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Project overview
Making platforms at 20 

outdoor Metrorail stations 
safer & more accessible

 Longest closure in Metrorail’s 
43-year history
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Unprecedented shuttle bus operation
 100+ days of shuttle operations
 1,200 staff
 219 buses on the road
 26,000 daily trips
 Over 2 million customer trips
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Building awareness, understanding & trust
Registered SmarTrip rider survey 

June August 
(1,025) (717 completes)

 Station closures 98.4% n/a Awareness of closures before they started

 Alternatives 65 %  77% Good understanding of alternative travel options
 Necessity 89%  94% Understand why station shutdown

64%  74% Metro is making right decisions to ensure safety 
67%  81% Trust shutdown necessary

 Completion n/a 38% Believe station will reopen on time
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Return to service announcement
Week before stations reopened

 Earned media
 Earned/paid social media 
 Blog Update
 Email to stakeholders
 Kiosk displays 
 Employee outreach
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Media tours & site visits
Media site visits with GM Paul Wiedefeld
Update & inform public that work is progressing on schedule
Newsworthy behind the scenes access for reporters
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Paid social media
Reach: 100,000 people
 Zip codes near closed stations
Reach different audience than 

existing Metro followers
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Everything old is new again
Street teams & take ones 
Captive audience on shuttles
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Beyond Facebook
Reach diverse audiences
Positive engagements
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Open & transparent communications
wmata.com/platformprogress
 Long-form updates & details



WASHINGTON METROPOLITAN AREA TRANSIT AUTHORITY11

Platform Improvement Project

Welcoming customers back
September 9

 Metro executives, staff & street teams personally 
welcomed riders back to their stations

 Partnered with local jurisdictions
 Giveaways
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Positive feedback
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What’s next
Continue posting content!
 Project recap 
 Before/after visual 

comparisons

Monitor ridership levels
 Closely track Metrorail 

ridership & evaluate future paid 
marketing tactics
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Thank you!
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