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Disclaimer

The statements and conclusions in this report are those of the contractor and not necessarily those of the Mobile
Source Air Pollution Reduction Review Committee (MSRC) or the South Coast Air Quality Management District
(SCAQMD). The mention of commercial products, their sources or their uses in connection with material
reported herein is not to be construed as either an actual or implied endorsement of such products.

Project Description

The scope of the project included (1) the design and development of a mobile ticketing application, (2)
purchasing reader hardware, (3) installing, configuring, testing electronic readers, (4) integrating mobile
ticketing application with electronic readers, and (5) implementing Public Outreach Plan. Features of the new
mobile software include:

e Allowing users to purchase tickets for OCTA entire fare catalog using their smart
phones

e Using the smart phone to display valid fare payment on OCTA’s buses using dynamic
bar codes

e Viewing route maps and schedules
e Locking/Blocking a rider account if fraudulent activity is suspected (OCTA staff)

e A robust back-office system that allowed OCTA staff to effectively assist OCTA riders
when they need assistance with their OC Bus mobile applications

Problems Encountered

Development of the OC Bus Mobile App presented many challenges to ensure goals of the program were met,
and that the mobile app provided a positive customer user experience. It was important to ensure that the app
functionality met core objectives and created content for app, online portal and stores.

In late October 2016, there was a two-day period in which users were not able to add or edit payment methods
in their user profile which prevented users from purchasing tickets. This issue was resolved by Braintree, who is
the payment processing vendor for the mobile ticketing application, as there was a connection issue between
Braintree and our mobile ticketing application.

The hardware manufacturer for the Electronic Readers ran into a delay with building our devices. In an
unforeseen circumstance the manufacturer was put in a position where they had to fulfill large orders for three
different agencies during the same quarter. This resulted in a one-month delay from our original schedule, which
OCTA was ok to accept.
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Benefits

As of September 2018, there are just over 78,800 registered users on the Mobile Ticketing app with roughly
950,000 fare purchases since the launch of the application. There have been electronic readers installed on
OCTA’s entire fixed route fleet and OCTA has activated the readers for production use during OCTA’s February
Service Change on February 11, 2018.

Additional benefits of mobile ticketing include:

e Increasing ease of use for customers to promote customer self-service

e Giving OCTA the ability to accept fare media from neighboring agencies through electronic readers
e Stimulating growth in ridership

e Decreasing emissions from personal motor vehicles

e Eliminating the hassle of carrying paper passes or exact change

e Storing multiple passes on your phone for future use

e Allowing payment of a single fare or multiple fares for a group of riders

e Speeding up boarding times

OC Bus Mobile Application November 2018
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Development & Marketing

1

OCTA’s existing fare collection system has been in operation for nearly 15 years. New payment technologies
such as mobile phone apps allow transit agencies to adopt a variety of innovative fare collection methods
incorporating the use of mobile phones, contactless credit cards and debit cards. OCTA studied ways to

Program Overview

improve fare collection and identified three goals:
e Modernize OCTA’s fare collection system and move towards the next generation in fare collection
e Create a better user experience for bus riders and coach operators

e Improve regional integration

OCTA conducted several fare collection pilot project projects and found customers favored a mobile ticketing
application for fare purchases. In 2015 OCTA secured a vendor to develop and maintain a mobile ticketing
solution for the fixed-route bus service. The development of the OC Bus Mobile App occurred in several
phases:

e Express Riders — May 2016

e OC Fair Express Riders — July 2016

e System-wide and College Fares — October 2016

e Senior and Disabled Reduced Fares — March 2017

e Reader Validation Hardware — February 2018

OC Bus Mobile App Development & Marketing November 2018
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Mobile App Development
Development of the OC Bus Mobile App presented many challenges to ensure goals of the program were met,

and that the mobile app provided a positive customer user experience.

e Ensured app functionality met core objectives and created content for app, online portal and stores.

e Development of bus customer information as an “in-app” experience, in English and Spanish

e Built a back-end solution to provide reduced fares on the mobile app while preventing fraud opportunities.

