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To strengthen our commitment in providing premier public transportation and customer 
service excellence, we pledge to honor your rights: 

1. Your right to on-time service -We guarantee it! In the event your service is 
delayed over 30 minutes, we'll give you a complimentary fare.* 

Free mail-in rebate cards will be located at subway station collector booths 
throughout the system and at travel assistance counters at North, South, Back 
Bay, Route 128 Stations. 

'Bill of Rights' posters will be prominently displayed in stations and on vehicles 
advising customers of the program and how to receive their complimentary fare. 

2. Your right to safe service - Your safety is our top priority. If we're not performing 
to your standards, Write to the Top".Top-level management will respond. 

'Write to the Top" posters will be prominently displayed throughout the system. 
These posters will identify high-ranking MBTA Police command staff and MBTA 
transportation officials with e-mail addresses and telephone numbers. 

As part of 'Operation Safe Travel', the MBTA will increase the presence of Police 
and Safety Department officials throughout the system. Mobile booths and staff 
will visit high-volume stations, distribute important traveler information and collect 
and act on customer concerns. 

Enhanced video s~~rveillance equipment will be installed on urban buses as part 
of the MBTA Police Department's Anti-Crime Program. 

'Revive and Guide Program' to improve station lighting and cleanliness. 

3. Your right to courteous, clean and dependable service - Simply put, you 
deserve the best. If you find our service less than adequate, "Write to the Top". 
Top-level management will respond. 

'Top Down' focus by MBTA management staff introducing dozens of new 
customer service initiatives. 

A tremendous spring cleaning effort to bring facilities and vehicles to highest 
quality. 



Quarterly customer service award program recognizing employees who 
exemplify great public service. 

Increased cleaning on vehicles and at stations. 

Clear and friendly announcements on buses and trains. 

Better customer 'service-oriented' performance indicators to measure service 
quality. 

4. Your right to be notified of significant service delays - We guarantee to keep 
you informed. We will provide timely, accurate service delay information if your 
service is more than 15 minutes late-updated service information will be a~ail~able 
at the following locations: 

www.mbta.com 
For automated delay information, call: 

SmarTraveler - 374-1 234 and press T*, or 
dial *1 from a cell phone (free call) and press T*. 

An enhanced customer service center is being established at the MBTA's 
Operations Control Center. This center will be staffed during service hours to 
answer customers' questions about service delays. Simply call the MBTA's 
customer service line at (61 7) 222-3200 or dial #MBTA (6282) or 1-800-392-61 00 
and press *3. 

Public address announcements on all subway platforms 

Electronic message boards will be installed on all commuter rail platforms by the 
end of the year 

5. Your right to be heard - We commit to make your issues count. Convenient, 
prominently located bus, station and train posters will get you Write to the Top: 
Top-level management will respond to your concerns. 

The MBTA will install posters on every train, bus and platform introducing the 
MBTA manager responsible for the service provided by that vehicle. Customers 
with questions, comments or concerns will have direct access to that manager. 
Customers can write, telephone or e-mail directly to the managers identified on 
the posters. 

Customers can write, telephone or e-mail directly to the managers identified on 
the posters. 



Managers will personally respond to every inquiry within ten (10) business days. 
The response will include the action taken to remedy the issue that was raised. 

MBTA managers will participate with customers in focus groups to hear their 
concers. 

During the month of March, suggestion boxes will be installed at MBTA stations. 

Follow-up customer service surveys will be conducted throughout the system to 
guage MBTA responsiveness to customers' concerns. 

MBTA management performance reviews will include customer satisfaction 
measurements. 

The  MBTA customer service guarantee is based on the following terms and conditions: If any portion of 
your trip is delayed over 30 minutes, you are eligible for a complimentary fare. On-time Service 
Guarantee reply card must be received within 30 days of the delay. To redeem your complimentary fare: 
Reply cards are available at all subway collectors booths, on all buses, and at North, South, Back Bay 
and Route 128 Stations, and must be received by U.S. mail. 



CUSTOMER SERVICE INTIATIVES 

MANAGEMENT ACCOUNTABILITY 

The MBTA will install new posters on each train and bus introducing the MBTA 
manager responsible for the service provided by that vehicle. Customers with 
questions, comments or concerns are invited to e-mail, call, or "Write to the Top." 

The MBTA will guarantee its customer service. If any portion of the customer's trip 
is delayed over 30 minutes, we will offer a complimentary fare. 

BETTER CUSTOMER SERVICE 

Managers will respond directlyto customer concerns. 

During the month of March, suggestion boxes will be installed in subwaystations. 

