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Terminology

Application Programming Interface (API) - A
communication system that allows two
applications or platforms to “talk” to each other.

Content - Tweets, posts, videos, photos,
animations, or any other media published on
social media.

Engagements - The total number of interactions
(retweets, shares, comments, replies, and likes)
received for the tweets published in the selected
time frame

Hashtag - A word or phrase preceded by the “#”
sign. Hashtags are used on to tag posts as part of
a larger conversation or topic.

Impressions - The total number of times any
organic or paid content appeared on someone's
screen.

Reach - The total number of people who have
been exposed to a social post or ad.

Sentiment - The tone of the mention: positive,
negative or neutral.

Social Listening - Finding and assessing what is
being said about a company, topic, brand, or
person on social media channels.

User Generated Content (UGC) - Content created
by the regular people on social media, rather than
brands.

Definitions from Hootsuite Dictionary of Social Media Terms
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Primary Channels

Twitter @ MBTA Instagram @TheMBTA Facebook @TheMBTA
© Followers Followers € Fans

338K 10K 3.7K

followers followers fans

60K 121K 48K

engagements engagements engagements

4 Engagement data is for 2020
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By the Numbers

* >90% of all online coverage surrounding the
MBTA takes place on social media, with the vast
majority taking place on Twitter.

 The MBTA's Twitter account has more followers /
than the Governor’s Office, State of MA, City of
Boston, Marty Walsh, and many other major
local entities and brands.

1%

* MBTA accounts published more than 20k posts
in 2020 alone.

« MBTA-created content receives more than 1
billion impressions, and MBTA accounts are

87%

. . BI F [ ]
mentioned >250k times per year. BNovs  BReddt  BReview
@ Tumblr B Twitter @ YouTube

Data from 1/1-12/31, 2020
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Capabilities

Brandwatch

Social Listening

* Understanding rider experiences MBTA Twitter - COVID-19: Social Distancing

Wed, 18 Mar 2020

* |nformation sharing with Operations

Audience Data

Sentiment Analysis

Segmentation & Categorization

Real-Time Signal Alerts

Data from 5/8/20-2/14,/20



Building a Better (T)

Social Media Overview
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Building a Better T

Launched on August 12, 2019

First used to announce accelerated
capital projects and associated
diversions, as well as mark a shift in tone
and approach to the MBTA's
communications efforts

#BuildingABetterT hashtag used across
Twitter, Facebook, Instagram & YouTube to
increase transparency and allow followers
to see all related projects

MBTA &
@MBTA

We have not provided the level of service that our
riders deserve and that we expect as a public transit
agency. Following a series of recent service failures, we
are set on #BuildingABetterT for you and the
Commonwealth. (1/3)

1:05 PM - Aug 12, 2019 - Twitter Web App

Il View

Tweet activity

48 Retweets 78 Quote Tweets 258 Likes

@

@

Q ml Q g

MBTA & @MBTA - Aug 12, 2019

Replying to @MBTA

In order for this to happen, we will be diverting significant sections of service
to accelerate work on upgrades to critical infrastructure. We will work each
day - nightly and throughout weekends - to maximize our time and effort to
provide better service faster. (2/3)

Q s 13 Q s M |

MBTA & @MBTA - Aug 12, 2019

These improvements aim to lessen travel time, reduce unplanned service
interruptions, & enhance access for riders of all abilities across the system.
We hope to regain your trust while developing a safer, more reliable,
convenient transit experience. (3/3) mbta.com/BuildingABette...

Q 40 11 16 Q 85 ) |
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By the Numbers

« Since its launch, Building a Better T
has reached more than 20 million
people and generated >240 million
impressions online.

 MBTA-produced social media
content is directly responsible for
>217 million impressions.

« 93% of all online conversation
surrounding Building a Better T has
taken place on Twitter.

Total Impressions

240um

Total Mentions

3200

Total Reach

22

0%

93% /
Blogs Forums @ Instagram
@ News B Reddit @ Tumbir
@ Twitter B YouTube
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Accelerated Diversions

MBTA @
@ @META

Now that the 2019 acceleration weekends are
complete, we want to share what we've accomplished,
what we've learned, and what's to come in 2020.

