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A New York Minute
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Where Transportation
Customers Really Are
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Different Networks
Have Different Strengths

Twitter
Facebook
Flickr
YouTube
FourSquare
Blogs

Service

Alerts




Social Media Posts
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Why Are
Followers/Likes/Subscribers
Important?

* Engagement
* Motivation
 Amplification



Higher Ridership Does Not = More Followers

Avg. Weekday  Facebook FBlikes

Transit
MTA Headauarters n/a 12,522 24 564 —- 178 2,268 -—
NYC Transit 7,446 734 7,722 oo 33,595 .005 201 —
Metro-North Railroad 261,446 2,832 . 6,107 022 — -
Long Island Rallroad 2B3 415 3,453 i 6,046 021 42 — —
NJ Transit 840 877 1,825 002 11,442 012 13 — -—
PATH 262 400 —- = 14,260 = ==
Traffic —
NYC Dept. of n'a 4,238 17,105 —- 48 1,843 022011
Transportation
MY C Taxi & Limousine 4712004 846 00z 3,807 008 — -—
Commission
511 NYC nia 1,432 1.035 - 8 [ -—-
Aviation
Port Autharity Airports 290 1944 2,378 008 T7.918 — -—
Amencan Alrlines 275 0002 375,150 G 402 246 164 -— -—-
JetBlue B2 TE0™ 627,362 'a» 1,678 624 39 16,487 2009
Outside NY Reglon
BART {San Francisco) 347,700 18,051 052 25062 072 209 — 1142008
MBTA (Boston) 486,200 8950 002 15,7845 032 g — -

*recorded on 8/6/12

** Self-reported by agencies on own websites and to American Public Transportation Association, except where otherwise noted




Informing, Engagmg, I\/Iarketmg

MTA Headquarters NYC Transit Metro North LIRR
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Recommended Proportions of Social Media Posts

Rush Hour Off-Peak

H Service
Information

® Engagement

= Marketing




Maximizing Twitter’s Potential

#hashtags
Conversations
Photos
Videos
Contests



Listening is an Active Process

React & Ask

Respond uestions

IELGR]

Qed back




Cater to A Diverse Audience

* Only 2 public transportation providers
tweeted in non-English (6 tweets total)

* 48% of New Yorkers speak a language other
than English at home



Accountability

Instances of “Sorry” and “Thanks” in Tweets
May & June, 2012

MNYC Transit

Metro Morth

MTA

LIRR

NYC DOT

HESorry
EThanks

PATH
MWYC Taxi and Limo Service
PATH Airports

511INYC

M] Transit

ME Corridor Feed

80 60 40 20 o 20 40 &0 80




Challenges

e Digital Divide

e Account Security

e Archiving

e Staff Resources

e Negativity

e Managing User Expectations



Social Media Activity in New York City

Geo-tagged Tweets

Orange: Geo-tagged Flickr photos

White: Posted to both

Source: Flickr — Eric Fischer




Future of Social Media
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Future of Social Media




Role Models



BART’s Home Page

e Provides social
media links directly
from home page

e Shows connection
between social
media and service -
information ey ..5 '
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The Dail y POTHeLE
NYC DOT’s Daily Pothole: MILL & PAVE
thedailypothole.tumblr.com e 8

iiiii

1000Iane
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239,399

“Kasping our stra g o condi t--:.-t assantial o our acondmy
and to our quaiit'_.' E:-fi-rf and that .-‘1 wie are always looking for
ways to do thea jo b e F'H'EiE'"It!]".




JetBlue on Facebook

JetBlue Airways
YOU ABGVE adl G-l Like This Page - October 11

jetBlue \|

Tonight you'll listen to the VP candidates
speak, but we want to hear your voice. Register

E L E C T I O N now for JetBlue's Election Protection and for

the chance to win a flight out of the country if
things don't go your way. hitp://bit.ly
{letBlu=EP

2'] ] 2 Like - Comment - Share

£ 429 people like this,

[ 41 shares




LA’s Metro's Specialized

Metro Blogs

Blogs are & bype of webdile thst are typically topic-debsan Snid hdve new conterl or
infoernation on & regular bass. Matro hag & numbar of blogs, have & look;

-

W% El Pasajero

Metra's Spamesh larguage blog. Bl Pasayero features g steady stream of bresking
e, platos ard wideas aboul virtublly ecary aspaect al mability Metre & invelved
wilth= Buses, traing, highway improvemants, Dicpsle and peadestrian programs, goods
mavement, wanpoals, carpoals, destinatkns and mare.

&4 Matro Deveboper / Transit Data

A werbsite for technicad indhaduais and antitios who are using transportation and
multi-madal data in mieresting ways. Get acoess o Metro’s GTFS data, GIS data,
Bicmways data, Trip Blanrer AF], Realtime AFL

WY Metro Transportation Library Transportation Headlines

Dur Transportation Headlines have kepk readers nformesd since 2006, They are
publighed Monday through Frday, except holidays, We collect, sggregate, publish
and dissaminale news o hal partain 0 BTh eCal Transet and LranspEortation ik
wall a5 natinal ssues in related aneas.

W Matro Transportation Library Brimary Besaources Blog

Dur Primary Resourcas Blog highlights unigus and interesting iems from our Library
B Archive colisction refated to Los Angeles fransk and transportation history, as well
as recent acquisitons, reviews of recent fransportakian ressarch, historic maps, and
negalbe news froen WBraries, archives and museums

&% The Source

Matro's bransportation rews blog. The Source is your connection bo the latest agency
nawd, Tundicg and polecy msues, ard Bow io gel thea mosl oul of transit arl Los
ANGoieE.

Blogs

http://www.metro.net/news/metro-web/



TOWNHALL

® THE WHITE HOUS
JULY 6™, 2™ EDT /1A~ PDT

Twittar Town Hall P o

— ll Thank vou for participating!
The ive eyenl B now over, You can sl wasch the
reconded webcast ar view 1l

comrmmation on Twikber

Official AA Twests

whibaPoieas T
g President Dbama makse hislory oS e

first Pres o e baeed, Video:

whilahousoe

Liots of great Oe va - Berign
Dieesma, Ecanomic Advisor to ihe
Prizsident, wil answar miore Tomomoe o
TwHiler. Siay 1uned

# You Twaeisd 13 You Chosa #= The President Answerad whitalouas

1 egoetihame wa o the ] i Hbal=

16 tH Twiemds Haf r":T“_F
Jiobes [N} Bufget (18%) Taxes (1E9) &
Education {11%]
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A Ene angatup! Ceeat
peiechan o Twilar s thom dll meef 1he
country




Download the Report:
Transportation and Social Media
http://wagner.nyu.edu/rudincenter/
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