The Revenue Department will add staffing to eliminate long lines at busy monthly 
pass locations. (Implement end of February) 

Monthly pass sales locations that accept credit cards will be expanded to include 
major Downtown locations. (In place for April pass sales) 

BETTER INFORMATION 

Electronic message boards will be installed in all Commuter Rail Stations by the end 
of 2001. These signs win broadcast real time delay information The computer 
system controlling the signs will permit prompt updates about service. 

The MBTA will expand its partnership with SmarTraveler to improve the quality and 
timeliness of delay information. 

A new Customer Service Information System will be on-line by the end of this 
calendar year. Using this system, customers at home or work will have direct access 
to MBTA route and schedule information via the Internet. 

The MBTA is expanding its fleet of talking buses from 22 to 95. These buses make 
automatic bus stop announcements. 



IMPROVE ACCE SS/RELIEVE CROWDING 

Coaches werr recently added to Old Colony uains to accommodate increased 
riders hip. 

The MBTA will place an additional fifteen (15) brand new double-decker commuter 
rail coaches in service beginning this Fall. 

A new station will open at W w o n  in September 2002. 

Bus service on several major routes increased in January2001. 

Systemwide, there is a total of 42,000 parking spots. 1,500 additional spaces will be 
available at commuter rail stations in the next six (6) months. 

This spring, the MBTA will order ninetyfour (94) new Blue Line cars which will 
allow the introduction of &car trains and increase capacity on the Blue Line by 
almost 50%. 

MORE RELIABLE SERVICE 

AS a result of overhadug aproximately 50% of the locomotive fleet, commuter rail 
on-time performance will improve. 

With the completion of a fourth track at Attleboro and track improvements at 
Canton Junction, we will continue to improve Attleboro, Providence and Stoughton 
senrice. 

Twenty eight (28) new electric trolley buses are on order for routes in North 
Cambridge, Watertown and Belmont. 

Three (3) new bus maintenance facilities are planned and a fourth will be retrofitted 
to accommodate alternative fuel buses. All of the new and updated facilities will be 
complete within the next three years. 

The Orange Line s& system is being replaced to improve reliability and allow for 
more frequent vain service. 

A state-of-the art Bus Operations Control Center is under construction. Modem 
vehicle-mclung systems using global positioning satellites will monitor buses to 
provide dispatchers with the information they need to identlfy and react quickly to 
delays in service. 



NEW SERVICE INITIATIVES 

Quarterly Customer Service Award Program 

New service to Yawkey Station began in January of this year. 

Weekend Commuter Rail service to and from Ruggles Station has increased more 
than 200%. 

Red Sox fans are enjoying improved service to Fenway. In the coming season, the 
MBTA will again enhance public transportation service on game days. 

On April 30, commuter rail service to Worcester will be expanded with two new 
daily round trips and weekend service. 

a Three new stations on the Worcester Line will open in late 2001. At these stations, 
there will be 1,331 parking spaces. 

In the Spring of 2001, the MBTA will open the Anderson Regional Transportation 
Center in Woburn with 2,400 parlung spaces dedicated for Commuter Rail 
customers. 

a Also this Spring, a new Commuter Rail stop will open at JFK/UMass Station in 
Dorchester. 

The Washington Street portion of the Silver Line, serving Roxbury and the South 
End, will open in April 2002. Emerging as the MBTA's first Bus Rapid Transit 
service, the Silver Line will provide state-of-the-art, low-floor, alternative-fuel buses. 
The vehicles will provide automatic stop announcements, and stations will have 
electronic message boards to display the arrhal time for the next bus. Buses will 
operate in an exclusive lane, for unimpeded movement to and from Downtown 
Boston 

a The South Boston portion of the Silver Line (the Transitwad is under construction. 
Beginning in December, 2003, this Bus Rapid Transit service will provide service via 
tunnel from South Station to the South Boston Waterfront, and by three surface 
routes to points in South Boston and Logan Airporr 

SAFER, MORE COMFORTABLE, CLEANER 

Several key subway stations are undergoing a facelift including new paint, new 
lighting, new stair treads, refinished benches, and new flooring. The first of these 
stations are Downtown Gossing, Orient Heights, Broadway, Chinatown, Copley, 
and Science Park 



a The MBTA Police and Safety Departments will implement 'Operations Safe Travel' 
Program with station blitzes, safe travel tip brochures, and joint customer service 
booths. 

MBTA Police television show will run weekly segments on 'Safety on the T. Each 
week will focus on a different mode of travel. 

Enhanced MBTA bus video surveillance operation (this Spring) 

One hundred eightythree (1 83) new environmentally friendly Compressed N a d  
Gas buses are on order. 


