Case Study - Transportation

AT A GLANCE
Company:
• Leading provider of integrated
revenue management systems and
services for mass transit with over
40 years experience
• Delivered over 400 projects in 40
major markets on 5 continents
• 1,600 employees worldwide
Industry:
• Transportation
Need:
• More complete customer
communications for a higher level
of service and better response rates
Solutions:
• 2-way interactive SMS
communications for customers to
purchase transit passes, top-up
cards, receive balance alerts and
expiration notices
Benefits:
• Improved customer service by
providing a quick and convenient
way to access transit schedules and
card information without waiting in
kiosk lines or making phone calls
• Integrated payment services for
transit customers
• Reduced customer dependency
and reliance on printed schedule
information
• Enabled more efficient use of
transit resources and a better travel
experience
• Implemented a multi-channel
mobile engagement solution to
deliver time-sensitive notifications
and process purchase transactions

OpenMarket™ Helps Improve Transit
Experience with Multi-Channel Mobile
Engagement Solution
Fast, reliable access to data is critical for all businesses, but transportation
companies may have the most to gain from the advantages of using mobile
technology to connect with customers. Research shows that over 300 million US
consumers own at least one mobile device, and nearly 51 percent of travelers use
mobile devices to get information, which is more than double the rate in 2011. It’s
no surprise then that the transportation sector, like many of its counterparts, is
experiencing a surge in mobile activity. Instead of waiting in long lines or finding
the nearest kiosk, more consumers are turning to mobile to instantly access
schedules, purchase tickets and top-up cards.
Delivering an exceptional customer experience while reducing costs and
generating new revenue opportunities is the goal of many enterprises. Only
mobile offers a direct and immediate touch point with consumers on the move.
With the advent of smart, feature-rich mobile devices, companies are looking
for cost-effective ways to engage consumers and manage information on the
fly. Global enterprises need mobile engagement solutions that offer simplicity,
convenience, and accessibility so they can deliver more meaningful services and
support to their valued clientele.

Challenge
Focused on innovation and the customer experience, this company lives and
breathes public transportation. Their goal is to provide effective business processes
and information technology services to keep transit systems running – while driving
down costs and increasing revenues. This company was looking for new ways to
incorporate the latest advances in technology and access the growing number of
agencies with customers who need reliable, time-sensitive information on the go.
The challenge for this company was how to integrate new mobile technology
into its agencies’ current business systems and processes while maximizing the
transit customer’s experience. Despite the company’s talented resources for
development, it decided against creating its own mobile engagement platform.
It wanted to find a dependable and robust 3rd party solution that could handle
more than just traditional mobile marketing programs. The company needed
an experienced mobile partner to help guide them through the regulatory and
industry requirements of the mobile channel for launching programs to global
users. It was also looking for reliable solution that could process both messaging
and payment transactions from one stable and secure mobile platform.

Solution
The company selected OpenMarket for its breadth of mobile industry expertise
and depth of network operator connections that could reach customers in the US,
UK, Australia, and Ireland. It could customize the OpenMarket Mobile Engagement
Platform with the most intuitive, informative and consistent user interfaces to adapt
to global customers’ needs.
The company wanted more complete communications that allowed busy transit
customers to respond quickly to messages and get information within seconds.
The company used the OpenMarket platform to build customized logic flows for
fast, two-way interactive messaging with customers so they could process requests
immediately. For example, if the transit card fell below its monthly balance, the
system would send an SMS message asking the customer, “Do you want to top-up
your card now?” Customers could confirm instantly and process the transaction on
their mobile device using their credit card on file. The system also sent messages for
account balance alerts and transit card expirations to remind customers to renew their
services. The OpenMarket platform allowed the company to build the technology and
programs it needed without compromising their customer data in the process.

Results & Benefits
Taking an innovative approach to today’s challenges can make a world of difference.
This company was successful at building a customized mobile engagement solution
that streamlined public transit operations and revenue management services so that
agencies could focus on their core business – serving their customers.
By using a flexible solution with intuitive APIs and a robust logic engine to process
a variety of messages and purchase transactions, the company could help their
agencies provide a higher level of service to busy transit customers. The ability to
create meaningful and interactive communications on the fly meant that customers
could access information and make purchases immediately for an overall better
travel experience.
As a leader in technology and innovation, this company is continually exploring new
ways in which to make life better for its customers. They are looking to add MMS
and other technologies to its mobile engagement platform in the future such as
mobile coupons that travelers can redeem at nearby locations. In the end, it’s all
about providing timely and relevant contextual information that engages the user,
improves their day, and provides a better experience.

About OpenMarket
OpenMarket, a subsidiary of Amdocs, powers mobile business. We provide a comprehensive set of mobile solutions for enterprises to engage and transact with their customers via the mobile
channel. Clients depend on OpenMarket for our superior domain expertise, global scale, demonstrated performance, and industry leading reliability. OpenMarket’s intelligent, integrated
platform provides deep mobile operator connections with global network reach. For more information, visit www.openmarket.com.
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