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qfPwAY 

I n�n to oo �nmAwhP.rA 
ond I need to pion my trip. 

Visit MiWay.ca 
to pion a trip usirg 

I wont to find out more 
about MiWoy's services. 

T ripUnx or u�e ::iopulor 
opps such as Google 

Apps, TronSlt App or coll 
our 0Jstomer Service 

te-om. 

Visit M'iWay.ca 
or use other populor 10ols 

such o; Google Mops, 
T ronsit App or contoct our 
Customer Service team. 

Explore/ 
Window Shopping 

I'm fooling for tronsportotion 
UJ,>liun� tu ijti'I Iv wuk, !:ichud 

nnrl run Arrnnds 

SeeMiWay's 

buses/'lehicles around the 
city, hear about us in the 

news or you might see so'l'le 
of our focilities/terminals. 

I need fo o&&e&& the 
bes· payment options 

ovailoble for my r,ee-ds. 

Paymont options 
ino!udo PRESTO cord, oo!.h, 
credit/debit, student poss 

and other fare suppor1 
progromr.. 
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MISSISSaUGa 

MIWAV'S CUSTOMER JOURNEY 
2023 Customer Charter Commitment Results 

® 1 lnow where to wait fer my bus 
and I hove the tools lo stay up­

to-dote on my bus. 

Real-time 
information 

is ovaila:,le on Citylink, 
popvlor opp, i.e. Go09le 

Maps, T ronsil App or see the 
digitol screens ot the City 
Center lronsit T erminol. 

I enjoyed riding Mi\Vay 
because I felt safe, 

welccmed, the bus was clean 
ond I arrived on time. 

MiWay provides 

o wolcomlng e-xpctlonco 
with clean buse>, accessible 
accommodations, ond the 

�f P. npArotinn nf thP. h1� tn 
get yoc ta your destination. 

The MiWoy teom truly 
cores ond knows how 
to support my needs 

Customer 
support 

is ovoiloble in-person, 
phone, emoll and social 

medio. 

I was able to use MiWoy 
ond third porty te>�ls to 
molcg, my cor,nc;>ction. 

MiWay strives to 
be on time 

to help )'OU no�e your 
connections. You con use 
populor oops 1.e. Google 
Apps or T ron,it Apps to 

receive real-time 
informofion. 

. , -. 
1-a1�1-11 �£[...:t

Support 

MiWoy provides valuable 
loyalty and feecback 

programs that I use often . 

MiWay offers 9
• 

a PRESTO loyalty program, 
fare support programs and 

customer sat1sfoction 
pro9roms to provide volve 

to CL.•stomers. 

Safety first 

� 
84% 

Reliable and E,u::�lhmt 

on time Customer Se Nice 

"' � 
68% 75'lb 

MiWoy listens to my needs 
ond I trust MiWoy os my 
tronsportoticn option. 

MiWoy hasn't met 
my needs. 

MiWay's customer 
satisfaction 
programs 

collect feedbock ro 
understand ond mprove 
the customer experience. 

Kc..wyo11 

Informed 

4' 
72% 

M Way has assured me thot 
they will look after my issue and 

I will ·eceive o res::>lution. 

• MiWay strives to 
provide 

excellent customer service 
by addressing inquiries and 

concerns In c timely 
manner. 
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Customer Measurement

2023 2024

Wave 1 Wave 2 Wave 3 - Spring Wave 4 - Fall
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What Are Customers Saying?

2023 
Customer 
Charter 
Performance  
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Key Findings

Highlights
• Customers felt safe riding the bus
• Overall safe driving by transit operators

Areas of Improvement
• Upkeep focus on safety

Highlights
• Changes in routes were communicated 

in a timely manner most of the time

Areas of Improvement
• Increase service
• Improve overcrowding 
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Key Findings 

Highlights
• Positive experiences with in-person 

Customer Service support

Areas of Improvement
• Lost and found inquiries over the phone
• Evaluate content on social media 

channels

Highlights
• Customers enjoy using apps i.e. Google 

Maps, Transit App 

Areas of Improvement
• Improve real-time updates about the 

status of buses and delays
• Inconsistency across different digital 

information channels
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+24K
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 

Customer Service KPIs 

Satisfaction by 
delivery channel

In-person

Phone

Digital

8,415 11,215 11,323

74,212

756,964
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Customer Service Review 
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What we are working on
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