Restoring and Growing Ridership
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Partner/Sr. Strategic Marketing Planner
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Doing a World of Good
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One community. One business. One citizen at a time.

* Creating engaging and effective brands and campaigns for
complicated public services and programs

* Applying Fortune 500 marketing skills and techniques to
public programs and policies

* Never losing sight of the brand and target audiences in
everything we do

* Applying World of Good principles with every client



The Pulsar Team
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marketing challenges
* Helping communities plan for and adopt new
it

ty options
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* Branding, launching and sustaining transit

and TDM programs in every major market
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Stay home for everyone who can't




Just Reopening is Not Recovery

Reinstituting routes and frequency
doesn’t re-engage customers.

It requires:
communication
marketing
re-establishing trust

Most transit systems (and businesses)
are overwhelmed with staffing,
inventory and safety-related issues.
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The Key is Communication

To flatten the curve, transit agencies needed to
disconnect from their customers and the community.

In order to achieve real recovery, transit agencies need to
actively restore that relationship with:

e Customers

 Potential new customers
« Employers
 Stakeholders

“If we build it or operate it, they will come”

Perhaps for the transit reliant. But, in today’s

x environment, proactive communications will be key.
() PULSAR \.\ .




Pre-COVID-19 Motivations

Before COVID-19 motivations for shared
ride modes including transit were:

Save money

Save time

Reduce stress

Found time

Improve environment

e —
@D FuLsar AN 9




Pre-COVID-19 Motivations

Five “events” that created the

best timing for consideration
of a mode change:

Job change
Residence change
Family change
Road construction

Major or frequent car
repairs

k
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New Rider Paradigm




It all starts with a Transit
Agency Brand

What is a Brand?

S

() PULSAR



Every Agency/System
(like Every Person) Has a Brand
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Every Agency/System
(like Every Person) Has a Brand
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Every Agency/System

(like Every Person) Has a Brand
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Building Brand Equity

« A coordinated branding program enables a
transit agency to build brand equity

 View this equity like a savings account
— Getting positive messages recognized as a deposit

— The occasional negative event or stories are withdrawals -
— The goal should be maximize the positive equity position

« Build equity with “Wow!” products and services
— Maximize communications for major products/services
— Recognize that not all products can contribute to brand equity

S
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Transit Experience Map
*,

PURCHASING

EVALUATING

PLANNING

TRAVELING

BRAND SENTIMENT




Key Brand Insights

« Have a fresh brand identity that communicates service
benefits. Helps customers easily connect and engage
with the brand/service

* Marketing strategy proactively illustrates key benefits as
it relates to target audience needs/concerns

« Communication strategy resonates with demographic.
Consumers feel heard (in their language/culture).
Customers can easily connect and engage with the

brand/service
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Key Brand Insights

« Give “ownership” of the riding experience to the consumer
by:
o Tapping into existing regional pride and culture

o Including aspirational tone to demonstrate vision for the
future

o Adapting the service(s) to meet potential customers
need(s)

« Leverage the system’s assets (e.g., on-board experience,
exterior/interior of the vehicles, at station, website/mobile
app, etc.) as a method to increase their brand awareness

-
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What have we learned from
Market Research?

S
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Closures and safety concerns mostly drive
reduced use of public transportation

Reasons for Decline in Use of Public Transportation

50% -
5
35% | 40% a2%
30% - 35%
25% -
20% 1 24%
15% -
12;/: ] 1%
0% T T T 1
Work and other things Reductions to public People don't feel as B Total Riders (n=62)

are still closed trasportation safe using public Bus (n=40)

schedules and transportation as they Rail (n=22)
capacity used to before the -
pandemic

21
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Strong positive response to NY MTA-like video -
increasing riding consideration

Rider Reactions

i) Safe Travels. Retuming STENSDUHANG Phas o
' Appealing or compelling

Believable

WITH US

New or surprising information

Feel better about using public
transportation

Unappealing or confusing

Missing Information or
Improvements

= -
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Focus on transit’s innovative efforts
to give riders tools and control is well received

WHY MOST COMPELLING?

