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What we have been hearing from you and how this shaped the service
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● Ample PPE supplies, strict quarantine protocol, and rapid tracing of 
potential exposures

● Fleet: Reduced capacity, partitions, and daily cleaning & sanitization
● Riders: Continuous communication via multiple channels
● Depot: Social distancing, masks, hand-washing, protective barriers, and daily 

self-temperature checks
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In parallel we have continued to bring new innovations to the service

Rider appUse of TNCs

● Innovation in paratransit, offering the ability to 
adjust to fluctuating demand - a capability 
especially critical in COVID era

● Driver sensitivity and program training, as 
well as drug testing, background checks

● Vehicles required to have partitions and 
capacity is limited



The trip reviews in the app have created a new way for riders to provide 
feedback and a constant stream for the “Voice of the Customer”

Ride review screen

“Went above and beyond to ensure 
another passenger access the van. 
She should be rewarded for 
representing Via and HRT so well.”

“He is a very very friendly driver 
and gets out and assist whenever 
needed. I really enjoy riding with him”

“I have ridden with ... for years. He is 
a true gentleman and a very nice 
driver”

“Driver kept slamming on brakes and 
hitting potholes. I kept getting jarred 
around”

Reviews to date:

● 491 trip reviews collected
● 94% of reviews are 4 or 5 stars
● 36 written comments



Next steps and priorities
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