Apple/Google Store OC Bus Mobile Content

Moovel

Customer
Online Portal

<, Orange County Transportation Authority
xBUS Mobie Ticheting Account Access P ratom g Wy SEos

Checkout Complete

Reduced Fare Solution N
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Process Request
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Marketing Strategy and Tactics
Brand the mobile ticketing as part of OC Bus to carry forward the new branding. Each

rollout phase included a targeted campaign engaging current riders, while bringing new

riders to trial through a compelling value proposition for regular and destination

services.

e Express Bus Riders: Download/use the app, take the survey for a chance to win a
30-day mobile ticket.

e OC Fair Express Riders: Download/use the app, take the survey and win prizes.

e System-wide Regular Fare: Introduce current customer base to mobile via a multi-

tactical media campaign, including a video, social media, print and digital ads,
billboards, and printed flyers.

e College Fares: Download and purchase reduced fare college passes. Promote during summer registration
periods for awareness; send targeted email to current college pass users.

e Senior/Disabled Fares: Conduct outreach in the senior/disabled community to increase OCTA RFID cards,

target community with email, newspaper ads.
e Reader Validation Hardware: Introduce current mobile users, and potential new users, to newly installed
mobile app validator hardware and how to scan their QR code upon entering bus.

Results
In the first six months that mobile ticketing was offered as fare payment, 32% of downloads resulted in ticket

purchases. Industry average of conversions from download to purchase within the first year is 20%-40%.
OCTA’s mobile ticketing achieved the mid-point of this average in only 6 months.

As of August 2018
e Registered users increase on average 3-5% monthly

o 64% are repeat purchasers
e Achieved 7% of sales on mobile within 1 year (industry stand is 2% in 2 years)

User Acquisition Funnel Sales Penetration (June 2018)

E-Pass

% of downloads % of registered accounts o
Mobile Ticketi
that register an that make a purchase % of repeat purchasers ! gg: -

accountss% 64%
- T r | —‘ ‘ 62%

I
130,114 | 69,400 I 44,735 I 27,531
}

53% 34% 21%

% of downloads that % of downloads that % of downloads that
register an account make a purchase make repeat purchases
relative to Downloads relative to Downloads relative to Downloads
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Campaign Tactics

Express Routes 701/721 — June 2016
Targeted campaign included bus interior cards, on board flyers, Facebook ads, email and website, as well as
integration into existing materials, such as individual route maps, online ebusbook, and website pop up ads.

Onboard Flyer Email Route Map
ol Less stress. More relaxing!
;‘: Enjoy a stressfree commute when you join us for Express Bus limited-
stop service to Downtown Los Angeles. On Route 701 you can turn your
attention to relaxing instead of all those cars ahead of you
Our mobile ticketing app. Corh Fares
Our mobile tld(otlng PP- Your convenlence —_— - ruma::smlsos:ylﬁosm/nom;
Your cm'nl.nc.. . M;;o\v?-emﬂtwbrdsdvﬁlwnldlllusmu ::::
Owr fins Addtional tae when combined with any vald OC Bus pess 425
Now you can perchane and load your bus pass on your phore Togsther weh
S — e e Our Route 701.
30-Diry P fumbmitet sne o o local 1l 1730
Downoad Now! s pessrun o Your LA connection.
[ Googepy | s A —
Download at the ITunes Store or Goagle Play. 2 o g kg i it ey of o mhmﬁmﬁ'm-

Our mobile ticketing app.
Your convenience.

Forget about having cash for your ride. Our new mobile ticketing
app fits perfectly with how you connect with your workd Now
you can purchase and load your bus pass on your smart phone.
Together with Express Routes 701, 721, and 794 you' be set foc
3 convenient comemute,

Goagle Play

or visit OCBus.com/Mobile for details.

atthe

Together we ride OCBus.com

Digital Poo Up Ad

Interior Card

Our mobile ticketing app.
Your convenience.

Download at the iTunes Store or Google Play.

OCbus.com
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OC Fair Express —July 2016

Campaign targeted existing riders and those interested in going to the fair utilizing bus interior ads, website
information and banner ads and social media engagement. Additional messaging was integrated into OC Fair
Express ridership materials, such as bus ads, print ads, direct mail, outdoor signage, in mall signage, website
ads and pop up ads in bus section.

m Gumgans  Prachaspoans NewwdRmoow  Aoaccm [ ]
(SO S v

Our mobile ticketing app Online Ad Website

is ready for OC Fair Express! - el otless )

Download now for your chance to win!

Mobile ticketing has arrived for
Express Bus and OC Fair Express!

Fiir Expross, you] b 5 o A Comenient comme.

Download now and set-up your account!

Interior Card

Our mobile ticketing app.
Your chance to win!

Downioad ana win contest!

