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« Entry Title: Taylor Swift Eras Tour Special Service
 Group 4: Providing 50 million or more annual passenger trips

« Category 2: Best Marketing and Communications to Increase Ridership or Sales
« Subcategory 2-E: Comprehensive Campaign
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Who was the target audience?

e JAANNRAEE

The target audience for Metro’s Taylor Swift Special Service were fans attending her six-night
Eras Tour at SoFi Stadium. The concerts scheduled for Aug. 3 through Aug. 9 were sold out
and had an estimated attendance of 60,000 people for each nightly performance.
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What was the situation that necessitated creating

this entry?

Taylor Swift's Eras Tour had seen record numbers of transit users as concerts took place
across the country. As Los Angeles was the final U.S. tour stop and had the largest number of
concert dates, Metro saw a tremendous opportunity to help fans get to Swift's concerts safely,
economically and on time. Additionally, we knew that many Swifties (and their parents) might
be unfamiliar with Metro, so we wanted to raise awareness of taking Metro as a preferred
option to being stuck in the infamous LA traffic.
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What was the strategy of this entry?

To “Taylor’ our service to surprise and delight.

To help fans to avoid ‘cruel summer’ traffic and be ‘the 1’ to get there on time we temporarily
renamed two train stations the Taylor Nation Station and Speak Now/Taylor's Station. Wayfinding
signage throughout the system directed fans there where bus shuttle service provided last-mile
connectionsto the event. We added late-night train service to ensure everyone could get home,
and 100 extra staff each night to greet Swifties, trade friendship bracelets and offer an exceptional
experience.

W e communicated our service early and reminded fans often, using her song lyrics in messaging,
that Metro was the best travel option to the shows. Messages were distributed via press releases,
social media, website and agency blog posts.
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What results did this entry have?

Metro’s Taylor Swift Special Service saw ridership increase of 25 percent on the entire transit system.

» The SoFi Stadium shuttles had over 30,000 boardings

« Metro rail and bus had over 180,000 boardings over the six nights

 Metro’s new K Line saw a 250 percent ridership increase, or nearly 5,000 extra boardings each
night.

« The agency received overwhelming media coverage throughout the concert series — earned
media coverage included 864 million impressions on print, online & broadcast; 362 news stories;
and $8.06 million advertising value — with 99% positive or neutral sentiment.

* The customized Taylor Swift stations provided endless selfie opportunities on social media, along
with the agency’s Taylor Swift/Ambassador mashup video earning 2.5 million impressions.
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Why this entry was submitted and why it should

win an AdWheel Award.

Metro stretched itself as an agency striving for an exceptional customer experience for this
unique opportunity. Service teams in all departments worked late into the night for six nights,
to ensure all riders made their connections. Exceptionally designed signage spoke to the fans
directly, providing a seamless travel experience, and once in lifetime moments.

Media pick-up of our service communication in both traditional and social media led fans to
Metro’s service in increasing numbers each night. The agency also adapted and responded
In the field to dynamic conditions each night. It truly was an agencywide effort, that most
Importantly gave the agency the opportunity to provide immense joy, a positive transit
experience, and demonstrate travel experience can equal fan experience.
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Pre-Event: News Release, Blog, Social

(D Metro THESOUrce About The Source  Privacy Policy Shop M

Home > About Metro > LA METRO “TAYLORS' SERVICE TO HELP SWIFTIES AVOID ‘CRUEL Loo k Wh at yo u m ad e u s

do: We're adding service

LA METRO TAYLORS' SERVICE TO crre e
HELP SWIFTIES AVOID ‘CRUEL for Taylor Swift’s six shows The Announcement
SUMMER’ TRAFFIC AND BE ‘THE 1’ at SoFi Stadium Lo
TO GET THEM TO SOFI STADIUM ON 9 days before first
TIME BY LA METRO, JULY 24, 2023 ShOW date, SpeC|a|

Go letrodo service information

TAYLOR SWIFT -~ feo was released via a
Gre Gateuay Paza THE ERAS TOUR "Taylored" press
release and alerts,

213.922.2700
o o s agency blog, and

mediarelations@metro.net
o

Tracy Smith  July 25, 2023

Century/Yukon

eo social media channels.

