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A\ Modified schedule

B Schedules U Live Map A Service Alerts

Thanksgiving Holiday 11/23: Caltrain on Weekend
Schedule - For Thanksgiving — Thursday, November
23, 2023 —Caltrain will be on the Weekend Schedule.
Choose "Weekend" on the Schedules tab to view train
service at Caltrain.com

Oct. 7 and 8: Weekend Service Shutdown between Millbrae and San Francisco. Visit caltrain.com/Status.

caltrain.com Bayshore Northbound and Southbound Elevators Out Of Service.

Alltake boardng onNorfbood What are service alerts & why are they
platform at stations 22nd St and | m p ortan t’?

Bayshore until 4pm beginning with
Train 308,124, and 708

Alerts are information about current Caltrain service when
something changes.

d@ Caltrain Alerts @CaltrainAlerts - 42m
The following trains are holding 707 Menlo Park, 125 Palo Alto, 124 San

Carlos, 708 Hillsdale due to police activity at Redwood City. Alerts are a Crltlcal p|ece Of the r|der,s expe”ence_
~ o o e He Key so customers so they can plan their day or make
alternate transit plans.

Caltrain Alerts @CaltrainAlers - h From minor delays to systemwide disruptions, we do our
Single fracking Belmont, San Carlos & Redwoad City until 4:00. Beginning best to keep passengers informed

with Train 111, All trains will be on the southbound platform.




Surveys: Customer Satisfaction Customer Voice

Matters: Alerts

50% Service Delay Information

O/

SWIFT
55% Having trip Info on 3™ party apps
ACCURATE
23% ‘ Communicates effectively about long \~AOECCIDI E
term service changes ACCESSIBLE

\

21% Communicates effectively about
service delays & disruptions cal:@A




The Customers’
Experience




Alert Opportunities

W e found the following opportunities to improve the experience.

Provide

Provide

Ensure

Offer

Provide

Provide

Proactive text and email alert subscription option,
customizable to rider trains, stations, and elevators

Options to alleviate barrier with X (Twitter) where a rider
would have to have an account to view current alerts

Third-party trip planning apps have all alert information

Additional methods for service alerts for South County
Stations, as Caltrain does not have platform VMS for those
locations

Five languages for text and email service alert subscriptions

A consistent and uniform method of displaying alerts




Where are
Caltrain Service
Alerts Displayed
or Shared?

Caltrain.com/alerts
Coming Soon! Text & Email Subscription Alerts
Your trains, Your Stations, Your Times

Caltrain Website: Station Pages
View specific station + station alerts

Social Media
On ‘X' at @Caltrainalerts & Coming soon to Discord!

MTC 511 and third-party trip planning apps
Google & Apple Maps | Moovit | Transit | City Mapper

Calv@?




Creating a
Subscription for
Alerts

‘ Receive Service Alerts!

Select trains & stations.
Select days of week & times.

Enter your phoneor
email.

Go to
Caltrain.com/alerts & 01
click Subscribe. calf@@




Sample Alerts

“z Caltrain Alerts @CaltrainAlerts - Nov 1
Current delays: 407 147, 111 107, 406 -307, 306 17" due to earlier

mechanical issue
Palo Alto, CA 94301

10:06AM (Saturday) - & < @
Oracle Park 11:54 AM (1 hr 48 min)

& >
Departat v Options 109 A from Temporan Stop <Pelo'Alto

$8.25 # 11 min

Q® 8:50AM « » 4 satApri3 «

Add to Calendar

Messages

Send directions to your phone GD Copy link
10:06AM Q Palo Alto
® 8:59AM (Saturday)— 2 hr 20 min o calcaAsnd
11:19AM g
BED > b YelowN > Q@ .

Caltrain Alerts Yesterday
Train 123 NB is running about 23 minutes late
approaching California Avenue....

