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2008 Marketing and Customer Service Budget
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11%

12%

3%

14%

36%

24%

2008 Marketing and Customer Service Budget $2.7M

Salaries (Marketing)

Salaries (Customer Service)

Marketing & Communications Program

Special Events

Printing

Other*

*Admin support - training, software upgrades, consultant admin support, etc.



Marketing Strategy
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Consistent and ongoing marketing and communications:

> Build awareness of YRT / Viva services and benefits

> Educate the public about transit benefits

> Improve the perception of transit through education

> Encourage trial through successful programs and campaigns



Business Benefit Program
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What?

Businesses Lunch n’ Learn sessions, posters, e-communication,  >
info sessions

Ridesaver — 15 % discount on monthly passes ( min. 15 passes ) >

Partners: Smart Commute Associations, Boards of Trade, Chambers of  >
Commerce & Municipal Economic Development Departments

Who?

Local businesses with over 50 employees >

300 businesses contacted in 2008 >

Results

Six businesses participating: Scholastic, IBM, Sheraton Markham, Apotex,  >
Vaughan Mills Mall and Ash City ( 13 others have expressed interest )

18 Lunch n’ Learn sessions >



Section head goes here
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Business Benefit Program
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Business Benefit Program - RideSaver
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Key Benefits

Gets employees on transit >

Helps businesses to reduce current and future parking >

Raises awareness of YRT / Viva services >

Employer input to service improvements >



Youth On Board ( YO ! ) Student Program
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43 York Region high schools  >

Transit presence at each high school — Transit Ambassadors >

Direct, on-site communication of service changes >

Survey results — 85 % felt that the program helped them get transit info   >
and understand YRT / Viva better



Youth On Board ( YO ! ) Student Program
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Community Safety Village Program
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34,133 school children visited in 2008 >

Children learn about transit safety througha fun interactive video   >
while sitting in a mini bus

Interactive puzzle tables reinforce transit safety messages >

Feedback from the Community Safety Village: YRT building is used   >
as a model of what all the buildings should look like



Driver Communications Program
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2008 Highlights

18 Driver events and info sessions  >

Over 300 drivers participated >

Three “Get Connected” driver newsletters issued:   >
Spring, Summer / Fall and Winter

Driver Contests & free giveaways: YRT / Viva golf shirt, YRT / Viva fleece,  >
coffee / treats, chapsticks, pens, Tim Horton coupons 

Driver feedback >



YRT Brand Refresh Program
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> Buses ( conventional and mobility )

> Bus stop, shelters and terminal signage

> Marketing materials & communications materials

> Uniforms (2009)



YRT / Viva Communication Materials
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> Route maps

> Navigators ( individual route schedules / maps )

> Newsletters ( YRT, Viva and Mobility Plus )

> Fare change communication

> Target route / direct mail

> New service launch

> Public Information Centres



YRT Website Improvements
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On-street Customer Information
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Community Outreach

YORK REGION TR ANSIT // 2008 MARKE TING & COMMUNICATIONS RE VIE W // 15

YRT / Viva attendance at over 150 community events in 2008 >

Community fairs / celebrations >

Mall displays >

High school / college / university events >

Eco events / community groups >

Business sessions >

Customer Appreciation Events >

Winter parades >



Community Outreach
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YRT / Viva Goes Green
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YRT / Viva Goes Green
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2008 Snow Angels Campaign
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February 2008

Snow Angels embarked on a goodwill gesture of cleaning driveways   >
to remind people that transit may be a more viable option, especially  
during the winter season

Research — 80 % of riders liked the campaign and 75 % indicated that   >
it would encourage them to increase their transit usage



2008 Snow Angels Campaign
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2008 Clean Air Campaign
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June 2008 — National Clean Air Week >

Environmentally friendly messages from YRT / Viva >

Riders pledged their support of Clean Air Day by signing one of 8 cut-outs >

  > Results — 86 % riders liked campaign and 76 % indicated it would encourage 
increased transit usage



2008 Summer Gas Campaign
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YRT / Viva saves money as compared to current gas prices >

Created a “calculator of savings” on the  > yrt.ca/gasrelief site using  
statistics from CAA



2008 Winter Light Pole Banners
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Results
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Revenue ridership increase to December 2008 is 3.3 %* >

Customer call centre calls growing 6 % to date  >

Website visits continue to grow >

*York University and Veolia strikes



Campaign Effectiveness
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Two rounds of research in 2008: Winter and Summer

Round 1 — Telephone surveys  >

Round 2 — On bus surveys  >

Provides staff the ability to:

Track and analyze awareness and perceptionsof YRT / Viva >

Measure campaign and communication effectiveness >

Build the direction for future marketing, communication and education  >

Benchmark results to track improvements and identify future changes >



Market Research
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Summary of research results:

YRT / Viva awareness and perceptions improving — 52 % recall campaigns  >
on an aided basis

Circumstances that may encourage trial:   >
> poor weather driving conditions — 72 %  
> more convenience and frequency — 40 % 

Schedule information at stops ranked most important — 68 % for YRT riders  >
and 89 % for Viva riders



Market Research
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2008 Customer Satisfaction Survey

Environics Research Group, Toronto >

Who?

7,040 riders interviewed on-bus and at stops.  >
551 Mobility Plus clients interviewed through telephone survey

When?

November 25 to December 17, 2008 >

Results?