Metro to add frequency, late-night
service, shuttle buses from C, K lines

to stadium By popular demand, we're adding service to make it easy to travel to
The Los Angeles County Metropolitan Transportation Authority (Metro) is i . i

“cruising, can't stop, won't stop movin” Taylor Swift fans to her concerts at SoFi and from the Taylor Swift concerts at SoFi Stadium on Aug. 3, 4, 5,
Stadium in Inglewood, Aug. 3 -5 and 7 - 9. In response to fans asking, “Can | Go 7, 8 and 9.

With You,” Metro will add service and extend service hours to accommodate the
more than 60,000 fans expected to attend each concert. Swifties attending
concerts in cities across the country have relied on public transportation in
large numbers and L.A. Metra is ready to join the fun. to SoFi Stadium — and some of you are traveling to L.A. for the

We know that many of you haven't traveled with us before or been

Read Online Read Online


https://thesource.metro.net/2023/07/24/look-what-you-made-us-do-were-adding-service-for-taylor-swifts-six-shows-at-sofi-stadium/
https://www.metro.net/about/metro-taylor-swift/
https://thesource.metro.net/2023/07/24/look-what-you-made-us-do-were-adding-service-for-taylor-swifts-six-shows-at-sofi-stadium/
https://www.metro.net/about/metro-taylor-swift/

Pre-Event: Countdown on Social Media

Go Metro to %;‘jZLw‘
TNYLOR SWIFT 8@ =—g—
THE ERAS TOUR =
SoFi# Stadium

>Free shuttles from C & K Lines
to SoFi Downtown

Inglewood

>More info on metro.net

° ©

M SoFi Stadium

® Century/Yukon

ca

9 days before

metrolosangeles &
Sofi Stadium

m etrolosangeles ©} - Look what you made us do:
We're adding service for @taylorswift's six shows
@sofistadium.

W Save this post and be a YOEEEEEEE V transit
rider

1. Tag the 1 you'll be taking with you on your 900 000
transit adventure.

#taylorswift #taylorswifterastour

Edited - 14w

the_sarahjames pretty interesting how a bunch of o
rich white people will be taking the train and suddenly it

1S possible to have frequent late night service

14w 129 likes Reply

View replies (17)

Qv A

B@E Liked by monicab103 and 2,369 others

JuLy 25

@ Addacomment

event

We’re 1 day away from
AN/ WIT
TALOR SWIFT
' THE ERAS BOUR
/ °

metrolosangeles &
Downtown Inglewood station

metrolosangeles @ If you're going Metro to
@taylorswift at @sofistadium look for these special signs
at the Expo/Crenshaw Station and at Downtown Inglewood
Station to help you find your way!

Service time will be extended on August 3, 4, 5,7, 8and 9
as follows:

W A Line Northbound
Downtown Long Beach 12:57
7th StMetro 1:54

¥ A Line Southbound
APU(Citrus College 12:53
7th St/Metro 1:54

V' E Line Eastbound
Downtown Santa Monica 1:04

Expo/Crenshaw 1:32
7th St/Metro 1:50

oQvy Al

7 Liked by monicab103 and 1,481 others.

AUGUST 2

(@ Addacomment

1 day before event

m metrolosangeles &
Taylor Swift « Delicate

@ metrolosangeles © ¥ Are you ready for this Metro
mashup of @taylorswift and our very own Metro Ambassador
Shadeia dancing to "Delicate" at our 7th St/Metro Center
station? Taylor filmed the original video at the station and on
board the train in 2018.

W This is also your reminder that Metro Ambassadors are out
and about at our stations and aboard our trains to greet and
assist passengers. If you're going Metro to the show this week
or next, say hello! 4

Tag a friend who should see this

14w

#%  downtown_la Huge %% to the creative team over o
WP there at the @metrolosangeles Insta feed!!

14w dlikes Reply

antoni000 | know she did not do this on site she was o

Qv W

Mg Liked by missaurea and 8,257 others

Ly 31

© Addacomment...

m metrolosangeles ©
SoFi Stadium

m metrolosangeles © Metro's version.

Reminder that all Metro rail will have extended service
from August 3 to August 9.

