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Background: NJ TRANSIT’s App




In 2013, NJ TRANSIT launched its mobile ticketing app on 1 rail line.
Since then, it’s expanded to ticket sales throughout the rail & bus network.
The functionality now includes many features beyond ticketing.

Ticketing
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Train Schedules

DepartureVision

MyBus

Trip Planning
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Motivation & Objectives


Motivation: There is limited use of location services within NJ
TRANSIT’s app.


Location services refers to the ability of a smartphone to detect the user’s location.
 By knowing a customer’s location, NJ TRANSIT could potentially provide customized
content directly to passengers based on their location, which is called geotargeting.



Objective: The research goal is to assess receptiveness to geotargeting
in NJ TRANSIT’s app via a customer survey, which included three parts:
1. Understand current utilization of & satisfaction with NJ TRANSIT’s app
2. Assess customer knowledge & acceptance of location services in smartphone apps
3. Evaluate customer perceptions of geotargeting in NJ TRANSIT’s app using specific
examples
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Survey Methodology
 An online survey was administered to NJ TRANSIT customers
who have a smartphone & use at least one feature in NJ
TRANSIT’s app

 Administered to a sample of FY17 Q1 Customer Satisfaction
survey respondents from Monday October 24th to Wednesday
Nov 2nd, 2016

 Data weighted to reflect Rail, Interstate Bus & Local Bus/Light
Rail customer ridership who use NJ TRANSIT’s app

 Sample error +/- 4.4% at the 95% confidence level
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Sample Size
Market

Unweighted

Weighted

Count

%

Count

%

Interstate Bus

411

33%

59,817

24%

Local Bus/ Light Rail

351

28%

84,260

34%

Rail

494

39%

104,766

42%

Total

1,256

100%

248,844

100%
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SURVEY RESULTS PART 1:
NJ TRANSIT APP UTILIZATION
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How often do you use NJ TRANSIT's app?
100%
Total
Interstate Bus

80%

9%
7%
8%
12%

Once a
month

Less than
once a month

1%
1%
1%
0%

12%
6%
9%
17%

9%
6%
6%
14%

12%
7%
9%
18%

20%

16%
15%
19%
14%

40%

Rail

26%

41%

60%

59%
48%

Local Bus/Light Rail

0%
More than 5 4 or 5 times
times a week per week

2 or 3 times Once a week
per week

Not sure

Nearly half (41%) of respondents utilize NJ TRANSIT’s app more
than 5 times a week.
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How easy is NJ TRANSIT's app to use?
100%
Total
Interstate Bus

80%

1%
1%
2%
1%

0%
0%
0%
0%

20%

5%
6%
4%
5%

9%
9%
9%
10%

40%

Rail
37%
42%
31%
39%

60%

47%
43%
54%
44%

Local Bus/Light Rail

Very difficult

Not sure

0%
Very easy

Somewhat
easy

Neutral

Somewhat
difficult

Most respondents (85%) find NJ TRANSIT’s app very or somewhat
easy to use.
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Please tell us how satisfied you are with using
NJ TRANSIT's app?
100%
Total
Interstate Bus

80%

Local Bus/Light Rail

Somewhat
dissatisfied

0%
0%
0%
0%

Neutral

3%
3%
3%
2%

8%
8%
7%
10%

20%

10%
12%
8%
9%

40%
45%
37%
39%

40%

Rail
40%
33%
44%
39%

60%

0%
Very satisfied Somewhat
satisfied

Very
dissatisfied

Not sure

Approximately 80% of customers in all three markets are satisfied
with NJ TRANSIT’s app.
10

Research

SURVEY RESULTS PART 2:
LOCATION SERVICES
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Are you familiar with the location services feature on
your smartphone that allows your location to be
identified?

All together, 78% of respondents are familiar with the location services
feature on their smartphone.
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Are there benefits of using location services
on your phone?

Approximately three quarters (74%) of customers agreed that location
services are beneficial.
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Please specify the benefits of using location
services on your phone.
Sample Responses from Customers


Your phone can easily provide directions for you.



Your app would know what station I'm in and auto populate when I'm
looking to purchase... it can also automatically display the badge when
I'm at the station (like Secaucus transfer).



You should be able to locate transit points more quickly. You can get
directions to the nearest transit point. You can see if there are any
delays or problems.



Apps that use your location can more easily provide the best information
you are looking for.



By knowing exactly where you are your phone can find different things
for you easier.



Lets me know when and where my train is coming and if there is any
delays also.
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Should NJ TRANSIT use the location service feature
in NJ TRANSIT's app so that targeted information
can be provided to you?

A majority of respondents (74%) agreed NJ TRANSIT should use
location services in their app.
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SURVEY RESULTS PART 3:
GEOTARGETING EXAMPLES
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Example 1: Is this special event information
something you would like to receive?

80% of customers are receptive to receiving special event
information in MyTix.
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Why or why not would you like to receive it?
Please explain briefly. (Special Event)
Sample Responses from Customers
Why?
 I expect to get that sort of information
in this day and age. I get so frustrated
when I catch a train and then end up
with significant delays because NJ
Transit did not communicate
effectively.


