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Putting Customers First

Best Marketing and Communications
to Highlight Transit Needs/Funding

Comprehensive Campaign

Group 3: Public transportation systems with more than
20 million annual passenger trips



http://www.transitcx.com

The target audience for the Connecticut
Department of Transportation (CTDOT)
Customer Experience (CX) Action

Plan marketing, coommunications 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.

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.

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.

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.

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 ( ), 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.
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Get in touch!

CUSTOMER EPERIENCE [Sep—
ACTION PN

Customers First - We Want to Hear from YOU!

The Connecticut Department of Transportation (DOT) wants to hear
about your experiences using public transportation in Connecticut.

Phone Mail Email Form

Leave us a voicemail at 5 some mail at: We take emails too at: Complete the form above

N PLAN

Bureau of Public

Transportation

FO. Box 317546

Newington, CT 06131-7546

Connecticut Department of Transport... & @CTDOTOffi.. - Aug31 =
t is here and he's a good boy!

Connecticut Department of Transporta... @ @CTDOTOffi.. - Nov3 == Connecticut Department of Transport... €& @CTDOTOffi... - Jun 25 ==
Our T Customer Experience Team is in #! rd at 760 Main St. The #CTDOT Customer Experience crew is at the Hartford
until 12:30 PM! Sample bus seats are on display. You are invited to test today at @GoYard ts Dunkin Donuts Park! Come chat with us about

them out, vote for your favorite, and discuss the future of #CT public

your transit experience! Learn more about our CX Action Plan at
transit! Please stop by! transitC

-

Connecticut Department of Transport... & @CTDOTOFfi.. - Aug 30
Tell us about you e at

Connecticut Department of Transperta... @ @CTDOTOffi.. - May 2
We've launched a new initiative to develop a Customer Experience Action
Plan for public transportation in CT, which will be infermed by customer
feedback & will outline future programs, policies & investments to improve
CT public transportation. More info: bit.ly/CX Plan

Tell us what you
: : : ! think about

o) 02 o s & ansit in CT for a
chance to win a

$75 gift card

Tell us about your
transit experience.
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ANSIT!

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/.

Talk to us about [

TRANSIT!

Transitc,.:,mv
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Hello!

My name is

Tell me about your

TRANSIT

ejperience

Connecticut DOT
Tell me about
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Is First
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Plant this bookmark, watch it grow!

Made from biodegradable eco-paper embedded with seeds. Spread 1/8 inch of soil
over paper and soak with water, During first 10 days, keep paper moist, as water is
necessary for germination Once sprouts appear, confinue 10 keep paper moiit but
careful not 1o overwater. Once sturdy plants appear, water as needed, and enjoy!

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.

Talk to us about

TRANSIT!

Connecticut DOT wants to hear
about your experiences using public
transportation in Connecticut.

SHARE YOUR E)(PERIENCE AT

o
Tell us about your transit e/@erience.' 3
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CTDOT launched two surveys — one for the
general public and one for transit employees. The |

surveys were promoted via email, social media, _ ‘ e e ot

and with print collateral. Print collateral included ﬂh . | . |

business cards with QR codes and posters at Reioe

Overall Satisfaction Loaws Satafiod. Mowt Sasiched

transit stations, on-board buses and trains, as i e o ------_--_
well as employee break rooms/common areas. ---------- s

The public survey generated over 9,800 unique = e
page visits. It was offered in six languages, and

respondent demographics were consistent with

[ sube | -
CT census data. — = Crm— Schedule/Frequency Boardi g the Vehicle
Rl Station or Bus Siop
Email/Phone

2R
Tell us Yourself
Home Zip Code Tell us about Yoursel
) m

Which type of transit do you ride most often?

Tell us about your PUBLIC r.
transit ejperience! TRANSPORTATION
EMPLOYEE '!‘
SURVEY (=)

Y
L3

{
L

' ] pe g {
i - Complete the Public Transportation Employee
:I 0-10 - 67-166 | . Survey for a chance to be entered into a drawing
I:] 1-30 - 167-322 F for a $75 pre-paid cash gift card!

L ortation (DOT)
‘:] 31-66 Transit routes The i i (DOT) i o f o

Connecticut Department of Transportation

wants to hear from you about your experience using public

N , . The Connecticut DOTwi
transportation— what works well, what doesn’t, and what e ams, pol investments that deli
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.

uired to

Connecticut DOT L
eperieNcia DeL cuente  ETA Bt com | TransﬂEmployeeSurvey

Complete our survey for a
chance to win a $75 gift card!
iCompleta la encuesta para N .
tener ta oportunidad de ganar i cxactionplansurvey.com

" o er on September 15, 2022.
una tarjeta de regalo de $75! ”

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

cxactionplansurvey.coin
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Greater Bpt Transit
Pop-up event at the &
about public transit.
More Info -

GBT - 8
s station, right now. Come by and share your ideas

Ridesharing

General public
transportation
marketing and
promotion

Customer service for
CTrail Shore Line East
and Hartford Line

Partners

CTrides @C

&‘ Tune in to this new episode to hear how the Custemer Experience Action
Plan will be used to improve future programs, policies, and investments for
CT public transportation.

Tune in to
Episode 35!

Greater New Haven Transit District

RIDERS' FORUM

Thursday, July 14, 2022 GNHTD
@ 10:00 am 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.

ey
HARTFORD LINE
@CT rail

New Haven Line
Danbury Line
Waterbury Line
New Canaan Line
Operated by

m Metro-NorthRailroad

e
SHORE LINE EAST
@CTrail

« CT transit

Hartford Division

@ CTfastrak

New Haven Division
Stamford Division
Waterbury Division

New Britain Division
and Bristol Division

Meriden Division and
Wallingford Division
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Transit Districts

WINDHAM REGION TRANSIT DISTRICT

Middletown Area Transit

gt

——===)

Eon NORWALK

| I Greater Harfford
s B HARTransit Transit District

. SV
=
5 Southeast Area Transit District.

Development of a statewide Customer Experience (CX) Action Plan
that will shape future programs, policies and investments in public
transportation in ways that deliver positive customer experiences.

Take our survey!
cxactionplansurvey.com
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