Los Angeles County
M etrO Metropolitan Transportation

Authority
One Gateway Plaza
@ 3rd Floor Board Room
Los Angeles, CA
Metro Board Report
File #: 2020-0580, File Type: Oral Report / Presentation Agenda Number: 22.

OPERATIONS, SAFETY AND CUSTOMER EXPERIENCE COMMITTEE
SEPTEMBER 17, 2020

SUBJECT: CUSTOMER EXPERIENCE PLANNING
ACTION: ORAL REPORT
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RECEIVE oral report on Customer Experience Planning.
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CX Definition

have at every stage of their journey. The
goal is to minimize pain points,
maximize smooth, uneventful
experiences, and find opportunities for

occasional surprise and delight.




CX Vision

Sarety, your time, your COrmiort, and your peace
of mind — when we connect you to people and
places that matter to you.




Pain Points for 2020 CX Plan

Accuracy of real time info* « Homelessness*

Frequency™ Cleanliness*

Speed* Bus stops uninviting

Crowding* Ease of payment*




2020 CX Plan Contents

a) Completed

b) In the pipeline - status/outlook for 2021

c) Assessment:
0 Are initiatives adequate?

O Are there barriers to further improvement?




Future Directions
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Quadrant Chart to prioritize efforts

Worldwide best practice review
Focus on organizational culture
Surprise and delight




