GOLDEN GATE BRIDGE
s HIGHWAY & TRANSTORTATION DISTRICT

IMPLEMENTING A FARE
COLLECTION SYSTEM

LESSONS LEARNED

TERI MANTONY — DEPUTY GENERAL MANAGER
CTA CONFERENCE
OCTOBER 29, 2009
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LESSON #1 — DEFINE YOUR PROJECT...CLEARLY!

A “We thought we were buying new
equipment...not a technology system.”

4. No understanding of what boxes could
do versus what we wanted.

4. Conflicting directions cost time — and
money.
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LESSON # 2 — PUT THE RIGHT PEOPLE ON YOUR

STEERING COMMITTEE.

. ldentify stakeholders and get them to the table.

4. Need a cross-functional team — not an operations team.

. Define roles and responsibilities — keep everyone
talking.
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LESSON # 3 — TECHNOLOGY IMPACTS BEHAVIOR.

4. Don’t underestimate behaviors affected.

4. Don’t assume what your customers will do.

4. Open your ears — listen to what your team, drivers
and customers are saying. Then go see what can be
done to make the situation better.
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LESSON # 4 — REACH OUT TO YOUR CUSTOMERS

EVEN SOONER THAN YOU THINK.

Internal: External:
4. Drivers 4 Passengers
4. Mechanics 4 Community action groups

4 Dispatchers/Supervisors & Media

4, _Customer service A Community partners

4. Unions
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LESSON # 5 — LOVE YOUR DATA, BUT BE REALISTIC.

4. Planners love data — drivers don’t.

4. Neither do sales outlets.
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LESSON # 6 — ALLOW TIME IN THE SCHEDULE FOR
FIELD TESTING.

4. Policies and rules could not be accommodated by the
farebox.

4. Employee familiarization.

4. Customer familiarization.

4. All rules apply — 60 days later.
. Fleet defect.
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LESSON #7 - EVERYONE PULLING TOGETHER MAKES IT
WORK.

. GGT training staff developed training material — no off-
the-shelf material fit our “complex’ system.

4. Dispatchers worked hard to get the drivers in for the
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. Maintenance developed templates and processes that
would help facilitate an install of 200 new fareboxes In
under 72 hours... while still meeting routine
maintenance and service needs.
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. Marketing developed customer outreach materials and
delivered that valuable communication piece to our
external customers.
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4. Drivers took care of
thelr customers.
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Last Paper
Transfer

And In the end...

We didn’t forget
to celebrate!
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d AND SIX MONTHS LATER...

4. Fleet retrofit.
A Translink use is up.
. Complaints are stabilizing.

4. Union issues.

. Using the data.
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THANK YOU

TMANTONY@GOLDENGATE.ORG

GOLDEN GATE BRIDGE, HIGHWAY & TRANSPORTATION
DISTRICT
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