Meost importantly, we want to thank our riders as we
continue #BuildingABetterT

. . MBTA & @MBTA - Oct 11, 2019
® Accelerated Wee kend d Ive rSIOnS ® ~48 hours of work in 48 seconds f

. . Thanks to last weekend's diversions, crews were able to replace these 30- g
Sta rtl n I n 2 O 19 year-old Orange Line tracks at Downtown Crossing for safer, more reliable e —
service. Work towards #BuildingABetterT continues this weekend. BU":DING A BEﬁEh G —

Learn more: mbta.com/OLWork Making Progress

- Provided weekly progress updates ,
including GM videos, construction *m; i

—
=S

|
2

photos and timelapses ¥ - @

Replying to @MBTA

Thanks to these weekend shutdowns, we're able to
address key infrastructure needs at core stations, such
as Park St & Downtown Crossing, sconer.

« Diversion alerts also used to show
riders how work goes toward
#BuildingABetterT

If you're going SOUTH (toward Ashmont/Braintree),
follow this guide for all the shuttle stops & transfer
locations.

#BuildingABetterT

Weekend | s & s

Q 21 o so Q 202 & i
Soulhboundﬁ P
o & o & "
YO Pl
|||-3--o...g...o....o.m

- Shutties are on Tremont S1 across from
Tempia Place. Tranater for Orange and Groen Lines.

10



http://www.youtube.com/watch?v=vQ5_LwFmbjA
http://www.youtube.com/watch?v=iinx8slgfWM

Social Media Strategy

Project Updates

11

Since then, MBTA accounts share updates at
least twice a week on any and all work that
goes toward #BuildingABetterT

« “Over the Weekend” posts to show what
weekend diversions accomplish

« Weekly project highlights, such as:
* Green Line Extension
* Commuter Rail PTC
* Accessible technology

* Fare Transformation

« Major milestones

MBTA &
@MBTA

This summer we completed 102 days of full-access
diversions across the Red Line, Blue Line, & Green Line,
saving riders 2.5 YEARS worth of night/weekend
diversions while delivering better, safer, & more reliable
service sooner.

mbta.com/BBT2020

#BuildingABetterT



http://www.youtube.com/watch?v=02nrGzNu908
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Bus Lanes

Rapid Response Bus Lanes Program

MBTA & @MBTA - Aug 27, 2020 Ll MBTA & @MBTA - Jan 26 s
We're partnering with @CityOfBoston, @SomervilleCity, @cityofeverettma, & Over the weekend, work continued on Columbus Ave transforming the
@ChelseaGov_MA to lay out ~14 mi of bus lanes starting this fall. New lanes corridor into the first center-running bus lane in New England. Crews

will improve travel time & reliability + reduce crowding in critical transit completed platforms for 4 bus stops, installed new traffic signals, & added

corridors. ow.ly/KfAX50Bb23| pedestrian amenities.

@ mbta.com/ColumbusAve

#BuildingABetterT

#BuildingABetterT

Q 4 o T Q 127 & ill

12
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Sustainability

Series of posts focused on the T’s sustainability

programs:

100% renewable energy contracts

Greening the fleets

Recycling and waste management

Climate resiliency

13

MBTA & @META - Jan 4
Replying to @MBTA
The new contracts support our current renewable energy projects:
Wind turbines in Kingston & Bridgewater
Small scale solar panels at Orient Heights & Braintree
Solar canopies at 3 sites
Plus more plans like those at Quincy bus garage & Riverside:
mbta.com/sustainability

MBTA & @MBTA - Jan 4

W 100% renewable energy. Effective this week, ALL of our electricity will be
supplied by renewable power sources. The T is now the largest transit
agency in the US to be 100% renewable, significantly reducing our carbon
footprint & saving over $3M/year.

ow.ly/SrLb50CZDx

Q 16 2 146 Q) 483 0 il

MBTA & @MBTA - Jan4

Previously, ~36% of our carbon emissions came from electricity usage. By
purchasing Renewable Energy Credits for all of our electrical load, we can
effectively eliminate those emissions. This is a historic step toward
#BuildingABetterT that is more environmentally sustainable.
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Accessibility

Oak Grove Station Accessibility
Improvements Project

* Initial announcement on December
24, 2019

* Announcement on July 8, 2020 for
upcoming construction

* First new elevator opened and
announced on February 1, 2021

* Combines #BuildingABetterT and
#TAccess stakeholders

14

MBTA &
@MBTA

On Dec. 11, we began renovating the Orange Line's Oak
Grove station. $22.5 million will go toward enhancing
access with 3 new elevators & 1 refurbished elevator,
upgrading sidewalks & wayfinding, & addressing
station repairs.

mbta.com/OakGrovelmprov...

