
CUSTOMER SERVICE SUBCOMMITEE 
BOARD OF DIRECTORS MEETING 

Meeting Notice: 

The next meeting of this subcommittee of the TARC Board of Directors will be held at: 

TARC’s Headquarters 1000 W. Broadway, Louisville, KY  40203  
Board Room on: 
Wednesday, November 10, 2021 at 10:00 a.m.  

Alternately, Board members, members of the public and/or TARC staff may join via Zoom using the following: 

https://zoom.us/j/92590448774?pwd=WmVhajFHeVdaZkhNZ1JkajQzRW9xQT09 

Meeting ID: 92590448774 

Passcode: 978083  

One tap mobile:  +13017158592,,92590448774#  

Pursuant to the Americans with Disabilities Act, persons with a disability may request a reasonable 
accommodation for assistance with the meeting or meeting materials. Please contact Ashlie Woods at 
502.561.5108. Requests made as early as possible will allow time to arrange accommodation. 

 

https://zoom.us/j/92590448774?pwd=WmVhajFHeVdaZkhNZ1JkajQzRW9xQT09


CUSTOMER SERVICE SUBCOMMITEE 
BOARD OF DIRECTORS MEETING 

Agenda 

 
I. Quorum Call / Call to Order Jan Day 10:00 

II. Staff Presentation 
 

Randy Frantz 10:00 - 10:25 

III. Discussion  
 

IV. Proposed Agenda Items/Next Meeting Date 
 

V. Adjourn 

All  

Randy Frantz 

 

10:25 – 10:40  

10:40 – 10:45 

10:50 

 



TARC CUSTOMER SERVICE SUBCOMMITTEE MEETING 
 

 
September 2021 Customer Service Subcommittee Meeting 
Minutes 

 
 
The Customer Service Subcommittee of Transit Authority of River City (TARC) met on 
Wednesday, September 22, 2021 at 10:00 A.M. in person at TARC’s headquarters, 1000 West 
Broadway in the Board Room. 
 
 
 
Members Present                                             
Jan Day – via Phone 
 
Call to Order 
Carrie Butler called the meeting to order at 10:13 A.M.  
 
 
Staff Reports 
Presented By: Randy Frantz 
 

• Mission Statement & Success Factors 
 

• Covid-19 Update – Randy Frantz 
 

• Website Redesign and Hosting – Jenny Recktenwald 
 

• TARC3 Town Hall – Randy Frantz 
 

• TARC and TARC3 Staffing Update – Randy Frantz 
 
 
 
 
Meeting Adjourned at 10:40 a.m. 
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TABLE OF CONTENTS

CUSTOMER SERVICE SUBCOMMITTEE MEETING

I. Call to Order 10:00am

II. Mission Statement and Success Factors 10:00am - 10:05am

III. Data Review 10:05am - 10:20am

IV. Bruce Withers, MV, Introduction 10:20am - 10:25am

V. TARC3 Town Hall 10:25am - 10:30am

VI. Marketing Updates 10:30am - 10:50am

VII.Q&A / Proposed Agenda Items / Next Meeting Date 10:50am - 11:00am

VIII.Adjourn 11:00am
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Deliver 
transportation                             
services that 
enhance the                                 

Greater Louisville 
community 

MISSION STATEMENT
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RESPONSIBILITIES OF THE CUSTOMER SERVICE COMMITTEE

CUSTOMER SERVICE CHARTER

• Meet quarterly

• Monitor feedback from TARC’s services

• Review, analyze, and evaluate new customer products

• Review all TARC programs, plans, and activities to determine direct customer impact

• Monitor trends and advancements in public transportation

• Monitor TARC’s processes for addressing service changes which impacts TARC3 customers

• Review TARC’s ridership. fixed rout schedule, on-time performance, and all other data impacting customers
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Deliver Quality Services
- Safe

- Accessible

- Sustainable
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DELIVER TRANSPORTATION SERVICES THAT ENHANCE THE GREATER LOUISVILLE COMMUNITY 

