e

York Region

2008 Marketing and
Communications Review

Presentation to
Transit Committee

Irene McNaell
March 12, 2009

=0
¥
.




York Region

2008 Marketing and Customer
Service Budget

2008 Marketing and Customer Service Budget $2.7M

O Salaries (Marketin

B Salaries (Customer Service)

12%

E Marketing &
Communications Program

3%

E Special Events

14% B Printing

B Other*

36%

*Admin support — training, software
upgrades, consultant admin
support, etc.

Transit Committee / March 12, 2009 Slide 2



Q

a
a
Q

York Region

Marketing Strategy

Consistent and ongoing marketing and communications:

Build awareness of YRT/Viva services and benefits
Educate the public about transit benefits
Improve the perception of transit through education

Encourage trial through successful programs
and campaigns
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Business Benefit Program

What?

O Business Lunch ‘n’ Learn sessions, posters,
e-communication, info sessions

O Ridesaver - 15 % discount on monthly passes
(min 15 passes)

O Partners: Smart Commute Associations,
Boards of Trade, Chambers of Commerce &
Municipal Economic Development Departments

Who?

O Local businesses with over 50 employees

O 300 businesses contacted in 2008

Results

O Six businesses participating: Scholastic, IBM,
Sheraton Markham, Apotex, Vaughan Mills Mall
and Ash City
(13 others have expressed interest)

Q 18 Lunch ‘n’ Learn sessions
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Business Benefit Program
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Business Benefit Program- RideSaver

Key Benefits
O Gets employees on transit

O Helps businesses to reduce current and
future parking

O Raises awareness of YRT/Viva services
O Employer input to service improvements

- —p e "

Now you can save even mb::e
by riding YRT/ Viva to worlg;

COMING SOON... for the employees of Vaughan Mills!

Employees working at Vaughan Mills can now save up t 15 percent off a YRT/ Viva transit pass.
Just parchase an Adult monthly pass at the Guest Services kiosk and pey 15 parcent less. That's
about $15 savings per month and $180 per year:

You can also eave an additionsl 15 percent on your transit pass

purchases through the Federal Transit Tax Credit Program. GUESt SE rvices
Lecated hatwean
Nuighbourbeods & and §
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Youth On Board (YQO!)
Student Program

O 43 York Region high schools

O Transit presence at each high school —
Transit Ambassadors

a Direct, on-site communication of service
changes

O Survey results - 85% felt that the
program helped them get transit info and
understand YRT/Viva better
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Youth On Board (YQO!)
Student Program
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Community Safety Village Program

34,133 school children visited in 2008

Children learn about transit safety through
a fun interactive video while sitting in a mini bus

Interactive puzzle tables reinforce transit safety
messages

Feedback from the Community Safety Village:
YRT building is used as a model of what all the
buildings should look like
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Driver Communications Program
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York Region

2008 Highlights

18 Driver events and info sessions
Over 300 drivers participated

Three “Get Connected” driver newsletters
issued: Spring, Summer/Fall and Winter

Driver Contests & free giveaways:
(YRT/Viva Golf Shirt, YRT/Viva Fleece,
Coffee/Treats, Chapsticks, Pens,

Tim Horton Coupons)

Driver feedback

LOGO COMPETITION
75
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YRT Brand Refresh Program

O uses (conventional and mobility)

O Bus stop, shelters and terminal
signage

O Marketing materials &
communications materials

O Uniforms (2009)
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YRT/Viva Communication Materials

Route maps

Newsletters (YRT, Viva and Mobility Plus)
Fare Change communication

Target route / Direct mail

New service launch

Public Information Centres

o000 O0CQo0O~@Do

Navigators (individual route schedules/maps)

Beginning November 16, weekday rush hour
service on Route 23 - Thornhill Woods will be e credit for passes wil save you even mare.
extended north of Rutherford Road.

FOR MORE INFORMATION CALL:
LocaL

Transit Committee / March 12, 2009

York Region

S F Staeles Ave WIS
- n ;
ROUTE 23 - Thornhill Woods s Secondan g
now serving Upper Thornhill Village [ el Sy P (et BT SURS S = W S8 disabilfes,
VIVA 505 A BETTER YRT/VIVA.
o the 255 p.m.