#BuildingABetterT #TAccess

»_ !

MBTA &
@MBTA

The Orange Line's Oak Grove just got a major #TAccess
upgrade! A new elevator is now open providing riders
the first-ever accessible connection between
Washington St & the station. This is the 1st of 3 new
elevators that go a long way in #BuildingABetterT

mbta.com/projects/OakGr...

Ce———

L. B T

o
| L. | ELEVATOR
'ORANGE LINE - FOREST HILLS ‘
—
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Ride Safer

Social Media Overview

15
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By the Numbers

16

« Since the campaign’s launch,
Ride Safer has reached more
than 6 million people and
generated >41 million
impressions online.

» 93% of all online conversation
surrounding Ride Safer has
taken place on Twitter.

Total Impressions

47w

Total Mentions

30/

Total Reach

Ow

93%

Blogs Forums B Instagram
@ News @ Reddit B Twitter

Data from 5/8/20-2/14/20
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Ride Safer

MBTA &
@MBTA
As this situation evolves, we must adapt our operations &

o La u n C h ed O n M ay 8’ 2 020 behaviors to align with a new normal. Along with

@MassGovernor's order requiring face covers on public
transit, we're launching the #RideSafer initiative to

« GM Poftak announced Ride Safer promote healthier, safer travel.
Campalgn |n GM Update V|deo Watch for more from GM @spoftak

- #RideSafer used across Twitter,
Facebook, Instagram & YouTube to

allow followers to see all related GM UPDATE
posts ot oy

||l View Tweet activity

17 13 Retweets 4 Quote Tweets 18 Likes


http://www.youtube.com/watch?v=xcebuAkHNLk
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Ride Safer Video

MBTA &
@MBTA

As service increases and more riders return to taking the

° V| deo p rod Uced to ed ucate rlders and T, we all must share the responsibility of protecting public
health on public transportation. Together, our riders and
Shlft behavior to th e new Way Of rld | ng employees can make this new world we're traveling in a

safer one. #RideSafer

on the T during the pandemic

mbta.com/RideSafer

- Video informed riders about ways to ride R

safer while on the T, as well as
spotlighted the MBTA’s COVID-19 efforts

 Shared June 22, 2020 to coincide with Ride Safer.
the state entering Phase 2 of the
reopening, and ridership was increasing

mbta.com/RideSaf ®

Il View Tweet activity

32 Retweets 8 Quote Tweets 45 Likes


http://www.youtube.com/watch?v=4Mu-YvdyDKM
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Cleaning & Disinfecting

« Informational videos showing the T’s
cleaning and disinfecting procedures
for stations and vehicles

» All Ride Safer videos are shared
across social media regularly to
remind riders of our ongoing efforts

19

MBTA &
@MBTA

#RideSafer is a promise to our riders and employees. Part
of that promise is to frequently and thoroughly clean and
disinfect stations and facilities across the system. To
understand what that entails, take a deeper look at what
we mean by 'deep clean.'

& mbta.com/RideSafer

Ride Safer.
Stations and Facilities

cleaning & disinfecting.

®

4 Retweets 1 Quote Tweet 8 Likes



http://www.youtube.com/watch?v=ACK34brM5EE
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Weekly Status Update

- Every Monday a current
status update is posted to
inform riders of service
levels, the MBTA's
#RideSafer efforts, and the
latest DPH guidelines

20

@

MBTA & @MBTA - Feb 16

Following @MassDPH guidance, we encourage riders & employees to:
Wash hands often

=+ Avoid touching your eyes, nose, mouth

“uClean things that are frequently touched

== Cover your mouth if you sneezef/cough

2 Stay home if sick

/ Trust the facts, get the vax

mass.gov/COVID19

WFACTS 2
s VAX

®

@

MBTA & ©@MBTA - Feb 16

Current Service Status - mbta.com/coronavirus

GSubway: Regular service, busing Lechmere-North Station
%% Bus: Regular weekday most routes