MISSION STATEMENT & SUCCESS FACTORS

Focus on Rider Needs    
- Voice of the Customer

- Dependability

- Frequent, Fast, & Direct

Maintain Adequate Financial Resources
- Mass Transit Trust Fund

- Fund Capital Needs

- Prudent Contractual Management

Support the Community’s Well Being
- Program Involvement

- Workforce & Economic Development

- Outreach

Engage an Effective Team
- Promote Transparency

- Training & Development

- Opportunities for Growth

Explore Visionary Opportunities
- Long Range Planning

- Transformative Technology

- Multimodal Trends



Monthly 

FIXED ROUTE 

RIDERSHIP
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YTD 

446K +6% VLM
+17% VLY 1.2M +10% VLY

Monthly 

PARATRANSIT
YTD 

23.9K -6% VLM
-1% VLY 75.4K +5% VLY



Monthly 

FIXED ROUTE 

ON-TIME PERFORMANCE
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YTD 

78% -2Pts VLM
+1 Pts VLY 79% +3 Pts VLY

Current Detours

Long Term:
Line 15 VA construction
Line 71 Middle Rd construction
Line 19 & 31, Frankfort

Short Term:
Line 71 Graham St construction
Line 10 & 18 Dixie RR crossing maintenance 
Line 19 35th/Bohne construction

Monthly 

PARATRANSIT
YTD 

70% -2 Pts VLM
-15 Pts VLY 73% -11 Pts VLY 11% early, 19% late



Monthly 

FIXED ROUTE 

CUSTOMER SERVICE COMPLAINTS
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YTD 

609 +28% VLM
+49% VLY 1.6K +32% VLY

Monthly 

PARATRANSIT
YTD 

457 -33%%VLM
+189% VLY 1.3K +185% VLY

Monthly 

COMPLAINTS / 1,000 RIDERS
YTD 

2.3 +12% VLM
+62% VLY 2.2 +55% VLY



NEW MV (TARC3) GENERAL MANAGER

WELCOME, BRUCE WITHERS

• Began Nov 1ST

• 10+ yrs. public transportation

• Last role, director of operations – Las Vegas

• Detailed experience 
• Daily operations
• Scheduling
• Planning
• Labor relations
• Customer service
• Training



ENGAGING CUSTOMERS, GETTING FEEDBACK

TARC3 VIRTUAL TOWN HALL 

• First virtual town hall Sep15

Topics: TARC3 101 and Hiring

• Next town hall: Nov18

Topic: Operator Training 



NEW INTERIOR CARDS
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2022 MARKETING CAMPAIGN
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2022 MARKETING CAMPAIGN
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Build general awareness of:

• TARC’s services

• TARC’s new leadership

• The overall benefit TARC can provide to the community to help shift current public perception

• New buses/paratransit vehicles + routes

• Recruitment of coach operators and mechanics

CAMPAIGN PURPOSE AND GOAL



2022 MARKETING CAMPAIGN
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CUSTOMER SEGMENTS

• Loyalty: Depends on TARC for most daily transportation needs each week.

• Supported: Seniors, citizens with disabilities, young students, & TARC3 and/or Medicare 
recipients who depend on TARC for most daily transportation needs and additional discounted 
fares make that possible.

• Occasional / Visitor: Takes TARC for convenience, to save time, reduce parking fees.

• TARC Employees: Trusts that TARC values their worth, commitment to the city and is proud of 
the work being done to keep the city moving.

• Customer / Interested Parties: Those who may not utilize TARC for transportation but are 
interested in TARC and its offerings (i.e. taxpayers, government officials, business owners, 
community leaders, etc.)



2022 MARKETING CAMPAIGN
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• Next steps: Finalizing 
creative and budget

• Channels: 
o Website/digital
o Social media
o Bus wraps and shelters
o Media and community 

outreach
o Radio and TV 

• Launch date: January 1, 
runs six months



2022 MARKETING CAMPAIGN
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KEY MESSAGING

• A better experience, for a better journey 
today.

• Safe, clean, and on time. That’s TARC.

• We’re committed to making your journey the 
easiest part of your day.

• Reliability. Commitment. Safety. That’s 
TARC.

• Supporting the daily journey of our MVPs. 



WEBSITE REDESIGN & HOSTING

• Final designs approved and content crosswalk underway
• Interim site launched this week
• Photo shoot scheduled for Nov. 12
• Beta testing, training, quality assurance - January
• New website launch – no later than Feb. 28



THANK YOU
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November 10, 2021

CUST SERVICE SUBCOMMITTEE MEETING
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