#taylorswift #erastour
Edited - 13w

@ new_direction_tim it's a shame that the Crenshaw ¢
line is still not fully complete

13w 3likes Reply

‘ montenotarizes Extending service hours, justfor &
Taylor Swift and not your regular patrons is Hella, crazy,
you guys are pandering.
13w A4likes Reply

& zachtopley People are regularly dying from )
oraventable onioid overdoses on vour trains. buses. and

oQv Al

®ED Liked by monicab103 and 1,002 others
AU

LOS ANGELES METRO
THE ERAS TOUR

© Addacomment

Downtown Inglewood station

@ metrolosangeles @ If you're going Metro to
@taylorswift at @sofistadium look for these special signs
at the Expo/Crenshaw Station and at Downtown Inglewood
Station to help you find your way!

Service time will be extended on August 3, 4,5, 7, 8 and 9
llows:

Exit Downtown Inglewood g
station for SoFi Stadium Shuttle A Line Northbound

Downtown Long Beach 12:57
7th St/Metro 1:54

W A Line Southbound
APU[Citrus College 12:53
7th St/Metro 1:54

v E Line Eastbound
Downtown Santa Monica 1:04
ExpofCrenshaw 1:32
7th St/Metro 1:50

Salida en la estacion Downtown
Inglewood para conectarse con el shea
SoFi Stadium Shyttle.

@@ . Liked by monicab103 and 1,481 others

© Addacomment

@ metrolosangeles & ess

oQv A

1 day before event

2 days before event

metrolosangeles ©
Downtown Inglewood station

TE

OUR

August2,3,4,578&8

metrolosangeles # If you're going Metro to
@taylorswift at @sofistadium look for these special signs
at the Expo/Crenshaw Station and at Downtown Inglewood
Station to help you find your way!

Service time will be extended on August 3, 4, 5,7, 8 and 9
as follows:

¥ A Line Northbound
Downtown Long Beach 12:57
7th St/Metro 1:54

W ALine Southbound
APU[Citrus College 12:53
7th St/Metro 1:54

See caption for final train
departure times

«/ E Line Eastbound
Downtown Santa Monica 1:04
Expo/Crenshaw 1:32
7th St/Metro 1:50

oQv R

7 Liked by monicab103 and 1,481 others.

© Addacomment

1 day before event
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Pre-Event: “Metro’s Version” of “Delicate”

3

il p
»

144

!

Dislike

|

Metro Ambassadors are ready to help Metro Ambassadors are ready to help
you getto'SoFiStadium for Taylor Swift you get to SoFi Stadium for Taylor Swift

hd @losangelesmetro w 'gzi hd @losangelesmetro w iqi

Taylor Swift’s iconic music
video for “Delicate” was

filmed at Metro's 7th
Street/Metro Center Station,

SO we set out to create “Metro's
version” —a mashup — with
Metro Ambassador Shadeia
Smith in the starring role.

Press to play >>>
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Station Takeover

Taylor Nation Station
C

B n i i ! S, S g \
o Nike Statio 43%e8 oy, =% o SIGN ELEVATION
Sassret | SCALE: 11/2"=1-0"

s NN
NY FifLD |
CEVER T T
= Taylor Nation Station
!
| ©

@ SIGN DETAILS
SCALE: 11/2" =107

Metro ‘Taylor Nation Station’ serviced Metro C Line to SoFi Stadium



Station Takeover

o SIGN ELEVATION
SCALE: 1"=1-0"

C/L

|
I Speak Now/Taylor’s StatiorJ @Z
|

“I—“’—I“

e SIGN DETAILS
SCALE: 1" =1'-0"

‘Speak Now/Taylor’s Station’ serviced Metro K Line to SoFi Stadium
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Bus Shuttle Takeover

SWIFTIES

> %

'SWIETIES

SoFi Stadium Shuttle

@ DECAL OR SIGN - Details
SCALE: 11/2"=1'-0"

e DECAL OR SIGN -
SCALE: 75%

Metro' SoFi Stadium Shuttle loading zones received additional ‘Swifties’ designation