48 @MBTA_CR: Regular weekday

&4 Ferry: Reduced weekday

4% The RIDE: Full service

T CharlieCard Store: Open Tuesdays-Fridays select hours

Q 2 s Q7 o i

MBTA & @MBTA - Feb 16

#RideSafer means we:

+Require masks be wornonthe T

«Disinfect high-contact areas in stations

«Disinfect vehicles daily + sanitize touch-points midday

«Promote social distancing

+Open station doors

«Offer crowding info for bus routes, Silver Line + Red, Orange & Blue Lines

CDC Public Health Service Act
S

Federal law requires wearing a mask
while on public transportation and
failure to comply may result in denial
of boarding or removal.

Refusing to wear a mask is a violation
of federal law; passengers may be
subject to penalties under federal law.
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Mask Donations & Distribution

* Partnered with

21

New Balance,

New England Patriots, New
England Revolution,

and Patriot Place to
distribute free face masks
and hand sanitizers

@ MBTA &

@MBTA

Today, the @Patriots, @NERevolution, & @PatriotPlace
generously donated 2,500 face masks & 5,000 bottles of
hand sanitizer to distribute to riders across the T. We're
proud to partner with these iconic institutions to support
our efforts to #RideSafer.

ow.ly/ATrv60CWUwy
-

T Sl A

10:04 AM - Dec 30, 2020 - Hootsuite Inc.

|l View Tweet activity

38 Retweets 12 Quote Tweets 255 Likes

@ MBTA &
@MBTA
Replying to @MBTA
In partnership with @newbalance, we will hand out face
masks to riders who need one at the following stations
Monday-Friday 6:30-9am & 4-6pm, while supplies last:
«Ashmont

+Forest Hills

«Haymarket

«Maverick

To learn more about our joint efforts, visit:
mbta.com/news/2020-11-1...



http://www.youtube.com/watch?v=jWIFjBc67EE

Social Media Strategy

Adaptive Messaging

22

« Incorporated updates pertaining to seasonal travel, CDC/TSA guidance,
pandemic fatigue, and rider trends into the Ride Safer campaign.

MBTA & @VBTA - Mar 4
Wearing a face mask is not only the right thing to do, it's also the law.

Both @MassGovernor's Executive Order and federal law require riders
and employees to wear face masks at all time while on the T.

#MaskUpMA so we can all #RideSafer. Learn more: mbta.com/RideSafer

Public Health Service Act
(42 US.C. 26 42 Code
of

702,71 32(B)

Transportation
Security
Administration

Federal law requires wearing a mask
while on public transportation and
failure to comply may result in denial
of boarding or removal.

Refusing to wear a mask is a violation
of federal law; passengers may be

subject to penalties under federal law.
massPOT

Q6 1 22 Q 29 &

MBTA &
@MBTA

Even if you're the type of New Englander who wears
cargo shorts in January, never be caught without your
face mask on. Mask up so we can all #RideSafer this
winter.

== Learn more: mbta.com/RideSafer
A

Mask up.

Ride safe this winter.
e

8:30 AM - Jan 22, 2021 - Hoetsuite Inc.

Il View Tweet activity

7 Retweets 1 Quote Tweet 18 Likes

®

MBTA & @MBTA - Mar 9
A year into this pandemic and we can start to see the light at the end of
this tunnel...

...but we're not there yet.

Until we reach our destination, please continue to wear a face mask,
keep a safe distance, and practice good hygiene to #RideSafer.

““mbta.com/RideSafer
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Adaptive Messaging

* Messaging is guided by social listening to address issues and alleviate concerns

MBTA &
@MBTA

Whether you're waiting at a station, just going one stop,
or riding the whole line, you're required to wear a face
mask that completely covers your nose and mouth while
on the T. When in doubt, ride like Charlie - he knows how
to #RideSafer.

Learn more: mbta.com/RideSafer

| Ride Safer.

