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Introduction

The proposed new fare media system is a new system that will modernize OC Bus fare
payments. The new system includes the implementation of a new smart card (“Wave card”),
a nhew mobile app (Wave mobile app), contactless payments, fare capping, and other
features. The Federal Transit Administration requires transit agencies to gather public
feedback for any major changes to fare payments, which led to the Orange County
Transportation Authority (OCTA) implementing a Public Involvement Plan (PIP) for the
proposed new fare media system in early 2025.

The OCTA Board of Directors (Board) directed OCTA staff to initiate the PIP on
January 13, 2025. The plan includes a ten-week comprehensive community outreach and
public feedback campaign, with a multilingual online and print survey, community meetings,
and other outreach opportunities.

This preliminary report is a summary of the feedback gathered so far from the survey,
community meetings, and other outreach engagements as of February 21, 2025. Topics
covered in this reportinclude interest in the new fare media, potential usage of specific new
fare media (including the Wave card), and positive feedback, concerns, and common
questions about the proposed new fare media.

The PIP will conclude on March 24, 2025, with a public hearing held during the Board meeting
and a reportitem on preliminary findings.



Executive Summary

The PIP was implemented to fulfill Title VI requirements by gathering public feedback when
proposing new fare media. The PIP includes extensive public outreach including a
multilingual online and print survey, virtual and in-person community meetings, community
outreach events, bus ride-alongs, social media, and email updates.

Responses from 6,125 online and print responses have been collected as of
February 21, 2025, along with feedback from community meetings and events.

Through the ongoing PIP, several key themes have emerged.

There Is High Interest in
New Fare Options Interest in OCTA Providing New Fare Options

More than 80 percent of
respondents say they are
interested or very interested
in OCTA enhancing new fare

_ Not Sure

options. Interested or 13%
Very Interested

Feedback from open-ended Y 83%

comments, community
meetings, and outreach
events mentioned the
flexibility of the new fare
options and the
environmental benefit of a
reusable Wave card.

Not Very Interested or
Not At All Interested
4%

n=4,778 respondents



The Wave card and the Wave Mobile App Attracted the Most Interest

Respondents indicated which future fare options they would use, with the Wave card (30
percent) and the Wave mobile app (28 percent) being the most popular choices.

Interest in contactless payments, cash, and credit/debit cards was lower and more evenly
distributed. Cash stood out due to mentions in open-ended comments and outreach
feedback.

Fare Option % Responses

Wave card 29.7%
Wave mobile app 28.3%
Contactless payments 14.5%
Cash for single trip 14.4%
Credit / debit card 13.1%

n=29,977 responses from 4,589 unique
respondents (multiple selections available)

Key Themes from Written Comments

e Positive responses to the proposed new fare media noted familiarity and/or
experiences with similar systems from other agencies, highlighted how the Wave
card added flexibility to the fare system as a new fare option, and an environmental
benefit.

e While there was not a significant amount of negative feedback, there were some
requests for keeping cash as a fare option, continuing onboard day passes, and
keeping discounted fares for senior, disabled, youth, and college riders.

e Frequently asked questions from the feedback included smart card interoperability
with other transit agencies and further clarification on fare capping and the two-
hour transfer period.



Background

Proposed New Fare Media

The current OC Bus farebox system has been operating for over two decades. Historically,
options for paying fares were limited to using cash onboard and magnetic stripe physical
passes. A mobile app and mobile ticketing validators were implemented in 2018 as an initial
step to modernizing the farebox system.

To keep up with modern public transportation trends and meet customers’ needs, the
Orange County Transportation Authority (OCTA) is exploring new fare media. The proposed
new fare media aims to improve the fare payment experience, enhance rider validation, and
offer greater fare flexibility. Included in this new system is a new functionality known as “fare
capping”, the contactless, reloadable Wave card, and a new Wave mobile app. All current
fares, including specialty or discounted, will remain the same.

Title VI

The Federal Transit Administration (FTA) guidelines require transit agencies to evaluate new
fare media implementations for potential impacts to people of minority and/or low-income
populations. As part of this evaluation process, OCTA will implement a PIP that will gather
community feedback about the upcoming changes to the fare media. There is also a
requirement to conduct a Title VI equity analysis to ensure that the proposed new fare media
will cause no disparate impacts, which is a separate study from the PIP and is not included
in this document.

