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Welcome!

Evan Chan Bob Ruediger
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What is Customer Experience (CX)?

For UTA, Customer Experience is everything a customer 

experiences on their transit journey, from front door → 

final destination. 

From the customer’s perspective, it’s all one experience.
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Why does Customer Experience (CX) matter?

● Businesses that prioritize CX grow their revenue 1.7 times faster than 

businesses that don’t. (Forrester)

● 66% of businesses that prioritize CX see increased retention, and 60% see an 

increase in customer lifetime value. (Forrester)

● 92% of customers around the world say they trust recommendations from 

friends and family more than other forms of advertising. (Nielsen)
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What is a Customer Experience (CX) Action Plan?

It is a document that communicates

1. Who our customers are and what 

matters to them

2. What our customers experience

3. A roadmap of CX projects and 

priorities over the next several years
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What is a Customer Experience (CX) Action Plan?

We’re building on the great work done by other transit authorities.

Translink CTDOT LA Metro
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Why Does Having a CX Action Plan Matter?

It will foster a shared understanding and 

language across UTA about what matters 

to riders and what they experience.

It will facilitate coordination of projects 

across UTA departments and teams.
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General Structure of the Project

1. Align on approach (March)

2. Establish structure for CX Action 

Plan (April)

3. Engage riders, community 

partners, and UTA staff to 

understand the experience (June – 

Aug.)

4. Engage UTA staff and riders to 

prioritize ideas (Sept. – Oct.)

5. Write the Plan (Nov. – Dec.)
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Tabling at Partners in the Park
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Staff workshop
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Engage riders and community 

groups to prioritize ideas 
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Any questions?
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