How to wear a
face covering:

mbta.com/ridesafer

23

MBTA & @MBTA - Oct 16, 2020
Like our buses, subway cars recycle and refresh air every 60 seconds
(more than most offices) and exchange fresh air 14x/hour. i.e. The air flow,

filtration + our cleaning protocols provide a safer breathing environment
while on public transit. And that's just to start...

Ride Safer.

Subway
Air Flow & Ventilation

mbta.com/ridesafer @
MBTA &
@MBTA

Replying to @MBTA

...We're also testing additional filtration and treatment
methods to further enhance air guality on all our vehicles.
These measures, when combined with the wearing of
face masks, proper hygiene, & keeping a healthy
distance, mean we can all #RideSafer.

mbta.com/RideSafer

12:05 PM . Oct 16, 2020 - Twitter Web App



http://www.youtube.com/watch?v=-Ik1YeRF_wg
http://www.youtube.com/watch?v=K9GyYjMoKhc

Transit Driver Appreciation Month

Social Media Overview
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Transit Driver

Appreciation

25

- Celebrate and thank our transit
drivers and operators each March
for the essential role they play in
keeping the state moving

« Especially proud and grateful this
year for their continued
dedication throughout the
pandemic

More than 3,000 drivers and operators help power the MBTA. They
work across various modes of transit that include bus, subway, rail,
ferry, and shared transportation. They provide a critical service that
keeps the Commonwealth in motion and ensures residents and
visitors get where they need to go. Without drivers and operators,
public transportation would not be possible.

Transit Driver Appreciation Day

Each year, March 18 marks Transit Driver Appreciation Day. This date
was selected to commemorate the first "Five Penny Coaches” bus
line established in Paris in 1662. On this day, we celebrate public
transit vehicle operators across the world and recognize the
essential service they provide.

The MBTA honors these essential werkers—not only on this day, but
throughout the entire month of March—in recognition of Transit
Driver Appreciation Month.

Thank You,Transit Drivers

We are always thankful for the critical service provided by our transit
drivers. This year in particular, we are especially proud of their
strength and dedication. Our drivers and operators continued to
work tirelessly in the face of the ongoing challenges posed by the
COVID-19 pandemic.

Thank you to our essential transit drivers who power the MBTA
and keep us running.

Transit Driver Appreciation Month 2021

Have you thanked
your bus driver or
train operator lately?

Help us celebrate our essential transit
drivers throughout the month of March
by sharing your own kind words and
stories.

Share a note about your transit driver
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Operator Profiles

MBTA &
@MBTA

Each March we celebrate our dedicated operators for
Transit Driver Appreciation Month. This past year has
proven more than ever that operators are essential
workers providing an essential service.

To our drivers like Blue Line operator Zahir EImouhsine,
thank you for all you do!

Transit

Driver
Appreciation
Month march, 2021

26

MBTA &
@MBTA

Throughout the pandemic, our operators have continued
to serve riders across Massachusetts day in & day out.
This March, we honor & thank our essential workers for
Transit Driver Appreciation Month.

To our drivers, like Green Line operator James Manley,
thank you for all you do!

apDriver
j reciation
pMonth March, 2021

@ MBTA @

@MBTA

Today we join together with transit agencies across the
world to celebrate Transit Driver Appreciation Day and
our steadfast operators who keep us all moving.
Drivers who put the T in BOSTON and rise to meet

each challenge they face. Now more than ever, we say
thank you!

#TDAD



http://www.youtube.com/watch?v=HHGbaX8qRKk
http://www.youtube.com/watch?v=xSZNtcL1DR0
http://www.youtube.com/watch?v=9PC3tv7whcU

Social Media Strategy

itter Megathread

27

Partnered with more than

40 transit agencies across the
US including MTA, CTA, and
BART

MBTA took point and kicked
off the thread as well as
helped coordinate the flow
and timing of content

Retweeted by FTA, APTA,
transit advocates, and more

®

MBTA @ @MBTA  Mar 18

Taday we join tagether with transit agencies across the world to
celebrate Transit Driver Appreciation Day and our steadfast
operators who keep us all moving. Drivers who put the T in
BOSTON and rise T mest each challenge they face. Now more
than ever, we say thank you!

