut West

Foggy Bottom-GWU [

Kennedy Center

Rosslyn

@ Pentagon®

@ East Falls

Ronald Reagan
Washington
Nat’l Airport
| X DCA [n

Church

® Vienna

Fairfax-GMU
@ Franconia-
Springfield

) Washington Dulles

International Airport

@ Ashburn

Pros & Cons to design elements like:
* Number of stations

o Station call outs
* Transfer opportunities

Landmarks, points of interest

WASHINGTON METROPOLITAN AREA TRANSIT AUTHORITY



Neighborhood/Landmark Map

Neighborhood Connections
’Enfant Plaza

@GEXITC QEXITA EXITBS

9" St SW & D St SW 7" St SW & Maryland Ave SW 6" St SW & D St SW

Use Exit System to Full Potential:

B3 International Spy Museum

B2 Smithsonian Museums Metro Headquarters
B2 L’Enfant Plaza

D2 Air & Space Museum & Accessibility Center
C2 Hirshhorn Museum The Wharf

A1 National Mall B5 The Anthem
C3 VRE B5 Waterfront

 Landmarks, Bus Connections,
Rail Connections

» Walking Estimations

Southwest
rf
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Bullding A Better Customer Experience

Listening to Metro customers

Customer centric decisions drive
ridership recovery

On-site and online surveys will be B
conducted this fall as new signs are Wayfinding.
placed throughout LEnfant Plaza Way better.

We’re testing new
wayfinding signage at
LEnfant Plaza Station
to help you get around
Metro more easily.

Let us know what you
think at wmata.com/
wayfinding.
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Building A Better Customer Experience

Customer journey: WAIT

POST-

OUB GOAL | | | OUR CHALLENGE

Easily know when train or bus is coming Screens not fed with real time data
Rethink how service changes are shown Fragmented technology systems
Install more real-time arrival screens at Installation costs

transfer stations and bus stops Limited user design experience
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Improved screen designs
Current Screen Draft Screen
L’Enfant Plaza

ROADMAP ,

AVISO SOBRE EL
SR s s gl Westbound 1 min

New real-time, station ahead o
digital designs this fall e

Add'l Entrance Displays &
customer information screens
beginning this month

L’Enfant Plaza

Smithsonian

Federal Triangle

Metro Center

McPherson Sq

Integrated technology systems
in Fall 2024

Farragut West

Further stops

() €€ () () () () () ()

Later trains

Westbound

to Ashburn

BL Westbound

to Franconia-Springfield
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building A better Customer Experience

More screens for Metrobus customers

Current

PR Y

screen New design

/ oo g
o

O
iy

\\{

150 screens currently in region

N Glebe Rd+

100 additional screens coming in [ (071 1:19 PN iendesoniic
the next vear 4 5 mi Next Departures:
y - Crystal City {5 Hunting Point
«‘n‘_‘, 1:28 PA 1 min
ROAD MAP 3 | Columbia Pike & Shirlington
Integrated technology system in A 198
Fall 2024 Huniing Point

Stop No. 6000435




Building A Better Customer Experience

Customer journey: RIDE

POST-

OUR GOAL OUR CHALLENGE

Inform customers on-board: Screens not fed with real time data

* Where they're going Fragmented technology systems

* When it's time to exit Installation costs

 What's happening if there's a Limited user design experience
delay
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puilding A Better Customer Experience

New on-board screen designs

Metrorail 7000-series Latest Metrobus Fleet

CAPITOL HGHT BL

Néx* S;I'DP
oCapltol Hght BI Pubfc fransportation) | |
.Us o / / Ii n a whol
P Sustamab
® Ventura Avenue
DESTINATION:

Addison Rd Station

NEW Fareboxes with
-> East to Southern Av = swﬁfg gw\zsﬂ'r:p

Next Stops: - =§< card reader
H St NW+18 St NW =St
H St NW+17 St NW ¥ :‘\,'., ~
H St NW+Madison Pl NW 20 min w1

Farebox

Pl o : N
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Customer journey: POST-TRAVEL

POST-
TRAVEL

OUR GOAL

Build a more responsive Customer Service team to
respond 24/7

Strengthen Outreach & Engagement Teams to connect
with the communities

Learn more about our customers, fix issues before they
are reported, creating a safer, more reliable system
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Next steps: working together
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