Download now and enter to win! 7 - dows y A 0P c yur o ) you can wh 4ma coc A ol
ot \ = Duariond #3800 a0dl win 0w INouh Al 1)
GRS LA ] i S S
A = 22 et oo o
(k ocfairexpress.com Wy \ - e maoals
Together we ride B e &7 X whan P2,

(o o| OCBus
258 Published by Ryan Armstrong (2] July 14 - @

Taking the popular OC Fair Express is the most convenient way to get to the
OC Fair. Download our new mobile ticketing app, and purchase your pass Brochure

Non-stop Travel:

Direct Service from g Locations
before you head to the fair. Catch the OC Fair Express for just $2 bus fare sach
f during the OC Fair (uly 15-August 14) and recei
OCFairExpress.com byt by ;{,“Jmmmxm;’:

runs eveyFridy fiom 12 tomidrightand

Choose from nine corwenient Orange County

bus service every 20, 30 or 40 minutes.
5o climb aboard And let the perty begin!

Non-stop Savings:
Save on Parking and Admission

Fair

‘admiszion.

0OC Bus ‘can afford to go to the OC Fair more than ones!

July 14 @

Taking the popular OC Fair Express is the most convenient way to get to the DI RECT To gg"g;?pﬁ;mt;ﬁoblk App
[ Everything

el Rl THEOCFAIR! [E=rsns

OCFairExpress.com $2 EachWay $3 OCFair Admission [Jvk-ets 5@

fora chance to
win iPad mini 2

Facebook Ads OC BUS MOBILE

BUY BEFORE
YOU BOARD!

Download now and have

Z:u OC Fair Express
s pass on your phonel

TICKETING APP

34K Views

S

OCeus ‘echix, oo

e Like W Comment # Share o
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System-wide — October 2016

Introduced current customer base to mobile via a multi-tactical media campaign,
including a video, social media, print and digital ads, billboards, and printed flyers.
A variety of tactics were implemented through:

e Baseline customer communications and integration into existing materials.

e Diversity marketing reaching Hispanic community

Social Engagement

OC Bus
W s @

OC Bus Mabile Pay Makes Paying Easy!

OC Bus

OC Bus Moblle Ticketing Now Avallable! Eliminate the hassle of paper
passes or exact change with OC Bus Mobile Pay. Buy your pass anytime,
anywhere! Avallable for at fxed route buses.

DOWNLOAD NOW ocbus com/mobilepay

Use The OC Bus Mobile App

Dan't be esaght without exact change, use OC Bus Mobile Pay for you next bus
ride, Buy your pass anytime, amywhere! Available for all fixed route buses, Learn

Website

Get the OC Bus Mobile Ticketing app

Baginning October §, Giinale 1 hassks of CArying PAEer PASSAs Of XAt Cange

OC Bus Mobile App

Eminaie the hassie of paper passes of Gaying exact change by Lsing cur new mobile

Bokming 5 Koy Buy your Dus farw anytime, STyweans £m our STEEN0, Pan
Sctvate your At Whe youTe ready 5 ride. CICk hers 10 Jeam more abaut he 300,

- Singge rides

* Newly ducounted $4 day pass

* T-duy pass

*30-cay pass

» Cabge parses

« Exproas route fire

To et staried, simply downioad this froe apD, by your pass and Show 0ur Coach Cperator
actvaled paes when you Board. Yes, i[5 that essy!

Email

e at ok by wsien out few OC Bus Mobke Ticketing 8pp on 8l fxsd-10ute buses
Lean More
4,315 people reached
o ke Commen t A Shere [
O0% Top Commants *

Website & Mobile Pop Up Ads

octanet s

How To Use Video Series

s iwmow

€ s Apw How To Puschne & Tkt

L3 OC Bus App: How To Purchase a Ticket

m QOOCTA &3 OC Bus: How To Move Tickets
TAY 0 Cumsnnn

e
ocn O et serege

1,326 views
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System-wide — October 2016 (continued)

Print Ad Bus Stop Signage

STOP 4089

LAUNCMNG OCTORER 9T | OChuL comMatdl @uy

Your ass
Anytime, anywhere for less!