The PIP utilizes a broad range of print and digital media, along with various outreach and
communication methods, to reach a wide audience and gather feedback from the
community, including individuals from low-income and minority communities, as well as
those with limited English proficiency. The survey, website, and other communications
channels provided information about the proposed new fare media in multiple languages.
In-person and virtual opportunities for direct feedback were held at no cost, with interpreters
available for non-English-speaking participants.



Public Involvement Plan (PIP)

The PIP is a multifaceted and extensive ten-week campaign from January 13, 2025 to
March 24, 2025, that implements broad community outreach. The outreach effort is
equitable, inclusive, and accessible to the needs of diverse stakeholder populations and
adhered to guidelines required to meet FTA public hearing and Title VI mandates. The
campaign can also gather feedback about any potential barriers or impacts to help OCTA
understand and address those concerns.

The Board approved an updated fare policy (including fare capping and free two-hour
transfers) on November 25, 2024. The Board then directed OCTA staff to start the PIP on
January 13, 2025. The PIP will conclude on March 24, 2025, with a public hearing. This
preliminary report details outreach tactics and provides an initial report of what OCTA has
heard from the public, current and former OC Bus customers, and other stakeholders as of
February 21, 2025.



Public Information and Outreach Program

On January 13, 2025, the Board received the Proposed New Fare Media plan and directed
staff to implement a public outreach program to solicit feedback.

The outreach program included a broad range of media and communication methods to
reach a wide audience, provide information, solicit participation and input, and allow
ongoing feedback and input. The outreach effort was equitable, inclusive, and accessible to
the needs of diverse stakeholder populations and adhered to guidelines required to meet
Federal Transit Administration public hearing and Title VI mandates.

Tactics
The following tactics and activities have been completed in this phase. Unless noted, all
communications are in English, Spanish, and Vietnamese.

Bus Advertisements and Collateral

e 50,000 mutltilingual brochures were distributed on all buses. Each brochure included a
mail-back survey with pre-paid postage

e Interior bus cards (550 each language for a total of 1,650)

Print Advertisements

e Six newspaper ads, including OC Register, La Opinién, El Clasificado, Nguoi Viét, Viét
Béo, and Viet Dong

Digital Information

e Dedicated website with 46,456 visits from 27,797 users, including an online survey

e Email blasts regarding the proposed new fare media and in-person/virtual community
meetings which reached 85,336 people

e “Onthe Move” e-Newsletter (English)
e “NextStop” e-Newsletter (English)
e Public information and ads on Facebook, Instagram, X, and Nextdoor

e (OC Bus and Transit mobile app notification

e Digital stop signage alert



In-Person Rider Outreach

e Busride-alongs on 11 routes in core service areas matched real riders with multilingual
outreach staff in English, Spanish, and Vietnamese

e Five pop-up events attransportation centers, staffed with English/Spanish speaking staff

School Outreach

Communications toolkits were provided to all 28 Orange County K-12 school districts and all
nine community colleges to share with students, parents, and staff.

An email to K-12 school staff shared resources and encouraged sharing the proposed new
fare media materials via parent communications, newsletters, and social media as well as
with relevant groups, including parent teacher associations and district English learner
advisory committees (DELAC).

The proposed new fare media was presented at a roundtable that invited all community
colleges, which participate in OCTA’s Community College Pass program. School
representatives received a presentation of the proposed new fare media and were able to
provide feedback on behalf of their respective constituencies.

Employer Outreach

Communications toolkits were sentto 178 Orange County employers for distribution to their
employees.

Community Events & Organizations

e 18 community and ethnic events, staffed with English, Spanish, and Vietnamese
speaking staff.

e Communications to ethnic chambers of commerce, business organizations, and
community organizations, including Wellness Centers via Santa Ana Unified School
District, Santa Ana Active Streets, Costa Mesa Alliance for Better Streets, and local
social service agencies.



In-person/Virtual Community Meetings

Several meetings took place in person and virtually where customers and the public had the
opportunity to discuss the proposed new fare media and provide input. Spanish and
Vietnamese interpreters were accessible as needed for attendees.

e February 4, 2025 - Virtual English Zoom Meeting

e February 5, 2025 - Virtual Spanish Zoom Meeting

e February 11, 2025 - Norman Hertzog Community Center
e February 12, 2025 - Virtual Viethamese Zoom Meeting

e February 12,2025 - Laguna Hills Community Center

e February 13, 2025 - Fullerton Community Center

e February 20, 2025 - Santa Ana College

Local Jurisdiction Communication

The public information officers and communication staff from 34 cities and the County of
Orange were notified of the service change information and were provided with a digital
toolkit to disseminate information via city communication channels.

