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MiWay's Customer Charter D

Our Commitments

Safety first

The safety of our customers, employees and all those who come in
contact with our service is important to us. We want you to feel safe
and secure while riding with us or sharing the road with our vehicles.

Reliable and on time

We’'ll provide you with dependable transit service by being on time,
minimizing delays and acting quickly when service disruptions or
delays occur.

Excellent customer service

All our employees are ready to make your experience a positive
one. We commit to providing you with excellent customer service and
to treat everyone with courtesy and respect.

Keep you informed

Whether it's delay alerts, or information to help you plan your journey
better, keeping you informed is key. We’'ll make sure accurate and up-
to-date service information is available online and with our customer

service representatives.




6.4

@WAY 1974-2024
' %] Mississauca

@ WAY MIWAY’S CUSTOMER JOURNEY ~ “ i omise

ontime C Service  Inf

@5 0O

The MiWery team truly
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Prepare the fare
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I enjoyed riding MiWay to customers. MiWay has assured me that
PI:YT;:::P'idonsh because I elt safe, they w:||| lock after my :ssue and
q . ) include card, cash, welcomed, the bus was clean | will receive a resolution.
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Mystery Traveler

Observational research that thoroughly
assesses the customer service and
onboard experience with MiWay.
Focuses on delivering key insights and
qualitative and quantitative metrics to
inform action plans.

2023 NEW
CUSTOMER

SATISFACTION
PROGRAMS

Customer Satisfaction (CSAT) Surveys

Introduced new benchmark survey
utilizing new methodology that
captures customer sentiment more
accurately. Measures MiWay's Customer
Charter commitments.
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Wave 1 Wave 2 Wave 3 - Spring Wave 4 - Fall
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Key Findings oD ...

‘ 58%

80%

Highlights Highlights

e Customers felt safe riding the bus * Changes in routes were communicated
e Overall safe driving by transit operators in a timely manner most of the time
Areas of Improvement Areas of Improvement

* Upkeep focus on safety * Increase service

* Improve overcrowding




6.4

Key Findings oD ...

@ ‘ 69%
£ EXCELLENT CUSTOMER @
SERVICE KEEP YOU INFORMED

e Highlights
nghllg_h_ts _ o e Customers enjoy using apps i.e. Google
e Positive experiences with in-person Maps, Transit App

Customer Service support

Areas of Improvement

Areas of Improverr_rent. . e Improve real-time updates about the
* Lost and found mqumes. over the phone status of buses and delays
* Evaluate content on social media * Inconsistency across different digital

channels information channels




Customer Service KPIs
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Satisfaction by
delivery channel

In-person

68%

Phone

64%
Digital

57%

EMAILS

8,415 email responses provided

INFO BOOTH

11,323 in-person interactions
supported

FEEDBACK LINE

11,215 calls supported

INFO LINE

74,212 calls supported

CITYLINK

756,964 inquiries supported
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Customer Service Review 771 4 Q’

IT Infrastructure &
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