Supase. [En cualquies momento y en cuslquier Iugar por menest

INTROOUCING THE NEW OC BUS OB PAESENTAMOS
TICKETING APP AND SEDUCED 54 DAYPASS.  DEOL R4S,

=) (1) RIDING
1/ ) MADE EASY

OCbus.com/MobilePay

OnBoard Flvers Interior Cards

RIDING MADE EASY

Use OC Bus Mobile Pay to buy your bus fare or pass anytime, anywhere from your smartphone.
OC Bus Mobile Pay is available only for the following regular fares:

+ Single ride * 30-day pass

+ S4daypass + College passes

+ 7-day pass * Express fares

OCbus.com/MobilePay

Bus Exterior Ads

B bt hoe ens (&)
e (ol
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Senior & Disabled Reduced Fares — March 2017
Targeted communications and outreach to the senior/disabled community creating awareness and education

of purchasing reduced fares on OC Bus Mobile.

OC Bus Mobile Pay
Now Avallable for
Senior and Disabled
Reduced Fares!

Purchase your bus fare or pass anytime, anywhere from your
smartphone. All you need is an OCTA Senior or Disabled
Reduced Fare ID card. Need a card? Visit ocbus.com/mobilepay
for information.

Using OC Bus Moblle Pay Is Easy

1

2

Moblle App Facts

* Be sure to activate your ticket prior E
to boarding the bus. oy 2, 57117 9w

* Single ride tickets expire 1 hour
after activation.

* All purchased, unactivated tickets
arevalid for 1 year.

* Reduced fares only available with
OCTA Reduced Fare ID number.

* All sales are final.

0OCbus.com/mobllepay
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Direct Mail

OC Bus Mobile App

OC Bus Mobile Pay Now Available for
Senior and Disabled Reduced Fares!

Purchase your b are or pass anytime, an re from your
smartphone. All you need is an OCTA Seni isabled Reduced

Fare ID card be an expert after your first trip

Just register your current 1D card number g
Inthe OC Bus Moblle App to get started. 3 w JANE
2 DOE

i Seeback for detalls.

Newspaper Ads

RIDE
THE FREEDOM BUS, ot

ITISTIME FOR A

GRAND ADVENTURE!

Enjoy a fun escape to a cool
restaurant, museum, or funky art
gallery on OC Bus. We make it easy
to plan, pay, and ride using your
smartphone and our app. The latest
version of the OC Bus Mobile app
includes a trip planner plus senior
and disabled fares. Bus fare for those
60 or older is just 75¢ each way or
$1.50 to ride all day. To take
advantage of this reduced fare,

Learn more at
OCbus.com/Mobile
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Reader Hardware Validation — February 2018

Beginning in February 2018, mobile users switched from visual validation to validation through on-board reader
hardware utilizing a QR code. Provided customer education materials focusing on how and when to use the QR code to
validate tickets with the reader and what constitutes a valid scan. Developed a multi-tactical media campaign, including
outdoor ads, social media, email, print and digital ads, and printed flyers.

Bus Book Ad

Print Ad Service Change Brochure

Effective February 11,2018

29,9052 16,40.46,47,
S0.53, 54,56, 57, 55, 69,64, 66, 70, 74 3, B6, 20,90, 01, 43, 151 178, 211,453,541
0, 721 v P34

Route Adprsments £, 463, 734

Becte Birvinatoes 177 uradey ce 212. 216,454

Easy just got easier!

iFacil ahora es super facil!

DOWNLOAD.
TRY. WIN!

i) o e Wi b a0
S PRUEBELA. {BANE!

[ JSS JN p— s s PRSI
SR | s ptale
e,

Interior Card

B |

__{ 0C BUS MOBILE

<4l VALIDATORS

~ _ ARE HERE!
OCBUS -

0OCbus.com/Mobile

OC BUS MOBILE
Validator Instructions

Facebook — + Activate your mobile ticket before boarding.

- Tap the GR code on bottom right of your
(o5 OCBus $eo . : activated ticket to reveal QR code for scanning.
WD Published by Sprikr Proc2 7 - Jarwaary 30 - @ s E + Locate the ticket validator mounted to the right
New OC Bus mobile valicators are coming February 11 to make boarding - of the fare box.

easter. To help us help you, please have your ticket ready before you board
by tapping the QR code in the lower right comer of your activated ticket } * Hold your activated QR code screen under the
Thanks! = G validator when you see the blue ready screen.

* Once your mobile ticket has been validated,

a screen with a check mark will appear.
i &
'?Q# Q READY!
~

* Proceed to your seat.

BE PREPARED
TO SCAN WHEN

DOWNLOAD. BUY. WIN!

BOARDING

Download the OC Bus Mobile ticketing app, pay for and use
your first ticket, and you'll sutomatically be entered for o
chance to win one of five mobile 30-Day passes. You can find
the OC Bus ape 3t the App Store or Google Play.

