Fare Ambassador Update

Rider Experience and Operations Committee
12/01/22
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Why we are here

* Provide an update on Fare Ambassador Program
* Provide an update on Internal Resolution Program
« Discuss program action items and next steps

» Information only, and no Board action required at this time.
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Fare Ambassador
Program Overview



Highlights of the program

« Majority positive feedback

from riders
~ 28 Rachel Schaeffer
* Development of Standard & ericesionGorar - Follow
Operating Procedures for I'm just glad | ran into fare ambassadors at Roosevelt
station who walked with me and others to the shuttle,
Fare Am bassadors otherwise | wouldn't have found it and taken even more
time to get home today.
* Added presence and SR S o0 ®
assistance during service b g el e
disru ptions Read more on Twitter

* Increase of ID compliance
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The challenges

« Current inspection rate is at ~2%, less than the 10% goal.

 New ORCA transition introduced inconsistency in ORCA Card
validation results.

« 25% of non-paying passengers are not providing any form of ID
* Increase in negative interactions with Fare Ambassadors.

* [ncrease in feedback from riders as Fare Ambassadors share
details of the upcoming fare compliance policy.
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Staffing update

 Filled open Fare Ambassador positions, taking total staff to 21 as of
September 2022.

« Continuing to advance a blended staff model to help address staffing
requirements.

« Current staff have each gone through 92 hours of updated training.
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Inspections &
Compliance Rate



Fare Ambassador program metrics

Data is combined Sounder and Link, Jan-Oct ‘22

Ridership 20.9 Million
Inspections 220,962

Inspection Rate 1%
Warnings 25,496

Compliance Rate 88%
Warnings with complete 1D 8,639
Warnings with incomplete 1D 10,590
Warnings with no ID 6,290
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Demographics



Ethnicity

ALASKAN NATIVE/AMERICAN
INDIAN, 2% \

] sianasian Key takeaways:

AMERICAN, 8%

BLACK/AFRICAN  Passenger self
_{__ AMERICAN, 14% identifies

NO DISCLOSURE,
41%

HAWAIIAN/PACIFIC

ISLANDER, 1% e 2023 O&D
Survey to
compare

HISPANIC/LATINO/A/X,
6%

* High percentage
choosing to not
disclose race

TWO OR MORE,
2%

WHITE or
CAUCASIAN, 23%

OTHER, 4%

o SOUNDTRANSIT




Field Notes &
Survey Results



Themes in Fare Ambassador feedback

Passenger interactions System comments
» Education . Safety
* ORCAusage - More visible security
« ORCALIFT presence onboard and at
« Available crisis resources stations
- Navigating Seattle and transit * Cleanliness
« De-escalation * Fare Access
«  Changing the narrative on * ORCAwayside validator
interaction locations

* Negative balances
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What are passengers saying?

Onboard Satisfaction Survey Results

2% 0%

Not at all
Satisfied

Somewhat
Satisfied

m Satisfied

= Very
Satisfied

More than 500 responses to
our onboard survey.

“Very pleased to see the Fare
Ambassador on the light rail
checking for fare compliance!
They were polite and provided
an information handout to a
person who had not paid the
fare.”
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Internal Resolution Progress



Internal Resolutions Q4 Update

v Internal resolutions department is 75% completed with the
steps needed to resolve fines for our customers. We are

targeted to go live Q1 2023.

v' The last 25% to be completed is the software program
update / upgrade from our 3rd party vendor.
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ORCA LIFT
Enroliment Update



--___:_lforyy% "M Addressing Barriers

Barrier: challenges navigating the enrollment process
Ongoing activities to address:

« Coordinating with partners
2 W AU ot i e e « Working to provide clear, consistent info on how to register

$1 per trip on select services.

Save up to 80%! * Supporting 3 new enrollment agencies in Pierce and Snohomish

ﬂcORCAUFFc dﬁJlow riders to pay $1
for oncwy ips

. aozmd i Barrier: lack of program awareness and trust

= Kin gCou ty Metro bus
*  Seattle Streetcar

~ Ongoing activities:

o e ety - Building on existing research to identify strategies to reach riders
iy oty your s ORCALET s e Yo through trusted community orgs

responsible for loading value 1o the card to pay your fare.

%‘g oyl « Promote reduction of ORCA LIFT fare to $1
e « Direct engagement and in-person events

ORCA LIFT reduced fare card

at info.myorca.com/LIFT

LIFT ‘ T SounpTRANSIT
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Next Steps



What’s next
ORCA LIFT Enrollment

* Finalize strategy and begin implementing work plan

« Support existing and 3 new enrollment agencies in
Pierce and Snohomish counties

» Continue coordination with ORCA partners and community agencies on best
practices and system-level efforts

Fare Engagement
* Implementation of the Fare Paid Zone inspection pilot

* Onboard contracted staff
* Full rollout for the permanent program with citations
* Returning to REO in Q1 for another progress update
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Thank you.
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