0 8:59 AM (Saturday)— 2 hr 19 min
11:18AM 10:09AM

FRED > b YllowN > F > RED °
L San Francisco

A 4

Temporary Stop - Palo Alto

calD)

® 9:14AM (Saturday)— 2 hr 29 min
11:43AM

HED >  YellowN > Q

Service Alert
Canglegs
English
© 3:59 AM (Saturday)— 2 hr 44 min

11:43AM 11:46 AM
& ' HEED > O

Train 119 NB is running about 32 minutes late
approaching Menlo Park.

The following stops may also be affected:
- Redwood City

10:06 AM (Saturday)— =SanGaros
11:54 AM

= > # 11:54AM Oracle Park

24 Willie Mays Plaza, San Francisco, CA

94107

Alert Effect
Other Effect

Alert Cause
Other Cause

10:09 AM from Temporary Stop - Palo Alto

Start Time x End Time
$8.25 % 11 min

2/20/24,1:30 PM 2/20/24,2:34 PM

Affected Service




Sample Alerts

Caltrain Alerts Yesterday

Train 705 NB is running about 24 minutes late
approaching Millbrae....

All trains boarding on Northbound
platform at stations 22nd St and
Bayshore until 4pm beginning with
Train 308,124, and 708

T

AH trains boarding at NB platform ¢
2nd St until 4:00 beginning with Tr' In

|

“1“\./7 due to a mechanical Pl yroblem

Cause Effect
Technical problem Modified service

Starts

09/20/23
10:19 AM

10:35 AM
All trains boarding at NB platform at 22nd St

until 4:00 beginning with Train 407 due to a...

Service Alert

Train 117 NB is running about 11 minutes late
approaching San Bruno.

The following stops may also be affected
- South San Francisco
- Bayshore

. Alert Cause . Alert Effect
A Other Cause =5 Other Effect

X Start Time End Time
9/21/23, 1110 PM 9/21/23, 1:32 PM




THE CUSTOMER’S EXPERIENCE

The customer can subscribe to receive notifications on Caltrain
service alerts via text and/or email.

Subscribe to Alerts
Where? The link for subscriptions will be on the service alerts

page of the Caltrain website [Caltrain.com/alerts]. The page on

Email Phone
the site will also have FAQ and a step-by-step “how to” for
customers. .
¥ Email ~
What's an Alert Subscription?
Customers can subscribe to alerts via text or email for Wel send a verification code to your Email or Phone
personalized alerts on their routes/trains, stops/stations, By clicking continue, you agree to our Privacy Policy.

schedule, and language.

Choose How to Be Notified
We'll ask if you want to receive alerts via text, email, or both.
There is no password to create — just use your phone number or

email and enter a verification code to start up your subscription.
Cal@?




Customers Creatlng a Subscrlptlon for Alerts

~ <7 Dashboard - SimplifyTransitcor X < Dashboard - SimplifyTransitcor X - =]
- (T # coaniae : Hereis how simpleitis to create a
(E) ChatGPT  CJ& Mail - Lisa Peabody... @ CX Leadership - On.. €3 Microsoft 365  Ef# District Hub - Home [ onenote [ Bikes [ caltrain [ CommsTeam [3J cx [ rideplus » [ All Bookmarks

subscription as a customer.

Menu

Gal@

HaRAGE SNaTINOOs | can receive text for the trains and stations |
use for my commute. | only commute three
days a week during the week to my office.

Welcome to Caltrain Alerts!

With Caltrain Alerts, you have the ability to create and manage your favorite routes,
subscriptions, and notice alerts.

Alert Subscriptions send you updates about routes that you care about, for the times and

e ety car shou b Yo e cutomze wha s e wnto Setting up this subscription only took 45
seconds!

that could potentially delay or cancel routes that you depend on.

You can delete subscriptions for routes if you no longer care about them, or temporarily
pause them until you need them again without having to repeat the process

As a customer, | will now receive text alerts
anytime my train numbers are impacted on
. the days and times | selected. If there is a
station-specific alert for the days & times |
selected - | will also receive a text.

| can change or stop my subscription at any
time.

| can create additional subscriptions too.
Example: Follow my partners’ trains, as | drop

them off at the station every day.
Cal@?




