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MetroAccess Overview & Operations

* What is METROACCESS

e Role and Impact of
Operations Software

v’ Customers

v’ Vehicle Operators

v’ Dispatchers + Schedulers
v’ Call Center

v’ Eligibility

v’ Planners

v' Administrative Team
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MetroAccess KPlIs

How do we know we’re delivering the best customer experience?

° - e N I - July a@
On Time Pickups & METROACCESS e

AUGUST 2019 OPERATIONS REPORT 1,547 IS;G

92% or better e ot

Passenger irips in the month p
s of August

L0 =]
v Sysien
. By qemmpeﬂommuenssgﬂ%m % below the goal of 02%
| 280 |
| a7
July

over the same period a year ago camying about 61,297

System-wide productvy

0 waas met
e operating at 1 Spmnoerspa vehicle hour

Answering calls promptly
5% or fewer abandoned calls

Reasonable hold times
2 minutes or less

Hundreds of Other Indicators...
(Productivity, On Board Time, Eligibility outcomes, Etc.)




System Background
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Improvements for all Stakeholders

Demand Response Transit Systems

Improved Customer Experience
e ADA-accessible iOS, Android, & Web

e Real-time customer trip booking,
cancellation

e Track ride status in Real-time

* Account Management

e Auto-notifications: voice, text & email
e Ride Ratings

e Account-based Fares

Improved Internal Team Experience
e ADA-accessible staff interface via the web

 Modern algorithms use historical data and
real time traffic for improved schedule
efficiency and timeliness

* |n-vehicle turn-by-turn navigation adjusts
based on Street Congestion

e Automation of Workflow for Routine Tasks



Demand Response Transit Systems

Integrations into Capital Metro Systems
 Phone System Ride Reminders
e Enterprise Asset Management
e Enterprise Customer Relationship Manager
e CapMetro App Customer Payment Integration

Penalties for non-performance
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Demand Response Transit Systems

Systems Provided by Spare Labs Inc. o |
* Privately-owned, founded in 2015 N Spare
e Headquarters: Vancouver, BC, Canada . e
e Expertise: ADA Paratransit, On Demand, First Mile/Last Mile, Ride Hailing
e Customer Base: 85+ operations on 4 continents

Recommended Award November 2021 - $4,201,206

 New software startup timeline — 12 months
e Base: Through September 30, 2023 — $447,210
e Options: 10 one-year licensing & support — $3,753,996
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Next Steps

Early 2022:

Begin Kickoff and Design Activities
* Internal and External Stakeholders

Ongoing Throughout 2022:

Software/Hardware Integration
Stakeholder Engagement
Software/Hardware Testing
Staff Training

Community Outreach & Training

Pilot Testing with Volunteer Customers

2023: Launch (Once 100% Tested & Ready)
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THANK YOU!
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