Public Comments - Email, Phone Calls, and Social Media

Public comments were collected from multiple channels, including phone calls to the
Customer Information Center, emails, and social media comments to OCTA Customer
Relations. Public social media discussion was also considered as a source of public
comments.

Local News Media

A press release was issued to local media notifying the community about the proposed new
fare media and PIP.



OCTA Advisory Committees

The proposed new fare media was presented at the following OCTA advisory committee
meetings. Committee members received a presentation of the proposed new fare media and
were able to provide feedback on behalf of their respective constituencies.

January 21, 2025 - Citizen Advisory Committee Meeting
January 28, 2025 - Accessible Transit Advisory Committee
February 18, 2025 - Diverse Community Leaders Meeting
February 18, 2025 - Teen Council



What We Heard

As of February 21, 2025, many comments have been received on the proposed new fare
media, including at in-person, virtual community meetings and events, online, print surveys,
by email and phone.

Channel Count

Webpage Unique Visitors 27,797
Community Event Engagements 13,768
People Reached with Organic Social Media Messages 11,218
Online and Print Surveys 6,125
Onboard Ride-Along and Transit Center Engagements 596
Customer Relations Calls, Emails, and Social Media 162
In-person and Virtual Community Meeting Attendees 92
OCTA Public & Advisory Committees Attendees 70

Online and Print Survey

Methodology

The online survey was released on January 13, 2025, and ends on March 24, 2025.
Responses from 6,125 surveys have been collected as of February 21, 2025.

The print surveys are distributed through brochures that include pre-paid postage for easy
return, as well as individual paper surveys available at community outreach events for
participants to complete and return on-site. Both the online and print surveys are available
in English, Spanish, and Vietnamese. Following the launch of the PIP, a request was made to
offer the surveys in Mandarin and Korean, which was implemented and incorporated into PIP
efforts, including key outreach events. Approximately 87 percent of respondents completed
the survey in English, 12 percent in Spanish, and one percent in Viethamese.

The survey prioritized gathering feedback from current and former OC Bus riders, as well as
those who are considering using OC Bus in the future. Additionally, respondents could
indicate they were a non-rider who were not interested in using OC Bus in the future. These
non-prospective riders were excluded from later analysis.
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The resulting sample of current, former, or potential OC Bus riders included more than 5,000
respondents.

Trip Frequency Percent

Daily 43%
Weekly 18%
Monthly 9%
Less than once a month 9%
| used to ride OC Bus, but haven't used it in the last six months 11%
I've never used OC Bus, but | may in the future 10%

Total Respondents 5,014

Results are based on surveys received by February 21, 2025. This information will be updated
for the final report, following the closing of the public comment period on March 24, 2025.

The survey results are considered informal and qualitative rather than statistically
significant, as the sample size is small, and participants were self-selected. Informal
research such as this survey is useful to explore a group's opinions and views, allowing for
the collection of rich and verifiable data. This data can reveal information that may warrant
further study and is often a cornerstone for developing new ideas.
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Key Findings / Results

Interest in OCTA Providing New Fare Options

Respondents who are current, former, or potential OC Bus riders were asked about their
interest in OCTA making changes to its fare system, specifically enhancing the system with
new fare options. A majority of respondents (83 percent) say they are interested or very
interested in OCTA providing enhanced new fare options. More than ten percent of
respondents are not sure if they were interested, and four percent are not very interested or
not at all interested. There seems to be high support for OCTA providing additional fare
options, including adopting new technologies.

How interested are you in OCTA providing enhanced new fare
options?

Interested or Very

Interested

0,
85% ~__NotSure

13%

| Not Very Interested or
Not At All Interested
4%

n=4,778 respondents
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Further analysis is being conducted to see if the varying interest in OCTA providing new fare
options is based on the existing fare options OC Bus riders are using or have used in the past.
All fare options have consistent use from respondents who were interested, with no specific
fare option being prominent. The variance between the options is small, with a difference of
three percent between the least and most picked options. Overall, it seems likely that the
current fare options have no effect on interest in OCTA providing new fare options.

