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Report No: 

Meeting Date: 

Alameda-Contra Costa Transit District 

STAFF REPORT 

TO: AC Transit Board of Directors 

FROM: Michael A. Hursh, General Manager 

SUBJECT: Staff Report on SeeClickFix Smartphone Application 

BRIEFING ITEM 

RECOMMENDED ACTION(S): 

16-073 
April 27, 2016 

Consider receiving a report on SeeClickFix (SCF) and other methods considered for use in 
reporting bus stop maintenance and pole issues. 

EXECUTIVE SUMMARY: 

AC Transit offers a variety of channels in which customers may provide feedback about transit 
service. Staff is currently evaluating other options to increase customer engagement and 
encourage the general public to report problems with bus stops and poles within the service 
area. One of these options is SCF, a mobile app designed to facilitate interaction between 
constituents and local government to fix problems in the community while fostering 
transparency, accountability and citizen engagement. 

BUDGETARY/FISCAL IMPACT: 

The estimated annual cost of this application ranges from approximately $12,500 for the basic 
package, to as much as $31,000 for the full functionality of SCF. 

BACKGROUND/RATIONALE: 

AC Transit offers a variety of channels in which customers may provide feedback about transit 
service. Staff is currently evaluating other options to increase customer engagement and 
encourage the general public to report problems with bus stops and poles within the service 
area. 

Current Feedback Channels 

AC Transit's current intake process for reporting bus stop, bench, shelter and pole issues 
includes the following methods: 

• Mobile Website - Customers are able to quickly access a "Feedback" button on the 
mobile site, select "Report an Incident" from a drop-down menu, and submit 
relevant information . 
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• Desktop Website - Customers can select the "Customer Feedback" option under the 
"Customer Assistance" menu at the top of the home page. From there, the customer 
selects "Report an Incident" and submits information on the same form available on 
the mobile website. 

• 511 - Customers can dial 511, say "AC Transit", then say "Customer Relations" to 
report an incident. 

• Calls to Clear Channel Outdoor (CCO) - Customers have the option to call CCO's toll
free number to report maintenance or safety issues at bus shelters. This number is 
on a sticker prominently located on most CCO bus shelters. 

• Social Media - While Facebook and Twitter are not considered official channels for 
reporting issues, staff does monitor these accounts and route serious safety and 
maintenance concerns to Customer Service and the appropriate department for 
investigation and resolution. 

Website forms and verbal reports received through 511 flow through the American Customer 
Care (ACC) Call Center, where representatives enter the information into AC Transit's CusRel 
database for tracking, investigation and resolution purposes. Currently, most of the customer 
feedback comes through CusRel from phone or website reporting. 

See Cl ickFix 

SeeClickFix is a smartphone app which is used by dozens of municipalities around the country, 
including the cities of Oakland and Emeryville. This app provides an integrated platform for 
routing customer feedback and requests, offering varying tiers of administrative functionality. 

A customer or member of the general public submits a request using the mobile app or web 
tool. The request is sent based on the type of issue to the correct party with the reported 
information. Staff is then notified that work has been assigned. When the request is updated 
or the problem is fixed, the public receives an automatic notification. 

The basic package functionality provides a central system to collect requests via mobile apps, 
website forms, inbound calls, emails and tweets. The app assigns and routes requests based on 
geography and type, managing communication between customers and staff from submission 
to resolution. Additionally, the app combines GPS location with the ability to upload photos, 
and supports anonymous reporting. 

For an additional fee the next level of SCF functionality offers a central system giving staff the 
ability to assign tickets, route information and communicate across the organization. It includes 
website and Facebook widgets and application programming interface (API) access. Depending 
on the complexity of the project and available resources, the open API provided by SeeClickFix 
would enable us to write code to link SCF data with corresponding records in the CusRel 
database. Additionally, the mid-level includes geo-based assignment and routing to internal 
users; field worker and supervisor permissions; and field apps allowing service workers the 
ability to track and report on work completed. This level of functionality offers a fully 
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transparent process, allowing the public to see all reported issues and their status, whether 
open or resolved. 

More advanced functionality provides custom AC Transit-branded iOS and Android apps, citizen 

notifications, and mobile content management, geo-based email and website alerts, 
customized reporting and data exports. 

CT Transit in Hartford, Connecticut, and VTrans are the only t wo transit agencies in the country 
using SCF. 

Reporting via Mobile Website 

Marketing and Communications staff is currently working with the IS team to add a bus stop 
feedback feature to the site, similar to the example below. 

HHO Verizon LTE 

< 

Real-Time 
Departures 

Maps and 
Schedules 

Contaet Us 

> 

6 :22 PM 

actransit.org 

511 Trip 
Planner 

m 
Service 
Notices 

0 
Bus Stop 

Maintenance 

~ 
Google 
Transit 

0 Example of potential reporting feature 

on AC Transit mobile website 

9 
Line 

Descriptions 

t u '' 

Here, a customer would be routed to a form where the information on the specific concern and 
location could be entered and directly input to the CusRel management system. The customer 
could automatically receive an email where they could upload a photo and send it directly to 
the pole crew manager. 
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Awareness of this reporting tool would be elevated through a targeted campaign encouraging 
customers to report problems at bus stops. 

ADVANTAGES/DISADVANTAGES: 

SeeClick Fix 

There are several advantages of purchasing the SCF app, which include anonymous reporting, 
the ability to upload a photo tied to location through GPS technology, workflow management, 
and complete transparency from the reporting through resolution, depending on the level of 
functionality purchased. 

Though awareness of the SCF app could be promoted though advertising and promotion, the 
main disadvantage of SCF is that customers must choose to take action to download the 
application in order to report bus stop issues. Other disadvantages include recurring annual 
costs, and use of a separate database unless code can be written to facilitate the interface with 
the CusRel database. 

Mobile Website 

One advantage of adding a feature to the mobile website is that tens of thousands of customers 
are already accessing AC Transit's webpage through their smart phones. In the 30-day period 
from February 21 through March 21, 2106, more than 41,000 unique users visited the AC 
Transit mobile website, for a total of almost 93,000 sessions. Another advantage to adding the 
feature to the mobile website is that the feedback will be trackable through the centralized 
CusRel database, without taking extra steps or keeping multiple databases for customer 
feedback. 

A disadvantage of this reporting method is that customers cannot immediately upload a photo 
and automatically geo-tagthe location; customers must manually enter geographic location. 

ALTERNATIVES ANALYSIS: 

Another option considered in this analysis is the use of TipNow. AC Transit is set to conduct a 
one-year pilot of this app, which allows customers to anonymously report non-emergency 
safety and security issues such as disruptive behavior, theft, suspicious activity, vandalism and 
unattended packages. 

Tips can be sent via the free app, which can be downloaded via iTunes and GooglePlay online 
stores. Additionally, customers can submit tips via voicemail, text message or email. All 
messages will be received by the Operations Control Center (OCC), who then decides how to 
handle each individual incident. Like SCF, the Tip Now app provides the ability for a customer to 
upload photos or videos, and supports anonymous reporting. 

However, TipNow does not include GPS capability to automatically determine the location of a 
reported incident. Reports must be triaged through OCC, and are not able to be automatically 
logged into the CusRel system. 
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PRIOR RELEVANT BOARD ACTIONS/POLICIES: 

None. 

ATIACHMENTS: 
None. 

Executive Staff Approval: Michael A. Hursh, General Manager 

Reviewed by: Tom O'Neill, Chief Information Services Officer 

Prepared by: Michele Joseph, Director of Marketing & Communications 




