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© The project’s context and history

© Key features that launched on April 24"

© Screenshots of the bot and internal dashboard
© Early success stories

S Our vision for the future




Every day, CTA provides 800,000 rides, but we only hear from 400 people

* Where is everyone else? How do we capture their comments?

We also want to invest in a digital, individual relationship with our customers

* How can we start to open this door? What will enable future success?

A chatbot, or virtual assistant, helps CTA answer those questions
« Low barrier to customer service: the bot is easy to find and easy to use

« The first step towards a paperless process: incidents are automated, and trends are réiahe
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Project history

Google Public Sector kicked off the project in October 2023
« Google employeesand staff from subcontractduantiphivisited CTA

- Staff from at least five departments contributed to scope definition, ideation, and testing
= Heavymnvolvement by other groups from October 2023 through January 2024

72-hour, English -only beta test started on March 6 ¥

* Chatbutton was added to Contact Usand Feedbackpages

 Users clicked these buttons 1,267 times and 15 mcidents were escalated to CTA staff
 CTAstaffand the ADA Advisory Committee provided comments that led to updates
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Key features at launch

Chat with CTA launched on Wednesday, April 24 th at 10:30am

« Automated chat agentan help process simple, noemergency issues
= Available m English, Spanish, Polish, Filipmo/Tagalog, and Simplified Chinese

= Supports screen readers used by individuals that are blind or visually impaired

* Some topics generate an email for CTA staffto review

Topics provide quick info, collect incident details, or advise folks to call 911
e Quick info: customer alerts and train/bus arrival times
 [ncident details: cleanliness, maintenance, employees, ADA, some disruptive behavior issues

« Call 911: Comments that indicate a need for emergency services or the risk of violence

= The Control Center is alerted ifa customer is advised to call911 and continues chatting
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Chatbot screenshots

Career opportunities >

Find job opportunities and learn about our
culture, benefits and more.

& cta train tracker”

= cta bus tracker”

Quick links

€O 1]

Chat buttons were
added to pages on
transitchicago.com

=

Start a chat >

Use our automated system to quickly submit
issues, 24/7

Email

CTA feedback °

Send us detailed comments and questions.

Ventra feedback

Get help with your account, card, balance a'




Chatbot screenshots

"Not resolved"

English Espafiol Polski Filipino E{RAE3 English Espafiol Polski Filipino E{RAE3
e Ty oS Do e Ty oS Do

help you with? help you with?

Thank you for contacting us. Thank you for contacting us.

CTA is proud to connect CTA is proud to connect

Chicago and we hope to see Chicago and we hope to see

you again soon. you again soon.

Did | resolve your issue today? - A CIOSI ng queStIOn Did | resolve your issue today?

wm | asks if the chatbot
was helpful
Sl wimor™ gl | |f a customer chooses
can close this window. experience better?

“not resolved,” we ask
a follow -up question
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Chatbot screenshots

English Esparol Polski Filipino E{RF3Z

English Espaiol Polski Filipino &R

Hil I'm CTA’s virtual agent ‘&

e

| can answer your questions
and report non-emergency
travel issues.

First, please select one of the
following.

[ Cleanliness ] [ Maintenancej

[ ADA accommodations ] [ Another issue ]

Language buttons
let customers
choose their
language

36% of people in
CTA'’s service area
speak a non-English
language at home

jHola! Soy el agente virtual de

CTAE@

Puedo responder a sus
preguntas e informar
problemas de viaje que no son
de emergencia.

Para comenzar, por favor
seleccione una de las
siguientes opciones.

[ Limpieza J [Mantenimiemo J

[ Alojamiento de la ADA ] [ Otro problema J




Dashboard screenshots

CTA managers can use a dashboard to explore trends

* Some pages are focused on higlevel metrics:

Performance Summary

Total Total Total Conversations Total Emails

Greeting Messages Conversations Started With Location Details Escalated to CTA Staff
199,160 686 376 i
Average . Average
Conversations/Day BREleaHous Sentiment Score
137 4pm - 6pm
Average Customer Median
Messages/Conversation Conversation Duration

5 -] - 0 0 Open Sentiment Score Explanation
minutes




Dashboard screenshots

* Other pages are detailed:

Specific Places and Routes

Specific place or route - Day of the week - Hour -
80 Safety & Security - Safety Unsafe Vehicle
69 I Maintenance - Damaged and Unsafe
Accessibility - ADA issue
60 I Cleanliness - Hazardous utterances
Cleanliness - General cleaning
I Employee Feedback - Report a Problem
40 P Service Issue - Major Disruption
I service Issue - Bus Train Late
I Disruptive Behaviour - Consuming Prohibited Substances
20 TE Next Bus Train Status - Train Bus Status
[
I 9 8
— D e
° Blue Brown Purple Orange 56 Milwaukee

Red Green 3 King Drive 22 Clark Pink




Dashboard screenshots

* And we're paying extra attention to several categories,
such as feedback from people with disabilities:

Customers with a Disability

Entered ADA Conversation Daily ADA Conversation Totals

24

3.5% of Total Conversations 10

"Yes" to Disability Status 5

4 :

Apr 24,2024 Apr 25,2024 Apr 26, 2024 Apr 27,2024 Apr 28, 20...

0.58% of Total Conversations
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Impressions for first five days: April 24" through April 28"

People are curious about chat

* Customers opened the chat window a total1®9,160 times

We’'re interacting with 63% more people (daily average)

* 686 conversations were started in the chatbot alone

CTA staff are triaging incidents and responding in the field

* 111 emails were escalated to CTA managers

= We’lllook at success stories on the next slide




3 success stories

A Red Line operator stopped someone that Nik Hunder D
was Sm0king @ @NikHunder

- Chat with CTAescalated the issue to CTA's Control | Weah @CTAW. lused the chat bot to report

. . smoking and within a stop, there was an
Center on the morning of Saturday, April'27 = .
announcement and the operator came back

« Control radioed the train operator, and the operator | tocheckthe car (the offender stopped after
made an announcement the announcement)

' : . 12:00 PM - Apr 27,2024 - 46.7K Vi
» By the time the operator conducted an inspection, th{ ““° L

smoker had stopped
11 Reposts 3 Quotes 614 Likes

35 Bookmarks




3 success stories

The City of Chicago is fixing a damaged bus shelter at Harrison & Clark
« Chat with CTAotified Control on the afternoon of Saturday, April27
« The City of Chicago dispatched their contractor, JCDecaux

« JCDecaux cleaned up the glass and they’re working on new panels

CTA bus operations inspected an interior leak and swapped a bus
« Chat with CTAotified Control on the morning of Tuesday, April"30
« CTA personnel located and inspected the leak

« The bus returned to the garage for repairs and a replacement bus was put into service
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Chat with CTAsupports future initiatives

This effort is the first step towards a new, digital support system

« 3-year goal: a tweway, individual relationship with every CTA customer

% N f_[ Today ] % N
* Limited incident » Paperless,

VISIblh'?/ | . 63% more d1g1talfr9nthne
* Manual triage feedback » Aproactive and
and escalation personal CTA

* Automatic

management
\—[ Yesterday ] ~ s \—[ Tomorrow ]




Vision for tomorrow

Imagine a world where...

Customers can contact CTA 24/7 via phone, email, or chat
If something’s wrong, automatic systems create a work order
Frontline employees use a tablet to review the report and work on it

Customers receive a notification, and sometimes a picture, when the work order is complete

...and CTA uses this dala to plan resource allocation:

A proactive and personal CTA
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