System Signage: Station Screens

SWIETIES!
NENEES

Exit Downtown Inglewood
station for SoFi Stadium Shuttle

Exi
5t);ltt'Down(own lnglewaod
Ion for SoFj Stadium Shutt|
e

A Line TPIS

Exit Hawthorne/Lennox
station for SoFi Stadium Shuttle

C Line TPIS

(E I

Sy

->

Exit Downtown Inglewood
station for SoFi Stadium Shuttle

A & E Line TPIS

Exit Downtown Inglewood
station for SoFi Stadium Shuttle

E Line TPIS

BD->0>
Exit Downtown Inglewood
station for SoFi Stadium Shuttle

B & D Line TPIS

Exit Downtown Inglewood
station for SoFi Stadium Shuttle

K Line TPIS

Signage and Wayfinding: Custom wayfinding signs were designed directing visitors

and new riders connections to SoFi Stadium Shuttle



System Sighage: Street Connections

Take ® to Downtown
Inglewood station for
SoFi Stadium Shuttle.

Tome ® hasta la estacidn
Downtown Inglewood para
conectarse con el

SoFi Stadium Shuttle.

(M)

Metro

| | -

e Swifties A Frame - Left Arrow (Details)
SCALE: 100%

Cross the street and

take ® to Downtown
Inglewood station for
SoFi Stadium Shuttle.

Cruce la calle y tome ®
hasta la estacién Downtown
Inglewood para conectarse
con el SoFi Stadium Shuttle.

@ Metro

| L

Swifties A Frame - Left Arrow (Details)

SCALE: 100%

@ Metro‘ Street-level directional signage with QR Code link to event information — placed at park & ride

lots to Metro stations and between transfer stations




Earned Media Response

$8M  99%

Stories Impressions in Print, Online & Broadcast Advertising Valuein Print, Positive or Neutral
Online & Broadcast Sentiment



Media Response: 362 Stories

& " - o x & X | o o | + o

a4 608

acsons fos Angeles Times Focs mod 2

Editorial: Can Taylor Swift fans save public transit> Maybe
pr———
; o Kty P Ly G T e

« 2G04

s fLos Angeles Times &
. we
‘ : ; « %G04

Toylor SwiftinLA  Know bebornyou go  How o park  Toking public ianst  View All

Don’t get stuck in traffic. How to take public transit to see Taylor
Swift at SoFi Stadium

SUBSCRISERS ARE READIG

i fLos Angeles Times e

What [ learned rolling with the Swifties (transit version)

Spread good vibes

COMFORT COLORS

P ] s o Come | o 15 S 1 | O e o soons M ¥ | O Wi et X W « % a

"IN i » 603

' 0000

- BEISTER News | Taploe Swif ans navigate LA tra

wews
Taylor Swift fans navigate LA traffic, train connections, crowds to first
concert at SoFi

Many planned ahead. taking Uber or Lyft or reserving parking a month in advance with few lines for public transit

09000 . —

LA Metro ramps up security

a7 i

ahead of Taylor Swift shows
at So-Fi Stadium

VA
BELAIRA

e

5o

rE————) y —
[~ LA METRO RAMPS UP SECURITY FOR TAYLOR SWIFT SHOWS |
e e -~ == ERSAE A Se e] 8 1L )
p sew *cOs
< C @ = vanetycom2023/music/concertreviews/talors.. G R B £ F [ @ Relaunchtoupdate § FOX11 tve  Mews  GoodDayla  Comtests  Tvinks  FOXLOGAL  More Q i
9 Mevo

Taylor Swift's Eras Tour Finally
Arrives at SoFi Stadium

= VARIETY

Taylor Swift Brings Her Epic Empath Energy to SoFi
Stadium for a Grand Six-Night Stand: Concert Review

By Chris Willman V L L] = [

Taylor Swift se presentara en el SoFi Stadium. Esto debes
saber antes de ir al concierto en Los Angeles

: » G602 ® e

Taylor Swn! Fans: Here's How To Get To = PRESS-

TELEGRAM News | For Taylor Swift fans headed to SoFs, Metro. fllwlie)®
SoFi Stadium By Metro i
v Mewiri— For Taylor Swift fans headed to SoFi, Metro will run some trains late, add 2 free
shuttles

Metro woos Taylor Swift fans after transit ridership rose for Saturday and Sunday events

flw)(e) (@) (#




Social Media: Metro’s “Delicate” Goes Viral

Metro's “Delicate” video went viral on TikTok, received commentary from Flavor Flav and was then
shared by The Swift Society on Twitter, where it was viewed 1.1 million times.

