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TID Partnership

* The RIDE partnered with the Technology Innovation Department
(TID) to conduct discovery to identify opportunities to improve the
customer experience



Customer Self-service Options

Existing: Improves Customer Experience
Two Reminder Phone Calls
2023 Text self-service Builds Trust
Enhancement: ETA Accuracy
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Ride Along Features

Text message
notification

This is The Ride with a
message for customer 1111
regarding your upcoming trip.
Your RIDE is on the way! To

track it: https://
rdng.mbta.com/10101

If you have any questions, call
The Ride at 844-427-7433.
Thank you. .

Pick-up location

Estimated Time of Arrival

CallTRAC

Wilmington
Lynnfield

Reading P

Burlington Wakefield

Woburn

Melrose
winchester

Vehicle location

Arlington
Revere

Belmont
f Chelsea
Somervilye

ham Winthrop

Newton

Leaflet | © OpenStreetMap

D 1000 assa e Ave, Bosto

Route of vehicle

—— Vehicle number

Pick-up address



Ride Along Release Planning

Implementation Test Pilot Full Launch
July — August 2024 September 2024 October 2024

Your driver's ETA is 1:02 PM (4

Promise time is 1:02 PM

Vehicle # 00 Massachusetts Ave,
3039 oston, MA

Fourth Street

Vehicle #5678

Estimated time of arrival (ETA)

11:54 AM

Original promise time: 11:42 AM

Pick-up address:
© 15 Luettgen Ports Suite 251, Rocky, TN

L, Call The RIDE Access Center (TRAC)

Your RIDE is here!

Fourth Street

Vehicle #5678
® Your RIDE is here!

The driver will go to your door and wait for up to
five minutes.

Pick-up address:

© 14 Barrows Track Suite 327, South Cicero, HI

If you are delayed, call TRAC as soon as
possible at 844-427-7433 to request a new
pick-up time,

&, Call The RIDE Access Center (TRAC)
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