Note that the use of current fare options is self-reported in the survey, so responses may not
reflect actual numbers found in bus ridership or pass sales data.

Interest in OCTA Providing New Fare Options

Not Very
. Interested / Interested / Total
Current Fare Media Very Interested Not Sure Not At All Responses
Interested
Mobile app 90% 8% 2% 2,143
Cash (single trips) 87% 10% 4% 1,882
Paper (pre-paid) 89% 7% 4% 1,759
passes
Purchased on-board 88% 9% 3% 1,673
day passes
Passes from 87% 10% 3% 528
other agencies
Grand Total 88% 8% 3% 7,985

n = 7,985 responses from 4,273 unique respondents (respondents can make multiple selections)
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Interest also varies among different types of riders. Frequent riders (those who ride daily or
weekly) have the highest levels of interest in the new fare options, with 91 percent of daily
riders and 87 percent of weekly riders. 81 percent of monthly riders are also interested in the
new fare options.

One likely reason is that frequent riders have familiarity with the current fare media, so they
may be curious to see how the new fare options, including the Wave card, will perform
compared to the other options.

Interest is relatively lower among riders who ride less than once a month (72 percent being
interested or very interested) and former riders (74 percent being interested or very
interested). Potential riders who are considering using OC Bus in the future only have 58
percent of respondents interested or very interested in the new fare options.

There is a substantial amount of uncertainty among riders who ride less than once a month
(28 percent), former riders (20 percent), and potential riders (32 percent). One reason may
be due to lack of familiarity with OC Bus and the different fare options.

Interest in the new fare options is very high for frequent riders, but it decreases as trip
frequency decreases, with the lowest interest coming from potential OC Bus riders who have
never used OC Bus before.

Interestin New Fare Options from Different Riders
M Interested or Very Interested B Not Sure W Not Very Interested or Not At All Interested

Trip Frequency (% Respondents) 0% 20% 40% 60% 80% 100%

Daily (43%)

Weekly (18%)

Monthly (9%)

Less than once a month (8%)

| used to ride OC Bus, but haven't used it in the
last six months (11%)

I've never used OC Bus, but | may in the future
(10%)

n = 4,778 respondents
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Interest in OCTA providing new fare options varies by survey language. Compared to 80
percent of English respondents, more than 95 percent of Spanish respondents and 91
percent of Viethamese respondents say they are interested in OCTA providing new fare
options. The higher interest from Spanish and Viethamese respondents show that the new
fare options are appealing to bus riders from communities with limited English proficiency.

Interest in OCTA Providing New Fare Options

Not Very
Survey Interested / Not Sure Interested / Total
Language Very Interested Not at All Respondents
Interested
English 80% 15% 5% 4,029
Spanish 97% 3% 1% 695
Viethamese 91% 6% 4% 54
Grand Total 83% 13% 4% 4,778
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Interest in the Wave Card and Other Potential New Fare Options

Respondents are asked which fare media they want to use after the proposed new fare
media is implemented. New options include the Wave card, the Wave mobile app,
contactless payments (tap-to-pay using Apple Pay or Google Pay), and the option to tap a
credit or debit card directly. Cash is an existing fare option that is available for respondents
to pick.

Respondents are interested in using the Wave card (30 percent) and the Wave mobile app
(28 percent) in the future. These new fare options received a lot of feedback, especially from
respondents who have used similar systems from other agencies before.

Interest in contactless payments, cash, and credit / debit cards options is lower and more
consistent. Cash continues to generate some interest even among the newer fare options.
This suggests that even with the interest in nhew fare options, there remains a sustained
demand for paying fare with cash.

Which fares would you be interested in using in the future?

4,000 WAVE m
= LN g D
(o)
3000 29.7% 28.3%
o
L] = B
2,000
14.5% 14.4% 13.1%
1,000
0
Wave Card Wave Mobile Cash for Contactless Credit / debit
App single trip (Apple / card
Google Pay)

n=9,977 responses from 4,589 unique respondents (respondents can make
multiple selections)
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Further analysis shows that respondents who are interested in OCTA providing new fare
options are further interested in specific options, particularly the Wave card and contactless
payments. Both options have more than 90 percent of responses each. Cash received the
least interest from interested respondents, although interest is still more than 80 percent.

