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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.




1.1

@WAY 1974-2024
' kg Mississauca

@ MIWAY’S CUSTOMER JOURNEY =~ “=cmons e

ontime CustomerService Informed

oo @

84% 68%

The MiWay teom truly
| need ta go somewhere @ | know where to wait fer my bus cores ond knows how

and Ineed to plon my trip. 5 and | P;Zv: ;:1: ;:onlfyfzus:ay up- to support my needs ﬂ MiWoy listens to my needs
: L ) = ond | trust MitVoy os my
Visit lecy ca q’ cquO':e'r =] transportaticn option.
to plon a trip usi - Real-time suppor
0 plon @ trip usir . . . ‘ 3
Tnpl.!:u ar usepnnp;?nr y information F;;:::"::l‘;l'g;‘%e;i%?‘;l MiWay hosn't met
is ovailabl itvlink 3 my needs.
apps such as Google is ovailasle on Citylink, oy Y

Apps, Tronsit Agp or coll
our Customer Service
team.

c papulor apps i.e. Goegle
Moaps, Tronsit App or see the
digital screens ot the City
Contor Transit Terminol.

MiWay’s customer
satisfaction
programs
collect feedbock 1o

understand ond mprove
the customer experience.

| want to find out more
about MiWay's services.

| was able to use MiWay
and third porly tosls to
make my cornoction.

Plan o trip Wait for the Bus

==l N

Visit MiWay.ca
or use other populor ools
such a3 Goagle Mops,

Trorsit App or contoct our MiWay strives to
Customer Service team. be on time Leave/Return
to halp you make your
connections. You con use 3 '|'| =
-~

populor 0ops 1.e. Google

S ———————
e S

i Explore/ i Apps or Tronsit A?ps fo MiWoy provides valuoble
Window Shopping receive real-tine loyalty and feecback
comm informatian. programs that | use often.
" q o :
e ~—— 4 ——- dn Connect MiWay offers ™
LLneed to ose'e:c :.he , 0 o 6 P a PREST® loyalty progrem,
es’ payment ogtions e e e farz support programs and
ovailoble for my reeds. Prepare the fare | 8 customer satsfoction Complain
Ride MiWay pregrams te previde value
Paymont optione | enjoyed riding MiWay to customers. ], MWay has a?sured me thot
[ty because | felt safe, J the{ w;:l look after my llssue and
. 3 inoludo cord, oosh, welccmed, the bus was clean 5 will -eceive o resolution.
I’m‘loolung for tronsportotion credit/debi, student pass g gy N
oplions lo gul v wak, schocl and other fare support Py
and nim arrands programs. Miwcy Providos ’. L MiWuy S'.I'iVGS to
e . Ll provide
. O wol commg experionce " t servi
See MiWay's with clean buses, accessible by adrocsing maiios ond
accommodations, and the concernsgln :timel
buses/vehicles around the safe operation of the bis to manner 4
city, hear about us in the get you to your destination. 2

news or you might see some
of our facilities/terminals.




1.1

Customer Measurement @~ a

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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Key Findings oD ...

‘ 58%

80%

Highlights Highlights

* Customers felt safe riding the bus * Changes in routes were communicated
* 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
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Key Findings oD ...
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e Highlights
nghllg_h_ts _ o e Customers enjoy using apps i.e. Google
* Positive experiences with in-person Maps, Transit App

Customer Service support

Areas of Improvement

Areas of Improverr_rent. . * 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
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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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