Innovative methods Empowers riders Shows concern for rider safety
| think the contactless pay is The word empowering helps Shows that they want passengers
really smart and innovative. the riders take ownership of to be safe and to take all
-Jamie F, Rail their own safety. -Debbie S, precautions as possible. -Ray J,

Rail Rail
Live updates Doing everything to make riders feel safe
The live updates, social distancing and Enables citizens to operate without fear of
cleaning are all very crucial when deciding to sickness/allows for ease of mind in knowing that the
ride public transportation in these times. - regional authorities are taking proper steps and
Christian C, Rail precautions to keep and maintain safety. -Tristian S, Bus

= S —
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But customers still want enforcement...
not just encouragement

WHY LEAST COMPELLING?

Should require masks Doubt app functionality
. ., . | don’t agree with the app that they say they would put
_G|V|ng supplies isn’t good enough if it out as it’s not going to be accurate. For instance, they
is not enforced. You can lead a horse to . .
water but vou can’t make it drink have an app to alert when the bus is coming and more
P ,h ; g u ! INK. times than not, the app is wrong and doesn’t work all
arah 1, bus the time. How will we know this app will be legit?

-Abby-gail E, Bus

Need to enforce social distancing

Puts this on riders; Transit

These are the right things to do, but you .
need to do more than encourage. You needs to do their part too

should not aIIO\_N’crowdlng_, not just It puts the onus on riders. -Steve R, Rail
announce that it’s happening. - Teresa W,

() PULSAR oa
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Few have used public transit recently.
Those who have report positive experiences

Have you taken public transportation in the past 2
weeks? If so, what type?

11 Positive Experience

* Different than before

* Not crowded

« Everyone Following new procedures

*65% of YES

4 Neutral Experience
» Stressful/confusing with new procedures
* Not all following new procedures

Rode the

2 Negative Experience
* Quiet, uncomfortable

k » Had to wait due to service changes
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Overcoming Fear and Re-establishing
CUSTOMER RELATIONSHIP (Trust)
through Transparency

Show and Tell
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Reimagining Transit Services

During COVID-19 pandemic, many transit
agencies transformed into hospital worker
shuttles, transporting food and needed PPE to

critical workers and shut-ins, a vital service for
the community.
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Employers as Partners

More than ever, it’s time to partner with employers - particularly larger employers -
to discover their plans for recovery and reinstituting on-site work. By partnering
with them in new ways - rebuilding trust with not only the riders, but the
employers - transit can help transform as well as rebuild the recovery for our

community.

() PULSAR \.\ s




Transparency - the Ne

S

w Show & Tell

« MBTA in Boston is cleaning high-
contact areas at stations six times a day

and cleaning vehicles at least daily.

« BART now cleans high-contact areas
eight times a day.

* Chicago Transit Authority (CTA) is
reconfiguring station waiting areas and
gathering places to facilitate social
distancing.

« SEPTA in Philadelphia cleans each
vehicle twice a day and has limited its
bus fleet to those with easy-to-clean
seat materials such as plastic.

k
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Arlington Transit

ART - Arlington Transit
July 7 at 12:25PM - @

Arli ﬂgton Transit is usi ng social At Arlington Transit, safety is the highest priority. See the steps ART is
med ia tO SH OW cu rrent a nd Lafkci:rgvtlrl)jlffla;p passengers and operators safe, and to help slow the spread
pOtentiaI riders the Steps ArlingtonTransit.com/covid19

they’re taking to make sure
their system is clean and safe
to return to.

| Arlington Transit (ART) is
Working to Keep You Safe

i

k
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Arlington Transit (ART) is




Foothill Transit

Foothill Transit

May 14 at 5:48 PM - @
We've been getting the word out in Duarte... We can keep our
community safe by covering our faces and keeping our distance!

Foothill Transit is preparing for recovery by
enforcing social distancing and encouraging the
use of masks while waiting for and while on the bus.

&
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Metro Transit

Along with daily sanitization, requiring masks, smaller bus capacity, and employee
health checks, Minneapolis Metro Transit is encouraging Touch-Free Payments with Go-
To Card or the Metro Transit app

7k |
k‘{u'pplemen eeps ;,33 SAY-yQUIEAN take to "Jv %

,relf and others, wp Havetstepped up our cleagihg|effo

1/ ko . i

ﬁ dila ! |
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Make your next trip touch-free. T




University of Minnesota Transit

While continuing to serve the University of Minnesota campus, the Parking and
Transportation Services are working to implement posters informing the mask
requirement, stickers on the floor to promote distancing, sleeves on seats to
encourage riders to space apart, and adding barriers to the driver seat area.

