





2. Listen to Your Riders

“Most of the people don’t even understand or care about all
the kinds of things that people are talking about relative to
this, that, and the other bell and whistle”

-- ONne executive

“We wanted to give people the independence to pay for
transit in exactly the same way they pay for everything
else...with the product that's already sitting in their pocket”
-- another executive



3. Do Things for Your Riders



4. HireaCXO






6. Design Metrics for People

Image credit: Customer Technology, MBTA



7. Actually Use Data
to Improve Things

Image credit: Google
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8. Be Radically
Honest



9. Own the Worst Journey

“tie the whole journey together, even when it changes”
-- TransLink Customer Experience Plan
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13. Seed Offices of Extraordinary
Innovation









16. Hire Different









19. Sweat the
“Small” Stuff



20. Be Open to Seamlessness