It ultimately garnered 2.5 million impressions, 60k likes and countless comments

of “ate” and “slay” across platforms.

a NYC Ferry o
< PUBLIC TRANS SWIFTIES UNITEEEE & | would
isetShip bracelets with you ANY day &

2d ago  Reply

View 4 replies v

Flavor Flav @
WOOWWWW, !

View 13 replies v

TheNoel
please give your marketing team a raise, a few
days off and tickets to Taylor. this is awesome! &

3dago Reply

View 2 replies v

<
506

Q
525

The Swift Society
@TheSwiftSociety

| @MetroLosAngeles recreated "Delicate" MV in honor of the show in
the city

o5 pM.Aug1,2

1,788 Retweets 249 Quotes 17.8K Likes 354 Bookmarks

&

I'm gatekeeping joong @aydin_dunk - Aug 2
Slay

O u Q1

Moi & @jasmenME - Aug 1

' good job ate £

o T Q 1
pt™s 3& @socasuallygay - Aug 2
SERVEEEE

© ! QO 1

Quéc Anh @Gemboy131 - Aug 2
This is such a slay

© e Q 1
Mydesiresforpassion @Mydesires@5 - Aug 2
World is healing ¥

o 0 QO 1
thedoc630 (Taylors Version) @thedoc6300 - /
God we aren’t ready for the LA shows

O n Q



Social Media: User Generated Content

‘3’ shinny.pokemOn 18h
14y10r Nation Station

n zekesnider 20h
“ Riding
Thank you

@metrolosangeles to
#LATSTheErasTour let's @metrolosangeles for a
- well run operation at

i gooo!! ¥
2 - g #latstheerastour!!

Il dx eee n zekesnider 1t

\ Reply to zekesnider...

Our Taylor-ized station signage provided obvious selfie opportunities for riders. We were tagged dozens of times in other users'
content related to the six days of concerts (and, more importantly, their commutes to the show).




Social Media: Impact

In total, we created 52 posts across platforms, garnering over 3 million impressions and nearly 100,000 engagements (likes, comments,
shares) -- not including the numerous posts about Metro's service to the concerts generated by others. The impact of our social media
campaign earned mentions in boththe L.A. Timesand Los Angeles Magazine, directly attributing the social mediacampaign as the

reasonfor someconcertgoersto try transit.

The boost extends to another entity people might overlook: Metro. Given the
potential for gridlock and high parking rates at the stadium and at nearby
private lots, the transit agency extended bus and rail service. An aggressive
pre-concert social media campaign sought to persuade Angelenos to take a bus
or ride the K or C rail lines—a stop of the latter was temporarily rebranded as
the Taylor Nation Station—and transfer to a free shuttle.

At $3.50 round trip, the fares may not change Metro’s finances, but people did
try mass transit. Metro said that ridership on its rail network was nearly 25
percent higher on concert dates than same-day averages last month. The new
K-Line saw a 250 percent increase in passengers, with nearly 5,000 additional
trips each show night over averages in July. The C Line experiences 35 percent

more rail boardings.

link to article

Los Angeles Times

Friends Zoe Albano-Oritt, Ekaterina Vladimirova, Ana Robinson and Maddie Herbik
told me they decided to take transit after Herbik saw and shared an L.A. Metro
TikTok video about the Swiftie service. They live in L.A., except for Robinson, who

moved to Washington, D.C., but came back for the concert.
link to article



https://lamag.com/music/taylor-swift-eras-tour-sofi-economy-boost-los-angeles
https://www.latimes.com/california/newsletter/2023-08-07/transit-swifties-sofi-stadium-essential-california

nn

Rider Response: Customer Experience

)iﬁié brianamatopoeia e : i @ . I Kevin Cotta @kevci1980 - Aug 4
a7 P ; /fi il |\ < : Best way to go by far, only $3.50 for the round trip ride and no traffic ’ @ made it super easy to get to the
v ) 2 # 3 hassles.

~

% ter -~
7 gt/Metro Cen -

Exit Downtown Inglewood station for
SoFi Stadium Shuttle.

Salida en la estacién Downtown Inglewood para
conectarse con el SoFi Stadium Shuttle.
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Rider Response: Station Takeovers

Taylor Nation Station
Cc

LD 1) 1
B Taylor Nation Station

Taylor Nation Station
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