MTA, Wear a Mask. 5top the Spread. & GhTA  Mar 18
Taday on Transit Operator Appreciatian Day, e take a special
mement ta recognize our hersic frantline wark farce and all they've
dane (and cantinue ta da) for this city.

Taking transit taday? Let our operatars and conductars know they
are appreciated

T

Metro Transit @ @MetroTransitMN - Mar 18

This past year, the COVID-18 pandemic has made a tough job even
tougher. Thank you to all the bus and train operators who are
serving the Twin Cities region during this extraordinary time. We
appreciate everything you do! #TDADZ021 #MetreTransitMN

2 7 L i

Greater Cleveland RTA @GCATA - Mar 18
Qur 2,100+ employees are #essential to providing mebiiity to
thousands of Greater Clevelanders throughout our region- whether
heaing to work, school or ather appointments. Today we
celebrate ALL their hard work and dedication on

eeDay! #OhioNeedsTransit

Q2 s

MARTA @ @MARTAservice - Mar 18

The ehallenges of the past year highlight the essential role of our
operators in order vu ieep Atlanta moving. The hard work and
dedication of our #MAR has carried us through the
pandemic and we honor nmmaav and every day.

MTA Maryland & @mtamaryland - Mar 18
One year ago, COVID-19 changed everything, and transit operators.
wiere finally recognized for what they are: essential. MDOT MTA
thanks our operators for their dedication and wishes them all the
best for today's !’uns\t Driver Appreciation Day. # 1

DAD202

Metro Bus & Rail GNFTAMGtro - Mar 18

T This past year has been extremely challenging due to the
pandemic. But our employees kept #Buffalo + #WNY moving!
NFTA-Metro would like to thank: drivers, mechanics, cleaners,
customer service representatives, and all of our employees who
continue to help us serve our community!

mta_muni - Mar 18 -

@ Today we proudly join transit agencies nationwide in celebration
and gratitude of transit operators. The SFMTA is very thankful to
our operators for their dedication & commitment to providing daily
sve to keep me uu moving during these extremely trying times,

f> GPTD METRO GMETROgR! - Mar 18
(" We want to thank transit workers behind the scenes and an the
front lines for their incredible dedication to their job. t's been a

challenging year! #transititessentia

Thank You, Transit Workers!

#TransitlsEssen

e
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Appendix

Social Media Overview
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Building a Better T

Social Media Overview
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Building a Better T Sentiment

95% of online content surrounding Building A Better T has positive sentiment.

Green Line C Branch Lilli Ann K. Rosenberg
CharlieCards finished Join Harvaed
Orange Line Lechmere Viaduct stee )
osure Building sooner gaye crowdmg 14 days

| prioritize upgrades

corridors O
completed g full-access
greter core  diversions next . SdU3€ - modern forward cywm
| America Ann el day safety ~ Lechmere o iong —
weekézly complete ey transit improve travel rider system P

Union s lanes XPETiENce StaTtING crews Wl weekend safer Boston buses elevators
u : . ' . b
mosaic fall _means Blue Week S@IVICE riders Station reliable  train amenities

opening low Viaduct b o | d . b subway benefit
new Redtlc_)iQSy gijch)rg rzzzz;efve # u I I n g a ett e r d::?ﬁcalﬁﬁgmrezd
 dlevator acc\gﬁai:atet;iftfe project bus woSrk Line Green Line support uaffic
ter BranchSt  Red reliability diversion

social Plan |4y Brid : liabl ice Learn
y riage Center time 4 . reliable service
fare .o i |ane maintenance #greenllne.extens!on stops lower Kenmore
CBranch ridership  #taccess ~ accessible major honoring
restored track North Station iNfrastructure  Green Line D Branch

. i1 Washington
brightening  partnering summer  traye| time Special g

latforms i
Washington St Underground pm C?'?l?ratmn upgeate
accessibility

® Negative @ Neutral @ Positive weekend work

vehicle

30 Campaign sentiment excludes MBTA-created content.
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Station Renovations

31

North Station Terrazzo Flooring

Park Street Mosaic Restoration

@

MBTA & @MBTA - Aug 19, 2020

We're replacing 40,000sf of tiles at North Station with new terrazzo flooring.
A high-performance, high-durability upgrade means less maintenance,
longer lifespan, & a better rider experience in one of our most heavily
traveled stations.

mbta.com/projects/stati...