That little bit of information could save
me a lot of hassle during my commute.



Excellent example, when I need to go
somewhere, will be fantastic if I am
noticed that delay will be expected.
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Why not?
 I don't want to be notified of events
That MAY cause delays. I only
want real time delay info.


It would be annoying.



I already have enough notification
coming to my phone.



If I need the info I will request it.

Research

Example 2: Is this coupon for a nearby shop
something you would like to receive? (Zaro's)

Less than half (43%) of respondents would like to receive coupons in
the train schedule feature.
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Why or why not would you like to receive
it? Please explain briefly. (Zaro's)
Sample Responses from Customers
Why?
 Useful if the ad is relevant to your
needs.

Why not?
 A transit app has nothing to do with shopping.
There are other apps for that.



Any coupon for food is a plus
especially when using public
transportation.



NJ Transit doesn't exist to serve ads to me. I
understand that it's a revenue source for you
guys so I tolerate it, but it's annoying.



Coupons are always good to get.





Why not use a coupon for a store I
might potentially purchase in.

That's super annoying. A transit app should
stick to transit. It would seem messy to me to
be getting additional unrelated information.



We're already bombarded with ads
everywhere.
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Relevant ads are good.
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Example 3: Is this coupon for a nearby shop
something you would like to receive? (Subway)

Only 41% of respondents would like to receive coupons in
Departure Vision.
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Why or why not would you like to receive
it? Please explain briefly. (Subway)
Sample Responses from Customers
Why?
 If I had awhile to wait, having a
coupon for food nearby might come
in handy.




I may want a sandwich, or snack. If
time is available. Why not save
money as well?



Keep your app focused on your service.
Do NOT start including advertising within
your app.



It blocks important information and feels
like spam.



Advertising does not belong on the app. It
would be invasive and distracting.

If delays, this would be nice.



Discounts and relevant ads are good



To save money NJ transit fare
increases have me considering other
transportation options.
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Why not?
 No coupons on the app- I feel like
everywhere you look someone is trying to
cross sell you products. Its is very
distasteful.
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Example 4: Is this advertisement for a nearby
shop/business something you would like to receive?
(Whole Foods)

Only 25% of respondents are receptive to advertising
in MyBus.
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Why or why not would you like to receive it?
Please explain briefly. (Whole Foods)
Sample Responses from Customers
Why?
 Why wouldn't I want to save money. I
have no problems ignoring what I do
not want. I would hope that this
advertising would be used towards
improvements and keep the cost of
my trip down.




Why not?
 Do not wish to have non transit related
information or offers provided. Information
over-load. Interferes with quick and
expedient use of app.


Really too many ads in too many apps. If it
helps keep fares down, ok, but otherwise,
no.



No use. Annoying ads slow phone and kill
my battery



We are inundated in advertising messages
everywhere we go. I just want services and
information.

I shop at whole foods, and would use
this to check for specials
If the app is able to use my data and
see that I enjoy this store, I would
love to see ads that would benefit me.
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Example 5: Is this transit service alert
something you would like to receive?

Most respondents (92%) are in favor of Transit
Service Alerts in the Trip Planner.
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Why or why not would you like to receive it?
Please explain briefly. (Service Alert)
Sample Responses from Customers
Why?
 I want to know if something is going
to delay my trip so that I can make
alternate arrangements or let
whomever is waiting for me know that
I'd be late.




Information about service is always
the most useful. Communication is
the best thing NJ Transit can give its
users.
Great idea, I sometimes forget to look
at service advisories and it costs me
valuable trip time. This is a good idea
to include it on the screen.
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Why not?
 The lag between alerts and up times is
too long. The alert will not be real time
or accurate in most cases.


Because it looks like an advertisement
which I wouldn't click. You can't mixup
alert and advertisement area in the
same place. Bad design choice.



Have other means for traffic updates.
Will not refer to app for traffic advisory.
Only use app for ticket.
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FINDINGS & CONCLUSIONS
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Key Findings
Part 1: App Utilization & Satisfaction


Almost half (41%) of the respondents use NJ TRANSIT’s app 5+ times a week.
 Around 80% customers are satisfied with NJ TRANSIT’s App.

Part 2: Location Services


78% of respondents are familiar with location services on their smartphone.
 74% agreed that NJ TRANSIT should use location services in their app.

Part 3: Geotargeting Examples


More than 90% of respondents would like to receive transit service alerts.
 About 80% of respondents would like to receive special event information.
 Less than half (41%) of respondents would like to receive coupons for nearby
restaurants (e.g., Subway sandwiches).
 Only one fourth of customers (25%) would like to receive advertisements for
nearby businesses (e.g., Whole Foods).
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Summary & Conclusions
NJ TRANSIT customers are generally aware of location
services and are receptive to using this feature for
transportation purposes.

Customers want transit service alerts and special event
information.

In general, customers are not as interested in coupons or
advertisements.
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Questions?
Thank you.
Acknowledgements:
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Questions:
Contact Candace Brakewood at cbrakewo@utk.edu

Project Report:
http://www.utrc2.org/sites/default/files/Final-Report-Assessing-NJ-Transit-Mobile-App-Geotargeting.pdf
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