Contest ends Februray 28, 2018,

N X
[ Learn more at OCbus.com/Mobile mBUS

oY Like () Comment A Share -
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Generated News Clippings

There were several news clippings generated by this project. The Orange County Register, Metro Magazine, ITS
International, and Mass Transit also released articles to promote the new mobile ticketing system-wide.

NEWS

OCTA to add mobile ticketing system-wide and will implement route changes,
beginning Feb. 11

2019 COLOR
OF THE YEAR

Link to article

PUGUSHED Fetmaoy .21 ] POATED: ey . 208 4 320m Bl oot oestnoms seiverca oy
.In, ..I."E.AI.W...»R ... : ..... su.
oucxums:»m Blogs Photo Galleries Videos Jobs Directory Bus Showcase
Management & Operations
INIT, OCTA team for mobile ticketing project Link to article
Posted on January 10, 2017
Postacomment | Comments0 | EIKAEIEIES ¢
INIT Innovations in Transporiation Inc

partnered with Calif.'s Orange County
Transportation Authority (OCTA) for the
implementation of electronic fare readers and
a back-office revenue management system

§ OCTA operates countywide bus and

| paratransit services, as well as the planning,
financing, and coordinating of Orange

. County's freeway, street, and rail

- development and operation of the 91 Express
Lanes
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electric bus fleet by 2035
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About Us

OCTA partners with Init for mobile ticketing project

nog o

OCTA partners with Init for mobile
ticketing project

= [ rss

Init Innovations in Transportation has partnered with the Orange County
Transportation Authority (OCTA) in California for the implementation of electronic fare
readers and a back-office revenue management system for the agency’s 556 fixed-
route vehicle fleet.

OCTA operates countywide bus and paratransit services, as well as the planning,
financing and coordinating of Orange County's freeway, street and rail development
and operation of the 91 Express Lanes.

Init will install its PROXmobil3 fare readers, which are able to accept open payments,
contactless credit cards, debit EMV and near-field communication devices, for use with
the recently-integrated moovel mobile ticketing app.

In addition, Init will implement a back-end, multi-client capable revenue management
system to process mobile tickets onboard the OCTA fleet, monitor field devices,
configuration and reporting. The modular structure of the system will allow OCTA to

’ E Register for your
=] FREE COPY

expand or extend at any time to meet the needs of new technology or new
functionalities.

The readers and back-end system will provide an open architecture as well as
application programming interfaces (APIs) that support OCTA's core system functions.

SECURITY

initusa.com

OCTA Partners with Init for Mobile Ticketing
Project
Orange County
Transportation Authority
ocrta (™

8 ° INIT. Innovations In
. n 'r Transportation Inc.
[Bus }

WAVE partnership with BYD and Pinellas
Suncoast Transit Authority

[ TEx
New Study by DePaul University Explores
Partnerships between Transit Providers and
LyR Uber

Connectivity Sokutons
Make Fleet Management
mm—— More Efficent

INFORMATION DIRECTORY

| TECHNOLOGY |

OCTA Partners with Init for Mobile Ticketing o n.f

Project
SOURCE: INIT, INNOVATIONS IN TRANSPORTATION INC. JAN 18, 2017

ABOX-5000G1
Init Innovations in Transportation Inc. has parnered with Fanless NVIDUA® GPU Onboard Cc:
the Orange County Transportation Authority (OCTA) for =

the implementation of electronic fare readers and a

back-office revenue management system

OCTA operates countywide bus and paratransit
services, as well as the planning. financing and
coordinating of Orange County's freeway, street and ral
development and operation of the ©1 Express Lanes

The recent integration of a moovel mobile ticketing app
necessitated the use of fare readers across the
agency's 558 fixed-route vehicle fieet. Init's PROXmobid readers are fully capable of accepting open payments
— contactiess credit cards, debit EMV. and near-field communication devices, 3 goal that aigns with OCTA's
future plans.

In addiion, Init will implement 2 back-end, multi-client capable revenue management system to process mobie
fickets onboard the OCTA fieet. monitor field devices, configuraion and reporting. The modular structure of the
system will allow OCTA to expand or extend at any ime 1o meet the needs of new technology or new
functionaities

The readers and back-end system will provide an open architecture as well as application programming
imerfaces (AP's) that support OCTA's core system funcsions,

The fare system is expectad to improve the customer expenience by providing a convensent option for nders
simplfying transit use. and allowing for future regional fare integration. The partnership with Init ensures these
goals can bacome reaiity.
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