91/91a
91E

navigator EZ

new & revised route & schedule

WINTER 2008

Effective Novembe
Mincr Raute 91 and 914 weel

P MyTransit
Bayview Ave. & Steeles Ave

e the adjusted @

" nlea Secondaryy  MEW FARES. frequenc, improved local services.

and mare trarsl options for those with

Discaunted sets of 10 tizkets and monthly

YRT/¥iva fares are changing Js 1
2009, This choice, ransi tax

And ta make fe 3 litle easier, you can
continue to use 2008 tickets in 2007,

sit  Don'twomry about sxchanges, grace
pi Periods o rushing out 1o gst new tickets.

| The northward ex| Get on YRT/Viva and enjoy the ride.

service new YRT
in the eommunity
Thornhill Village. L

In additian to ser
residents of Uppe|
Village, this new o
| will accommadatd
the Joseph and Wi
Jewish Communi

lacaled at the sau
corner of Bathurs
Lebevic Campus I

BRATE NEW YEAR'S EVE ON US.

NEW YEAR'S EVE. SEE INSIDE FOR DETAILS,

online atyri.ca
Custor

ROUTE MAP
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YRT Website Improvements

LG TS ol [ e T VY L LTl Maps & Mavigators | Fares | Services | Mews | wWhat's Ahead | Mobiity Plus

| o B

Plan your ride &® rideQuest Trip Planner

i \ WIVA

rideQuest Click = Schedule Finder

» Trip Planner
» Next Bus 1f you know where you're going, but aren't quite sura how to get there,
rideQuest, our new trip planning aid can help you out. Just fil out 3
few detais below and you'l get options sorted by ride duration, waking
time or number of transfers - so you can connect to the perfect route.

» Closest Stop

From: ‘Address‘lmersecnun‘swp MNumber or Landmark ‘ ﬂ
Know where you're going? Know your route? Want a clearer picture?
Connect to rides Connect to schedules Connect to maps L |Se\s:ta\_andmark v‘
rideQuest Click Schedule Finder YRT System Map
Irip Flantier Route Navigators
Mext Bug Commuter Alerts Hunicipality Maps
ShosestStop Service Changes | Route Maps To: ‘Address‘ Intersection, Stop Number or Landmark ‘

Holiday Se
obday service or | SelectaLandmark v

® Need a quick trip plan?

#% Transit News
= Trip Plan | Schedule When:
=

mer advize ations

: Closure of YRT/Viva ticket agen!

a and Google team up to give another trip plan

MyTransit Newsletter — Winter 08/0% now available s s
ort results by:
® Trip Time (O Waking Distance O Number of Transfers

Get the time of your next bus by email

More news, press releases, current promotions and events,

Select one:
@ 1am interasted in YRT, VIVA and TTC contracted services (Resufts will not

Exciting \\ | ” .' include GO Shuttles, High Schoal Specials or Express services)

new changes _— s . GO L}gle 1 3m traveling to/from 3 GO Train Station (Results may include GO
are happening. VIVA e Canaats @h [Pt Forecast | Shuttles)

You spoke. Richmend Hil... ON O 1am traveling to/from a high school (Results will include High School

listening. . o :

We're listening another way to plan your trip Y e Mathees s‘gmls]

Glick here 1o 866 AR leaFn mote how sewli;r:)\nterested in Express services (Results wil be limited to Express

sk Region
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On-street Customer Information

YORK REGION TRANSIT INFORMATION CENTRE

EXPRESSROUTES
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Community Outreach

YRT/Viva attendance at over 150
community events in 2008

Community fairs/celebrations

Mall displays

High school/college/university events
Eco events/community groups
Business sessions

Customer Appreciation Events
Winter parades

U
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Community Outreach
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YRT/Viva Goes Green

Community Outreach

YRT/VIVA CELEBRATES CLEAN AIR DAY
AND THANKS CUSTOMERS

June & marked YRT/Viva's first Customer Appreciation Day of the year,
aswell a5 Mational Clean Alr Day.

Transit staff were present at Richmand Hil Centre Terminal during

the merning rush hour and Finch G0 Bus Terminal for the evenlng rush Yol
mour, ghing a&ay juice, granala bars, and 3 s=ed packet or tree sapling

tothank commuters for using & ckeaner mode of travelwith YRT/Viva. - -

COMMUtErs Were also encouraged o lesve telr mark in support of
Clean Alr Day by signing Ife-ske environmental cut-outs. The boards
were flled wih over a thousand signatures and actions that our riders
will take to be more eco-frienoly.

