Social Media Software

And Caring for Transit Customers

November 17, 2016
#CalTransit51
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Story of Change

* Transition From
- A Form and Phone Call Center

* Transition To
- Social Media, Phone, Form Center
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Social Enabled Pasm

* Quick Response

- 42% Expect reply within 60 mins

- /8% of Americans on Social
 Don’t Want to be Redirected

- Don’t Want to Fill in Form
 Customer Service Voice Bad on Social

- Must Sound like Caring Human

- Personality Goes a Long Way
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Software Solutions

 Premium Software Suite
- Sprout, Sprinklr, Spredfast, Buffer

- Offers robust tools for many
challenges

* Freeware
- Hootsuite, Tweetdeck, Iconosquare
- Usually partial solution

* Native Platform

- Facebook.com and Twitter.com
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Benefits of Social Sm

 Work Flows
- Customer Service Tasks
- Scheduling

 Metrics and Measurement
- Response Rates
- Volume, Analytics

« Team Functions
- Access levels for staff

- Communication Histories

e
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Before Social Soft_

* Fractured Reporting

- Pulling metrics from numerous sites
* |solated from Systems

- Outside of Cust Serv Process

- Cust Serv Expertise Not Used
« Search for Reporting Solutions

- One site does X, another Y




Before Social Soft_

Declining Call
E Volume &
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Assigning Tasks

Sent to CCF to confirm (andria)

i
Jaramy L. > Cusiomer S, Today at 02:06 pm
Closed by Customer S.

£
Jeremy L > Customer S. Today at 10:41 am
Closed by Customer S.

+
seremy L > Customer S. Today at 1040 am
Closed by Customer S.

£

Jeremy L > Customer S. Yesterday at 02:38
pm

H 4 ¥

Why does train number 227 constantly run ahead of
schedule. Pulling out of Blossom Hiil 2 minutes ahead

DM hezd

7 Hours Aa

@Caltrain torn seat in car 4023 on NB #385 on the
bottom level

ock Reptied To Caltrain 20 Hours Ago

Lights on the Bayshore Caltrain stairs are not working.
t&#39;s a potential hazard.

»OCCCIVIC 10 19 MOWTs /4O

@GoSamlrans WHY WAS ECR 10 MIN LATE TODAY ??

Closed
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Task Metrics

BUSINESS HOURS OFF BUSINESS HOURS
Total Reply Thread
Team Member ; Avg. Reply Time Median Reply Time Quickest Reply Siowest Reply
Replies Size
T .
w=— Jeremy Lipps 100 12 570 min 655 min 1min 5,724 min
-
cs Customer Service 35 1.0 1316 min 1,349 min 2 min 6,393 min
Reply Avg, Median
Total Quickest Slowest
Profile / Team Member Thread  Reply Reply
Replies X Reply Reply
Size Time Time
SamTrans 706 705 4,185
ot 9 14 : _ 1 min
nFacebook page min min min
617 616 4185
o Jeremy Lipps 8 14 1 min :
- min
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All Networks, One

karolpokojowezyk > gocaltrain 21 howsago O @

™ Comment on Post “The evening commute is upon us. #Calirain #BayAres”

Have you fired your graphic design artist yet? You know, other programs exist
that let you manipulate images besides Microsoft Paint...

Gabriel Velez > Caltrain a day ago

= Comment on Post "Caltrain Is your ink._. rail to the stadium.™

@GoSamTrans why doesn't the back bus door open when | try to get off the
bus? Does it lock between stops and the driver has to unlock it?

JoshBussdieker replied to GoSamTrans 2 day ago
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Tracking the Issue

@€Caltrain stuck at bayshore. What's up?

ccwu replied to Caltrain Sep 27, 2016 ‘ °
@Caltrain whats up with NB283 delay?
bajaate10110 replied to Caltrain Sep 23, 2016 ‘ 0

Caltrain # 138 is so consistently late every day that they should just consider
changing the schedule.

LR

alamort Sep 15 2016

10 13 16 19 22 28 28 N 3 6 9
ROV
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Mobile App
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Twitter

8:07 PM

BikesOnCaltrain

A cyclist was bumped at Hillsdale SB 314
at 7:42 am. #Caltrain

GoCaltrain
@IndieAddictionz thnx

"whiished by Jaremy Lip

Caltrain
SBR elevator is back in service. #Caltrain

GoCaltrain

See Santa, Frosty & the GangDec 3 & 4
as #HolidayTrain2016 rolls again! Bring

new, unwrapped #ToysforTots holiday-
tramn.com

Caltrain
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Pluses/Minuses

* Pluses
- Better, Streamlined Reporting
- Customer Serv Integration
- One Login, One Site
- Management Oversight
 Minuses
- Cost
- Lose Features of Native Sites
- Learning Curve
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Questions & Contac_

« Jeremy Lipps
- Twitter @CalifOrnio
- LinkedIn /JeremyLipps

samlrans c a'@.

uuuuuuuuuuuuuu
Transportation
Authority

San Mateo County
TRANSIT DISTRICT



