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• What is Customer Experience 360?
- CX360 is a cross divisional/department project that directs 

internal resources to identified service areas in order to 
enhance the Metro Transit customer experience. 

- This project connects the dots between operations and the 
needs of the customer.

• Project Team: 
- 10 internal departments 
- External stakeholder collaboration
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Overview



• Project identifies target routes or areas with: 
- Reported crime, quality of life issues and calls for police
- Customer complaints
- Customer amenities and shelter/facility conditions
- Correlated on-time performance issues 

• Initial Involvements: 
- Hennepin Avenue between 5th & 9th streets including 

Warehouse Station and westbound on 7th between 
Hennepin & 1st
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Areas of Focus



• Transit Data Project
• Public Facilities Work Orders

- Transit Control Center
- Rail Control Center
- Customer Relations

• Transit Police Calls for Service Report
• Transit Police Quarterly LexisNexis Report
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Data Initiatives



Observation & Engagement 

• Customer Services & Marketing
- 15 volunteers from six departments
- 262 shifts, 20 minutes each
- Observation hours - 88

• Street Operations
- 2 Transit Supervisors
- 8 routes evaluated
- 99 Operators interviewed

• Garage Operations
- 23 Operators interviewed
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Observation & Engagement



• Customer Amenity Improvements
- 8th/Henn. shelter demo & replacement
- NexTrip digital displays 
- Heat & lights on Hennepin @ 7th NB

• Signage
- Free ride decals
- No smoking decals

• Warehouse Station
- Repainting benches
- Barrier pilot (Stakeholder Collaboration)

• Customer Outreach/Engagement
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Implementation



• Placemaking Project (Stakeholder 
Collaboration)

• Customer Amenity Improvements
• Warehouse Station Updates
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In-Process Review



Next Steps

• Continued Customer Engagement & Follow-up
• Tracking Progress of Identified Work
• Identify Next Area of Focus for CX360

– Public Facilities Dedication
– Street Operations Monitoring
– Transit Police Presence
– Rail Track Maintenance
– Customer Services & Marketing
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Next Steps



Contact:
Pam Steffen – Manager, Customer Relations

CX360 Project Manager 
pam.steffen@metrotransit.org

612.379.7430
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Questions/Suggestions?
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