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3" Party Mobile App Ticketing

Adam Mehl | Sr. Market Development Specialist

. © MetroTransit
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Metro Transit App Overview

* Mobile ticketing started in 2016, current vendor, Token Transit, launched
July 2021

* Current vendor selected in large part for integration into other apps

* Transit industry moving to sell tickets in mobility apps

2019: 1.5 million tickets sold ($4.5 million)

2022: 517,000 tickets sold ($1.2 million)
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Benefits

* Meeting our customers where they are
* Enhanced exposure/discovery/ease

* Opportunity to be in many other apps, not
just transportation and mobility apps

* Low/No impact to Metro Transit operations
* No additional commission/costs

* Launching July 18, 2022

4:26:52 PM

Adult / Rush Hour Fare
Minneapalis/St Paul Metro Area

Expires Jul 15, 2021, 6:56 PM




@ MetroTransit

Questions?

Adam Mehl, Sr. Market Development Specialist
Adam.Mehl@metrotransit.org



Transit Information Media Blending

Ben Rajkowski | Transit Information Manager

@ Metro Transit

metrotransit.org/
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Chat & Text Options Now Live

* The Transit Information Center (TIC) moves from a call center to a contact
center

— TIC provides live assistance to customers via phone, SMS text, and webchat during
business hours.

* Utilize technology to open new customer information channels that meet
customers where they are

* Leverage the expertise of Transit Information Center Reps to support our
customers through new channels

* Launch date: Tuesday, June 21, 2022
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Examples of Chats & Texts to Transit Information

@ Chat - Google Chrome — O X
og

9:49 N = ol 100% 08

& https://webchat.mitel.io/#/chat?accountid=MjIIODdIYjktNTMzNCOOMDYSLTKS MiEtMmYmNDNIODZmNzh&ch...

¥ < Text TIC ~ :

Ryan just foined

| need to get to DT Mpls

Ryan * 10:04 AM from Rosedale by 4 pm

R
Hi, how can | assist you with your transit question today? : 9:45 AM tOday' HEIP piease e
Js 1-Smithz10:04AM Thank you for contacting
wait while we connect you
P SYEna i M with one of our agents. -
Yes, it does.
. ] Depart Nicollet Mall Station
| (Stop 51408) at 03:08 PM
on train Green Line to St.
Paul-Union Depot
T (A Arrive Snelling Ave Station
https://www.metrotransit.org/imap/7 (Stop 56008) at 03:29 PM
Walk 0.1 miles SW to
You can view the whole route map here, epart Snelling & University
. ' Station (Stop 56117) at
5 o i 03:44 PM on bus A LINE /

Awesome! Rosedale / Rapid
Arrive Rosedale Transit
R Ryan * 10:06 AM Center Gat

You're welcome! Thanks for chatting with us! Is there anything else | can help you with today?

View all 3
0:48 AM

J- Smith = 10:07 AM

15
Nope. That's it. Thanks again. 0:48 AM Thank you!

Delivered

Mew messages © Thank you for contacting

Ryan * 10:07 AM Transit Information.

Of course! Have a great day!

+ ©

System * 10:07 AM

Session complete I O <




Next Steps

Transit Information Center

* Co nt| NUOUS i m p rovement Of ex | Sti N g Hours: Mon-Fri ©:30am-8pm, and Saturdays 8am-4:30pm.
system

.,  Callusat+1612-373-3333

 Plan for broader communication to
customers and communities later this
year (=] Textusat+1612-444-1161

2

e Customer Relations rollout

Live Chat

10



@ MetroTransit

Questions?

Ben Rajkowski, Transit Information Manager

Ben.rajkowski@metrotransit.org



Direct Response Interpretation Services

Ben Rajkowski | Transit Information Manager

@ Metro Transit

metrotransit.org/
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Direct Response Interpretation is Here

* Direct Response New Call Flow
Interpretation Services * To continue in English, press 1
(DRIS) will provide
language options at the
beginning of the call

For Spanish, press 2

For Somali, press 3

. . For Russian, press 4
* Provide direct access to

interpreters

For Hmong, press 5

For Vietnamese, press 6

* Launch date: July 12, 2022

For Karen, press 7

13



.
Benefits to Customers

* All messages recorded in-language

* Improve access to the Metro Transit information and
services

* Reduces obstacles for riders with Limited English
Proficiency

* No longer need to navigate prompts and messages in English to
get to an interpreter

14



F
automatedre
and schedule
information system
Press 1

Tospeaktoa
Transit
Information
representative
press2

LEP Calls
Metro Transit
#

Press 2 for
Spanish

For Customer
Relations and Lost
& Found press3

To check your Go-To
card balance or to
add value press4

Dialto NexTrip

Dialto
Languageline TFN
forSpanish Tl

Custom In-
Language Greeting|

Custom In-
Language Greeting

Dialto Go-ToCard

1. Hold message plays
2. Connectto Interpreter

3. Interpreter Introduces
themsekes

1. Hold message plays
2. Connectto Interpreter

3. Interpreter Introduces
themsekes

Example Call Flow

Hold for Dialback |

to Tl {15 seconds)
Dialback message
plays

[ Hold for Dialback

to CR (15 seconds)
Dialback message
plays

Interpreter, Client,
and Tl Rep
Connected

Interpret lient,

and CR ﬁ'ep
Connected
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Next Steps

* Market service

— Targeted in-community marketing

MACLUUMAAD

INFORMACION

* Review usage and Title VI
Language Assistance Plan

16



@ MetroTransit

Questions?

Ben Rajkowski, Transit Information Manager

Ben.rajkowski@metrotransit.org
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