MY " COMMUNITY IS
SAFER BECAUSE | DO MY PART

F | it |©

WASH YOUR STAY WEAR A
34

HANDS APART MASK
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Metro Mobility

* Metro Mobility in St. Paul is following all
CDC recommended cleaning and safety
measures, as well as providing free
rides to and from work for employed in
a health care facility.

» Certified Metro Mobility customers can
order groceries and household
essentials online from a store that has
online shopping and local pick up.
Metro Mobility will pick your order up
and deliver to your house.

—

Metropolitan Council
@MetCouncilNews

Metro Mobility continues to provide rides for metro
area essential health workers during Metro Transit's
service suspension. Metro Mobility’s free door-to-door
service is for anyone who works at a healthcare facility,
24 hours a day, 7 days a week.
metrocouncil.org/Transportation...

11:11 AM - May 29, 2020 - Hootsuite Inc

() PULSAR \.\
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Houston METRO

Houston METRO has disclosed their
new plastic enclosures for buses
which serve METROLIft customers.

This will prepare them for an
increase in riders during recovery.

—

"L" Houston METRO
= /) 14hrs-Q

In addition to social distancing measures, encouraging the use of
face coverings and increased cleaning, the METRO is installing
plastic enclosures for operators on vehicles which serve
METROLIft customers. The enclosures still allow operators to
assist passengers. Click the link for additional information

https://bit.ly/3dorGZK *S

() PULSAR \.\
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Chicago Metra

Metra released their recovery plans as
parts of Chicago begin to reopen.
They have emphasized transparency -
not just saying they are sanitizing, but
showing it and reinforcing the
message across communications and
marketing.

k
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Chicago Metra

- »
COMMUTE WITH - COMMITTED
i CONFIDENCE | B & TO CLEANING

a?

. DEDICATED
B 10 DISINFECTING - “ néﬁ‘ik?.#&m

-

Reinforcing with marketing and communications campaign
to support re-building trust.

& /
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Chicago Metra
@ mi/t;aamz:?)o PM-Q

Metra also asked current riders Bt S

i ou've heard from us about what we're doing to make your
for feedback on their commute a safe one, now hear from your fellow passengers how
commutes a nd hOW We” they we're doing on our commitment to keep trains clean, ensure masks

are a must, and provide you with enough space to commute with

think Metra is doing to keep confidence.
them safe. -

x
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Metrolink

Metrolink has developed an online tool
called How Full is My Train? to allow

riders to check how well they’ll be able to

social distance on the train.

This puts the rider in control by giving
them the power of choice. If their
schedule is flexible, they can choose to
take a different train.

—

k Metrolink @
7 249

We've developed a new online tool just for you: "How Full Is My
Train?" It will help address concerns about social distancing on our
trains. Just find the train you plan to take and check out its most
recent ridership. Any train with ridership under 30% allows plenty of
room for social distancing. #OurMetrolink.

Try it out at metrolinktrains.com/howfull

E METROLINK.

SMARTER. BETTER. ESSENTIAL.

HOW FULL IS

YOUR DIGITAL TOOL FOR SOCIAL DISTANCING

o (s
SRS

(9 PULSAR \‘\
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New York MTA

wmer Yesterday at 4:17 PM - Q

Your safety and the safety of our employees is our number one
priority. So we're working all day, every day disinfecting and
cleaning trains, buses and stations.

o T h e M TA posted a V | d eo S h OW| n g ::;;eoglsslo getting more efficient and testing new cleaning
h OW t h ey a re CO nt | n u | n g tO izz:ig: xi:ig:;t;r;g it done (and keep wearing your mask and

diligently clean and disinfect
trains, buses, and stations.

 They are also testing new and
more efficient cleaning methods
to prepare for more riders
including the use of ultraviolet
light.

WE'RE TESPINGNEW
CLEANING'T Y.

x
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Region Transportation District

RTD (Denver)

Denver RTD is telling AND showing riders the steps they’re taking to ensure a safe ride.