Customers: Editing an Alert Subscription

Customers can edit their subscriptions too!
This could include editing to change a train
stop or a station, or it could be to pause a
subscription.

Why would a customer edit a Caltrain alert
subscription? Various reasons such as: going on
vacation (pause), change in work schedule
(edit), partner has a transit alert needed (new/
edit).

Customers can log in to their subscription
account, and all their subscriptions will display.
All subscriptions will display, including active and
paused.

cal@ = Menu

Manage Subscriptions

Create Subscription

Morning Train =

oS 405
Ti Stop 70131 - San Carlos Caltrain Northbound, Stop 70271 - Tamien Caltrain Northbound
@8 Weekdays

0 Mornings, Middays, Afternoons, Evenings

@ Active
Southbound Train Home_Work
o® 124
Ti Stop 70132 - San Carlos Caltrain Southbond, Stop 70272 - Tamien Caltrain Southbound
ﬁ Weekdays
o Mornings, Middays, Afternoons, Evenings

Active
subscriptions

¢ . Active

Suzie's Birthday Trip to SF

o 705,707

Ti Stop 70021 - 22nd Street Caltrain Northbound, Stop 70261 - San Jose Diridon Caltrain Northbo...
ﬁ Tuesdays, Wednesdays, Thursdays, Fridays

© Momings, Middays, Afternoons, Evenings

Paused

Paused
subscription




Receiving a Caltrain text for a Service Alert

Hereis what it looks liketo receive a text Service Alert.

| will be able to view the subject information without even
opening the text in full.

» | can see the new text alert that train 119 northbound is
running late approaching San Carlos.
« Note: it says “TEST" as we were using our test
environment.

 |f I click to open the text in full, I'll see all the other text
alerts I've received for the trains & stations I've set up my

subscription for.
Cal@.




Receiving a Caltrain email for a Service Alert

v | M "[Gmail)/+Caltrain” (2) - lisapez X [ — (] X

: , Here is what it looks like to receive
« > ¢ (ol e oo 0l &0 _ _
[©) ChatGPT  cJ§ Mail - Lisa Peabody... €5 Microsof ft365 & District Hub - Home [ onenote [J Bikes [ caltrain [ Comms Team 3 o« [ rideplus [ rider alerts » | [3 All Bookmarks an em al I Servl C e Al ert .

X

- * | will be able to view the “Header”
| To + H Exclude Promotions Isunread | Advanced search (Title) With Out even Opening the
= email in full.

» Caltrain nbox {TEST} Train 310 southbound is running 10 minutes late approaching Millbrae. - {TEST} Train 310 southbound is running 10 ...

» Caltrain nbox [TEST] Train 119 northbound is running 10 minutes late approaching San Carlos. - [TEST] Train 119 northbound is running 10... ° | can see th e hew text al ert th at
" Caltrain nbox Train 119 NB is running about 13 minutes late approaching San BrunoNorthbound. - Train 119 NB is running about 13 minutes late .. . 3 1 O h b d . . g

» Caltrain nbox Train 119 NB is running about 12 minutes late approaching San CarlosNorthbound. - Train 119 NB is running about 12 minutes late ... train sout . ou n IS funnin

- - late approaching Millbrae.

> Caltrain Train 119 NB is running about 10 minutes late approaching BayshoreNorthbound. - Train 119 NB is running about 10 minutes late approac... an U NOte . It SayS “TE ST” as we were
using our test environment.

» |If I click to open the email in full, I'll
also see additional details that the
delay is due to police activity, but
all other trains are running as
scheduled.

« At the bottom of the email, | can
unsubscribe or manage my

subscriptions.
Cal
_—--- Terms - Privacy - Program Policies Last account activity: 12 minutes ago ©
67.79 GB of 100 GBused [ etails
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