Thank you for riding YRT/V iva and join us for our next Customer
Appreciation Day this fall.
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YRT/Viva Goes Green

Earth Week Contest

O Month of April — Green activities led by
YO Ambassadors

O YRT/Viva button campaign

O Prizes, recognition for supporting green -
Transit
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2008 Snow Angels Campaign

February 2008

O Snow Angels embarked on a goodwill
gesture of cleaning driveways to
remind people that transit may be a
more viable option, especially during
the winter season

O Research — 80% of riders liked the
campaign and 75% indicated that it
would encourage them to increase their
transit usage
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2008 Snow Angels Campaign

SNOW ANGELS e
from
cubicle

land.

Snow Angels’ acts of kindness demonstrate
that public transit beats driving this winter!

Have you considered the convenience of  In the spirit of Snow Angel acts of
public transit during the final weeks of  kindness, residents are invited to share
the winter season’ other inspiring stories with YRT/Viva

k - at transitinfo@york.ca
York Region Transit [YRT)/Viva

“Snow Angels’ taken to the streets  Tell us about seeing or being a part of
armed with hot chocolate and snow
shovels to bail out frozen commut

VIVA § VIVA

existing riders
made the right

FOR MORE INFORMATION CALL:
LOCAL 1

C. il
TTY TELETYPEW RITERS. 3 DLL FREE 1844 276
yreca
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York Region

2008 Clean Air Campaign

June 2008- National Clean Air Week
Environmentally friendly messages from
YRT/Viva

Riders pledged their support of Clean Air
Day by signing one of 8 cut-outs

Results — 86% riders liked campaign and
76% indicated it would encourage
increased transit usage
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YRT/VIVA CELEBRATES CLEAN AIR DAY
AND THANKS CUSTOMERS

June & marked YRT/VIva's first Customer Appreciation Day of the year,
aswell as Mational Clean Alr Day.

Transit siaff were present st Aichmond HiLL Centre Terminal guring
e marning rush hour and Finch G0 Bus Terminal for the evening rush
four, giving @ ay Julce, granola bars, and & seed packet or tree sapling
to thank commauters for using @ cieaner mode of travelwith YRT [Viva.

Commuters were also encouraged to lesve thelr mark in support of
Clean Alr Day by signing |fe-size environmental cut-outs. The boards
were Flled with over 3 thousand signatures and actions that our riders
will take io be more eco-friendly.

Thank you for riding YRT /¥ Wa and oin us far our next Customer
Appreciation Day this fall.
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York Region

2008 Summer Gas Campaign

ending
gas
spending.

no,
tank you.

Riding YRT |Viva leaves you richer. About $10,000* a year richer.
Keep your bank account full. Notyour tank. Ride.

VIVA § VIVA § VIVA g VIVA

yrt.ca/gasrelief

U\ VIVA

YRT/Viva saves money as compared to current gas prices
Created a “calculator of savings” on the yrt.ca/gasrelief site using statistics from CAA
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2008 Winter Light Pole Banners

york, )

connected. change
your
wheels,

not your

tires.
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Results

O Revenue ridership increase to December 2008
is 3.3%*

O Customer call centre calls growing 6% to date

O Website visits continue to grow

YRTWeb site Visit Comparision 2007 vs. 2008

#l of Visits

*York University and Veolia strikes
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Campaign Effectiveness

Two rounds of research in 2008: Winter and Summer
O Round 1- telephone surveys
O Round 2 — On bus surveys

Provides staff the ability to:

O Track and analyze awareness and perceptions
of YRT/Viva

O Measure campaign and communication effectiveness

O Build the direction for future marketing,
communication and education

O Benchmark results to track improvements and
identify future changes
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Market Research

Summary of research results:

O YRT/Viva awareness and perceptions improving —
52% recall campaigns on an aided basis

O Circumstances that may encourage trial:
poor weather driving conditions — 72%,
more convenience and frequency- 40%

O Schedule information at stops ranked most
important — 68% for YRT riders and 89% for
Viva riders
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2008 Customer Satisfaction Survey

2008 Customer Satisfaction Survey
O Environics Research Group, Toronto

Who?

Q 7,040 riders interviewed on-bus and at stops.
551 Mobility Plus clients interviewed through telephone survey

When?
O November 25 to December 17, 2008

Results — Report to May Transit Committee

=/Ba

Transit Committee / March 12, 2009 Slide 27

York Region



