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1. Target Audience
The target audience for the Connecticut 
Department of Transportation (CTDOT) 
Customer Experience (CX) Action 
Plan marketing, communications and 
outreach campaign, is the entire state of 
Connecticut with a focus on bus, rail and 
paratransit customers and stakeholders.  
The CTDOT CX Action Plan will serve to 
highlight customer needs across multiple 
modes and improve the transit experience 
statewide.

2. Situation/Challenge
Public transportation is at a pivotal 
moment in Connecticut and across the 
nation. The pandemic has reinforced the 
fact that public transportation is essential. 
Providing equitable access to high quality 
public transit is vital to the success of our 
communities and our state. This Customer 
Experience Action Plan will ensure we are 
making customer-focused investments 
that will position us to meet the needs of 
those we serve and create a better, more 
connected, reliable, and sustainable public 
transportation system.

3. Strategy/Objective
The CTDOT CX Action Plan has four main 
objectives. Connect with transit riders to 
listen and learn about their experience using 
public transportation. Better understand 

changing customer needs, expectations, and 
desires for the state’s transit system. Define a 
vision for the future of public transportation 
in Connecticut which is based on customer 
priorities. Create a clear plan that includes 
actions that can be taken to achieve the vision 
and make transit a more pleasant, reliable, and 
efficient experience for everyone. The outreach, 
marketing, and communications campaign was 
key to addressing the first two objectives and 
will play a central role in the development of 
the CTDOT CX Action Plan.

4. Results/Impact
The campaign included 36 pop-up events 
at rail stations, bus stops/hubs and 
community events, 10 focus groups, 26 
stakeholder interviews including 18 service 
provider interviews, an online survey as 
well as a front-line employee survey. 
The campaign resulted in over 10,000 
interactions. These interactions included 
completed surveys, comments collected 
through a variety of methods, and short 
form surveys done at pop-up events. 
Feedback forms were provided in multiple 
languages. A social media campaign helped 
to drive survey participation, as well as 
promote pop-up events. The feedback 
received will inform the development of 
CTDOT CX Action Plan and serve as the 
guiding voice for investments in public 
transportation in the state.

5. Why submit the CTDOT 
CX Action Plan?
The CTDOT CX Action Plan outreach, 
marketing and communications campaign 
was submitted to highlight the robust 
effort to solicit feedback on Connecticut’s 
public transportation system. The 
campaign featured a recognizable brand, 
a bright and fun color palette, a dedicated 
webpage (www.transitcx.com), and a 
variety of ways for the public to engage. 
Since the focus of the Action Plan is 
“Putting Customers First,” priority was 
placed on going to bus stops/hubs and 
train stations all over the state to meet 
customers where they are. The campaign 
was a great success and resulted in 
an abundance of data, feedback and 
comments. This feedback will be the 
center of the CTDOT CX Action Plan and 
will be used to develop priority areas and 
actions to improve public transportation in 
Connecticut. 

http://www.transitcx.com
http://www.transitcx.com


Web and Social Media

www.TransitCX.com

http://www.transitcx.com
http://www.TransitCX.com


In-Person Outreach

Over 30 In-person outreach events were held 
throughout Connecticut, including transit stations 
and stops, farmer’s markets, local festivals and 
community events. Photos from all events can be 
viewed at www.transitcx.com/outreach/.

IN-PERSON OUTREACH CONDUCTED
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Branded Collateral

CTDOT created branded giveaways, interactive activities, and other collateral 
to draw interest and provide a cohesive brand identity for the CX Action Plan. 
Engagement activities and collateral included t-shirts, hats, nametag stickers, 
seeded bookmarks, table cover, banner, and spinning wheel game.
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Surveys

¡Completa la encuesta para 
tener la oportunidad de ganar 
una tarjeta de regalo de $75!

cxactionplansurvey.com

Complete our survey for a 
chance to win a $75 gift card!

cxactionplansurvey.com

Complete the Public Transportation Employee 
Survey for a chance to be entered into a drawing 
for a $75 pre-paid cash gift card!

surveymonkey.com/r/
TransitEmployeeSurvey

PUBLIC
TRANSPORTATION
EMPLOYEE
SURVEY

The Connecticut Department of Transportation (DOT) is looking for feedback to improve 
public transportation and the overall customer experience. As operators and front-line 
transit professionals your feedback is essential. Please take the Public Transportation 
Employee Survey to provide input and ideas on opportunities for improvement to the 
transit system in Connecticut. The Connecticut DOT will use this information to help shape 
future programs, policies, and investments that deliver positive customer experiences.

Valid email address or phone number required to be entered to win 1 of 3, $75 pre-paid cash gift cards. 
Drawing will take place on September 15, 2022. Winners will be notified by email or by phone. All responses 
will be anonymous and not linked to contact information provided.

Remove poster on September 15, 2022.

Tell us about your

For more information about the CX Action Plan, visit TransitCX.com

The  Connecticut  Department  of  Transportation  (DOT)  
wants to hear from you about your experience using public 
transportation– what works well, what doesn’t, and what 
you would like most from transit service in Connecticut.  The 
Connecticut DOT will use this information to help shape future 
programs, policies, and investments that deliver positive 
customer experiences.

Take the survey!
CXActionPlanSurvey.com
Survey closes on September 15, 2022.

CTDOT launched two surveys – one for the 
general public and one for transit employees. The 
surveys were promoted via email, social media, 
and with print collateral. Print collateral included 
business cards with QR codes and posters at 
transit stations, on-board buses and trains, as 
well as employee break rooms/common areas.
The public survey generated over 9,800 unique 
page visits. It was offered in six languages, and 
respondent demographics were consistent with 
CT census data.

SURVEY RESPONSES BY ZIP CODE
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Partners

Greater New Haven Transit District

RIDERS’ FORUM

Thursday, July 14, 2022
10:00 am 

GNHTD
1000 Sherman Avenue 
Hamden, CT 06514 

The Connecticut Department of Transportation (DOT) wants to hear from you 
about your transit experience – what works well, what doesn’t, and what you 
would like most.  The Connecticut DOT will use this information to help shape 
future programs, policies, and investments that deliver positive customer 
experiences. Representatives from the Connecticut DOT Customer Experience 
Action Plan will be facilitating this discussion.

Take our survey!
cxactionplansurvey.com

For more information about the CX Action Plan, visit TransitCX.com
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