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Customer Response 
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Initial spike in customer complaints about Fare is Fair checks at North Station 

Very limited reaction to off-peak checks  

Changes made in the first two weeks to staff and barrier positions to build in 

customer comment 

Reaction reduced steadily after first 6 weeks as passengers became familiar with 

process  

For Back Bay PM peak checks more extensive comms plan implemented in 

December/January: 
● Passenger flyers 

● Station announcements 

● On board announcements  

● Extra staff at station to answer questions 

Second round of follow up comms planned at Back Bay for 2 weeks before the 

PM peak checks start in March 

 



Passenger Contacts & Volume of Trains Checked 
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Progress So Far 
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Fare is Fair checks started 

successfully off peak and at North 

Station in PM peak 

Around 3,600 trains, 670,000 

passengers checked so far 

Over 150 invalid tickets  

confiscated; positive indicators in 

sales volumes 

 All posts to support initiative filled 

 Next steps: 
● start PM Peak Fare is Fair checks 

at Back Bay 

● Ongoing rollout of hand held 

ticketing device 

 

 

Activity Status

North Station Fare is Fair PM Peak 

Checks Started Sept 2017

South Station, Back Bay & North 

Station Off-Peak Checks Started Sept 2017

Hand Held Ticket Device Pilot Started Feb 2018

Back Bay PM Peak Checks Planned Start March 2018

Initial Marketing Campaign Planned Start March 2018

Hand Held Ticket Device Full 

Rollout Planned Start April 2018

South Station PM Peak Checks Planned Start May 2018

AM Peak Arrival Checks Targeting Mid 2018

Automatic Gates Back Bay TBA

Automatic Gates North Station TBA

Automatic Gates South Station TBA



Fare is Fair Checks 
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Checks involve Ticket Verification Assistants 

looking at tickets before a passenger boards 

M-Tickets have to be activated before 

passengers can board 

Passengers with expired tickets, invalid 

tickets or no ticket are asked to purchase 

either on the app, at an FVM or ticket office 

  Passengers will also have to show a ticket to 

the conductor on board 

Checking before boarding and during a 

journey dramatically reduces potential for 

certain types of evasion 

 Invalid tickets are confiscated to reduce 

misuse potential 

 

 



Hand Held Conductor Ticketing Device 
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New hand held ticketing device 

developed during 2017 

First conductor has been carrying 

out live testing on North side routes 

since early February 

Further 5 conductors being trained  

for next stage of use 

Rollout to following in 

spring/summer 2018 

Allows more convenient credit card 

and debit card purchase 

Gives MBTA/Keolis better data on 

origin/destination and number of 

passengers 

 

 



Marketing Initiatives 
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DIGITAL 

● Microsite 

● Geofencing digital ads 

● Remarketing to site visitors 

● Distribute educational content  

● Continued emailing after engagement/use 

 

SIGNAGE 

● Update signage at outbound stations with 

TMA, emergency ride home, alternate 

route options 

 

MAIL 

● Direct mail based on location to origin 

stations (North, South, Back Bay, Porter) 

● Direct mail to corporate locations for corp. 

pass based on service/walkability 

 

MEDIA/PARTNERSHIPS 

● TMA referral contest program 

● Comcast Spotlight targeted TV advertising 

 

 

 

DIGITAL 

● Digital advertising by area 

● Remarketing to destination page visitors 

● Distribute educational content  

● Continued emailing after engagement/use 

 

SIGNAGE 

● Update signage at outbound stations to call 

attention to weekend service, wayfinding 

 

MAIL 

● Direct mail based on location to outbound 

stations 

● Direct mail to new home buyers in the area 

 

MEDIA 

● Comcast Spotlight targeted TV advertising 

● The Sports Hub (blended messaging)  

● Metro weekend issues  

 

PROMOTIONAL PRICING 

● Weekend rider special fare  

      or monthly pass bonus 

 

Reverse Commuters 
Leisure  

Travelers 



Questions and Discussion 


