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New Modern Trains Arriving!
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$3.5 Billion Infrastructure Bond Success
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• Strategic messaging

• Disciplined public relations 

and media relations

• 330 community meetings

• Use of social media to tell 

our story and elicit brand 

affinity



#ThisIsOurReality
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WOW — Finally Some Honesty From the Government

BART's twitter manager drops truth-bombs, world cheers

Realest social media managers in public transportation

NOT-SO-BREAKING: BART’s Twitter Account Responds to Complaints Awesomely



Infrastructure Up Close
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Bond Funds At Work
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BART in 2017 – Crowded!

Ridership growth: 27% increase over 5 years!

Now: 2.8% weekday, 9% weekend, 1% during peak

On Time Performance

down 95.7% to 89%

Customer Satisfaction

down 84% to 69%
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BART robberies climb 45% over last year, figures show

BART admits 77 percent of train cameras are fake or don’t work

BART takeover robbery: 40 to 60 teens swarm train, hold up riders

BART keeps riders in dark about teen mob robbery

BART: Rapes, sexual assaults on the rise

BART Related Media Headlines
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• Crime

• Fare Evasion

• Homeless 

• Open Drug Use

• Elevator and Escalator 

• Pee & Poop!

Off Limit Topics...Focus on Rebuilding
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NO YES



Data and feedback 
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• Complaints to Customer Services

• Rider Surveys

• Questions from the public at 

community meetings

• Engagement from social media 

posts

• Riders sending the media pictures



We Were Telling the Wrong Story!
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Working Cameras Media Event
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Working Cameras
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Fare Evasion: Inviting the media
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Recruiting Media Event
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Communicating Police Presence

16



Car Cleaning
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Viral Car Cleaning Campaign
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187,000 Views

472,000 Reach

Email open rate: 19%



Weekly Cleaning Stories
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Twitter: 70,900 Facebook: 45,974



The Homeless Problem
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Once Was Untouchable

21

User has 17K followers

KRON had already done a story 

with video sent from rider

BART was also getting emails 

from riders with pictures

One rider said he was sharing 

video with all media



Podcast Launched
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17,890 HITS



Bay Area Rides Together
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BARTable Marketing Campaign
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Contact Me
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Alicia Trost

BART - Communications Department Manager

atrost@bart.gov

510-464-6154

@AliciaTrost

linkedin.com/in/aliciatrost


