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Customer Service

Problem:  When the you took office, transportation customers – motorists, transit riders, and RMV – faced a transportation system that was more focused on the network than the actual users of the system.  RMV customers experienced lengthy and inconvenient trips to the RMV.  MBTA customers had to wait for buses and trains with no information on next arrivals.  This lack of information made it difficult for existing customers and deterred new customers.
Solution:  The creation of MassDOT was a catalyst for change.  In all areas of MassDOT, new business practices were modernized, technologies were implemented and an innovative spirit was born. The following highlight a few of the initiatives that were developed to address the problems found.

· Go Time Traffic Information - In December 2012, MassDOT announced a new smart phone app that provides real time travel conditions along the Interstate 93 corridor in Massachusetts.  The Real Time Travel App, (RTTM), displays color-coded, current travel times on I-93 to and from Boston in real time.  The app follows the real-time travel message boards installed along I-93 earlier in 2012.  In April 2014, Governor Patrick announced that the “GO Time” RTTM was operational along Route 6 on Cape Cod and will be expanded to highways statewide by 2015.

· Real-Time Transit Tracking - In 2009, MassDOT and the MBTA launched the Open Data Initiative to allow software developers to create transportation applications at minimal cost to MassDOT and the MBTA. “Where’s the Bus?” and “Where’s the Train?” applications for real-time location and arrival information were created.  Then the MBTA launched “Countdown Clocks” alerting riders to when the next train is expected to arrive at 53 stations on the Blue, Orange, and Red lines. Bus countdown clocks to notify riders when the next bus on each route will leave that station have been installed at key transit hubs. 

· MBTA Customer Service Improvements:

· MBTA allows commuters to use mobile phones and an online account to pay for parking at MBTA train, bus, or commuter boat lots.  

· MBTA launched an updated “Rail Radio” service to provide real-time information about approaching trains on car radios at more than 80 MBTA commuter rail stations; 

· MBTA launched a first-in the nation mobile ticketing program, where customers are able to purchase tickets and passes using the MBTA mTicket app for iPhone and Android devices. 

· RMV Partnerships, Technology and the Internet Branch
· MassDOT RMV announced AAA members will be able to begin RMV business at AAA branches.  Upon initial success, similar services were expanded around the Commonwealth and MassDOT and AAA Southern New England have announced plans to double the number of AAA branches offering Registry renewal services and to increase the number of transactions that may be performed at AAA offices.  

· Additionally, MassDOT RMV transitioned to a new website, http://massrmv.com/, making it the first motor vehicle administration in the nation to accept advertising in order to generate new revenue.  With more than sixteen million website visits per year, the change allows the RMV to develop clearer navigation for customers performing transactions. 
State of Disrepair

Problem:  When you took office, transportation asset needs were estimated to cost in the tens of billions of dollars to address.  In fact, the Transportation Finance Commission provided a range of $15-19 billion dollars to solve the transportation maintenance needs.   

MBTA Solution:  MassDOT aggressively worked to finance investment into the MBTA.  Some of the highlighted projects include: 

· Red & Orange Line Car Procurement - The MassDOT Board of Directors authorized $800M for new Red and Orange Line cars. One third of the Red Line fleet (all from 1969) will be replaced, and the entire Orange Line fleet from the early 1980's will be replaced. The new cars will be "Made in Massachusetts,” thus boosting local manufacturing jobs and helping to revive the Commonwealth's once-thriving rail industry.

· New Hybrid Buses, Locomotives and Commuter Rail Coaches - In April 2014, the first new locomotive in the MBTA fleet in over 20 years entered service.  These new locomotives have more efficient engines, and will greatly improve the reliability of the fleet. All forty locomotives will be manufactured by December 2014, with complete delivery in early 2015.  In August 2014, final delivery of 75 new commuter rail coaches took place.  These new coaches, the first major acquisition in a decade, replaced coaches that are over 30 years old, and will also expand fleet size.
Highway Solution: The historic $3 billion Accelerated Bridge Program (ABP) represents a monumental investment in Massachusetts highway infrastructure.  On February 1, 2007, there were 511 structurally deficient (SD) bridges.  This number increased to 543 by July 1, 2008 when the ABP Program was initiated.  Without the program, the number of SD bridges was expected to rise to 697 by October 1, 2016.  The goal of the program is to reduce the number of SD bridges to fewer than 450, and by October 1, 2014 the number of ABP-eligible structurally deficient bridges was 416. 

As of October 1, 2014, the ABP has completed 160 bridge projects, with another 29 bridge projects in construction, and an additional 5 bridge projects scheduled to start construction within the next calendar year.  Over the course of the eight year program, well over 250 bridges are planned to be repaired or replaced.  This program has greatly reduced the number of structurally deficient bridges in the state system, while creating over 29,000 construction jobs as of October 1, 2014.  To complete this program, MassDOT and the Department of Conservation and Recreation (DCR) are using innovative and accelerated project development and construction techniques.  As a result, projects will be completed on-time, on-budget and with minimum disruption to people and commerce.

Without this program, MassDOT would not have been able to address five mega-bridge projects- Longfellow-Boston/Cambridge, Route 79-Fall River, Fore River-Quincy, Burns-Worcester, Whittier-Amesbury/Newburyport. 