#BuildingABetterT

[»

Q s 1. 22 Q 9

MBTA& @MBTA - Sep 22, 2020
Last week, crews at Park St finished a special job on our station brightening

project. The mosaic "Celebration of the Underground" by Lilli Ann K.
Rasenberg, honoring the opening of America's first subway, was restored to
its full glory.

mbta.com/ParkStreet

#BuildingABetterT

Q 14 3 67 Q 291 & ih
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New Vehicles

Red Line New Train Launch on December 31, 2020

MBTA & @MBTA - Dec 31, 2020 w2y
# We're ringing in the New Year with a new train! The first new Red Line
train is now in service. Wider interiors & doors, automated visual & audio
announcements, & madern, efficient operations are just a few of the many
upgraded features on these cars.

@ mbta.com/RLcars

(i

tl l
|
(00 | ‘"".,l.,.

m 42

@

MBTAQ @MBTA - Dec 31, 2020
As with all new trains, we will monitor the new Red Line train's performance
& bring it in & out of service so we can optimize its operations. Thanks to
the first new Orange Line trains, we have learned more about these trains &
can make any needed adjustments more efficiently.

D

MBTA & @MBTA - Dec 31, 2020
Replying to @MBTA

The new train marks the start of the full replacement & expansion of the Red
Line fleet. These and the new Orange Line trains are all part of our
commitment to #BuildingABetterT that's modern, safer & more reliable. We
look forward to delivering more new vehicles in the new year!

Q 3 (M ARE! i

=

32




Social Media Strategy

Ride Safer

Social Media Overview

33
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Ride Safer - Sentiment

91% of online content surrounding Ride Safer has positive sentiment.

s riders and employees 150 bus routes
face-covering  sanitize touch-points midday
transit Promote social distancing  hygiene
hand ~ Orange : . #RideSafer means N
Open station doors distancing daily _ _ snltizer
station crowding masks be worn

offer socialFiders face stations employees ="
good public health  covering

¢
s o0 s LI @S AT e semice

efforts sanitize

cani?gn wear masks M B | A safer Require
protecting distance yehicles routes

CharlieCard , i Practice data
lieCard by ¢ |ines Disinfect 69 e
_ coverings info safe Disinfect vehicles daily
Line cash Disinfect high-contact areas in stations

Wear a face covering ~ Offer crowding
91% transportation
® Negative @ Neutral @ Positive

34 Campaign sentiment excludes MBTA-created content.
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User-Generated Content

MBTAQ @MBTA - Aug 11, 2020 @ MBTA# @MBTA- Jan5
i . Listen to Finn - he knows all the ways to #RideSafer by heart:
o S h d —g t d Look at Riley making Boston proud: " Face coverings are required on MBTA vehicles & in stations
a re u Se r e n e ra e \/@RedSOX hat [SPlease practice social distancing
B Use all available doors

content to show how our o/ MBTA mask EJeid the levator onepartyata ime
. . / @theblackdog71 t-shirt
rl d e rS exe m pl Ify \/@su\lydogs at Castle Island
#R. f 1 Be like Riley & #MaskUpMA. Reminder, f: i ired whil
ideSafer, and remind ST SR e s

peOple that pLIb“C health mbla‘ccm.fﬂidefr
is a shared responsibility -

#1G: @glamourshotsbyfinn

« Connected to the State’s
#MaskUpMA campaign

Q1 11 s QO 33

[=
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Social Media Strategy

Ride Safer 2.0

MBTA @
@MBTA

Throughout the pandemic, we've improved & innovated

- Refreshed the Ride Safer video with new ways t kee riders & employeessae. Esch st e
. . . istributing face masks at key stations, helps us
new tIpS, updated gL"dellneS’ and #RideSafer. Now, as before, we all must do our part to

protect public health on public transit.

additional MBTA efforts to inform —

riders returning to the T _

* Re-launched alongside
announcement of New Balance face
mask donation and distribution Ride Safer.
thereof at select stations

mbta.com/RideSaf @

||| View Tweet activity

5§ Retweets 1 Quote Tweet 7 Likes


http://www.youtube.com/watch?v=tkNYebftySE
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