RTD
June 25 at 4:54 PM - @ ’

We understand your concerns while riding transit. That's why
we've adapted and implemented several new procedures in
recent months with your health and safety in mind. All vehicles
are being cleaned daily per recommendations by the CDC, state,
and local public health agencies. Your health and safety is critical
to us, and we look forward to having you on board.
#RTDMovingTogether

WIPING DOWN SURFACES
HAND RAILINGS

HAND GRIPS

GLASS

COMMON AREAS

RTD
6d-Q

In June, we received our latest shipment of electrostatic
cleaners. These enable us to provide hospital-grade disinfection
of our vehicles and facilities. https://bit.ly/2W5xH7]

RTD-DENVER.COM

New electrostatic cleaners make sanitizing easier for
RTD

PULSAR

RTD
July 7 a4 PM- Q@

To allow for social distancing on our buses, we have extra buses
staged along routes that are experiencing higher ridership. These
buses are di as y to help in vehicle

limits of 15 s on buses and 20
passengers on larger buses. Your health and safety are a top
priority to us, and we'll continue to implement protocols such as
these to protect our riders. #RTDMovingTogether

Le're limiting

pabsenger loads
an bubses

STANDARD BUSES: 15 PASSENGERS
LARGER BUSES: 20 PASSENGERS

42



Region Transportation District RTD
(Denver)

RTD is also asking its riders for @ I seams
feedbaCk on what Im_p r_O\_/ementS RTD wants to hear from you! We are seeking input on what transit
the system should pI’IOI’ItIZG after services RTD should prioritize as the region moves past the

: : . effects of COVID-19. Complete a quick survey to share your
COVID restrictions are lifted.

thoughts, whether you're a regular on RTD services or not, as we
look at changing the way our region moves!

https://bit.ly/31wAFoU

REIMAGINE RTD

x L e
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Incentivize Trial

TRIAL - is the best way to get riders to give transit a try. Especially in these
challenging economic times. Many transit systems have suspended fare collection.

But now is the time to do a trial “campaign”

IN THIS NEIGHBORHOOD EVERY HOME

COMES WITH A TRAIN

HERE’S YOUR CHANCE TO GET FOUR FREE METRA TICKETS -

VIAJA UNA SEMANA COMPLETA,
1P SEE OTHER SIDE FOR DETAILS!

Del 12 al 16 de diciemb
Commuter Bus 42
Proving Ground total

k
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Use Earned Media

MN: Metro Transit extending $1 fares for those who are jobless K StarTribune

A Metro Transit program offering $1 fares for low-income earners is being extended to those who have
lost their job for any reason, including COVID-19.

By Tim Harlow
Source Star Tribune (TNS)

Sep 2nd, 2020

STARTRIBUNE.COM
Upgrade aims to make Metro Transit trip-info app more
accurate

() PULSAR 45



Social and Digital Content

Use your agency’s social channels and website to “push” your message out. But
don’t stop there - promote the posts and use digital/SEM advertising.
Social/digital/SEM are the most cost effective because you can target by
geographic, demographic and even ethnographic filters.

Minnesota Valley Transit Authority Metro Transit © AT\ Duluth Transit Authority .
16h- @ wee September 18 at 9:59 AM - Q ",;'_i'.;' September 15 at 12:15 PM - Q
< v % " "The added measures like wearing a mask, wiping down my : : . S s 2
Watch this video to learn about the action we are taking to workstation, and washing my hands often aren't too much to do A";: Sl:lccissmlly Ins‘talt"ng Ple)“glatss g”:’er protectlor; barriers
provide safe and clean transportation for your essential needs: when everyone's health is at risk." on" et' oot \A‘/reharedse 8 r‘es':mﬁ St ancafc passenger are
https://www.mvta.com/covid-19-response #WeGotThis Operator Lauren C. talks about her new normal: collection on 1hursday, October ist.
http://metrotransit.org/in-this-together-bus-operator We will also be resuming service on Routes ”4‘ #1 5' and
Metro Transit is playing an essential role in the region's response #25(DuLooper) beginning Monday, September 28th.
to the COVID-19 ic. Please i ing your support ) ) .
for our essential workers by sending a note to an operator you Passes will be available for purchase at the Duluth Transit Center
miss through this online form information desk, and at other pass outlets. More information on
metrotransit.org, 'compliment-complaint-form

additional locations and pass options is available at:

https://www.duluthtransit.com/.../getti.../fares-and-passes/

DULUTHTRANSIT.COM

Fares and Passes - Duluth Transit
Authority

Duluth Transith Authority provides bus service
to Duluth, Superior, Proctor and Hermantown.
View fare pricing, multi-month passes, and...

P 0:0370:30°

O 23 14 Comments 22 Shares

Q0% 102 5 Comments 2 Shares
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When you wear a mask




Questions

Jim Wright

Partner/Sr. Strategic Marketing Planner
Pulsar Advertising

P: (703) 801-9758

E: jwright@pulsaradvertising.com

S
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