Interest in OCTA Providing New Fare Options
Not Very

. Interested / Interested / Total
Future Fare Media Very Interested AT Not At All Responses

Interested
Wave card 7% 2% 2,953
Wave Mobile App 10% 3% 2,808
Cash for single trip 12% 6% 1,442

Contactless
0, 0

(Apple / Google Pay) 6% 3% 1,432
Credit / debit card 11% 4% 1,299
Grand Total 88% 9% 3% 9,934

n =9,934 responses from 4,563 unique respondents (respondents can make multiple selections)
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Interest was also gauged among different types of OC Bus riders to see if trip frequency
affects interest in specific future fare options. OC Bus riders were split into the following
categories:

e Frequentriders =riders who ride daily or weekly

e [nfrequentriders =riders who ride monthly or less than once a month

e Formerriders =riders who used to ride OC Bus, but have not in the last six months

e Potentialriders =respondents who have not ridden OC Bus, but may ride in the future

Frequentriders have a very similar distribution of interest in future fare options to the overall
survey distribution. A total of 32 percent of responses express interest in using the Wave
card, and 27 percent express interest in the new Wave mobile app.

The other groups (infrequent, former, and potential riders) have relatively higher percentages
of interest in the Wave mobile app compared to the Wave card. All groups besides frequent
riders have between 30 to 32 percent of responses interested in the Wave mobile app.

Potential riders showed a relatively lower amount of interest in using cash in the future
(11 percent) compared to other future fare media.

Overall, frequent riders seem to have a slight preference for the Wave card, while other
groups of riders prefer the Wave mobile app more.
Future Fare Media Preference by Rider Category

B Frequentriders ™M Infrequentriders Former riders Potential riders

40%
0 32%
32% 030%30%
27%
20% 16% 18%
14%_15% 5% | 150616%, 404 13015%
13% 119 | 12%
0%
Wave Card  Wave Mobile App  Contactless Cash for single Credit / debit card
(Apple / Google trip
Pay)
n=9,977 responses from 4,589 unique respondents (respondents can make multiple

selections)
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Interest in specific future fare options vary by survey language. More than 45 percent of
responses from Vietnamese respondents show interest in the Wave card, although the small
sample size adds more weight to this percentage. There is a lower number of responses for
the Wave card from Spanish respondents (34 percent), while there is equal interest between
the Wave card (29 percent) and the Wave mobile app (29 percent) from English respondents.

Further analysis reveals that a majority of Viethamese respondents who selected the Wave
card say they are currently using traditional fare media (cash and physical passes). This may
imply that there will be movement from traditional fare media to the Wave card for this group.

Future Fare Media

Contactless

Survey Wave Cash for Credit/ Total
L Wavecard |\ ile App | single trip | ~ PP/ | debitcard | R

anguage obile App | single trip Google Pay) ebit car esponses
English 29% 29% 14% 15% 13% 8,210
Spanish 34% 25% 15% 13% 12% 1,662
Viethamese 47% 17% 14% 12% 10% 105
Grand Total 30% 28% 15% 14% 13% 9,977

n =9,977 responses from 4,589 unique respondents (respondents can make multiple selections)
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Biggest Changes to Fare System

Fare Capping
Fare capping is explained in the survey for respondents who are not familiar with the
concept. Respondents are then asked if they are interested in fare capping.

A majority of respondents (84 percent) say they are interested or very interested in “fare
capping.” Some respondents immediately understood the concept of “fare capping” and
later expressed their opinions in the open-ended comments.

More than ten percent of respondents said they were not sure if they were interested, and
four percent of respondents said they were not very interested or not at all interested.

Are you interested in "fare capping"?

Not Very

Not Sure /_ Interested or
12% Not At All
Interested

4%

Interested or
Very

Interested
84%

n =4,755 respondents
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Usage of current fare options seems to have little to no effect on respondents’ interest in fare
capping. Interest is consistent across all existing fare options with little variance (between

87 and 89 percent of responses for all options).

Interest in Fare Capping

Current Fare Media

Mobile app

Cash (single trips)

Paper (pre-paid) passes

Purchased on-board
day passes

Passes from
other agencies

Grand Total

Interested /
Very Interested

88%

Not Very

Not Sure Interested / Total
Not at All Responses

Interested
8% 2% 2,137
10% 3% 1,878
8% 4% 1,746
9% 3% 1,665
8% 4% 528
9% 3% 7,954

n = 7,954 responses from 4,253 unique respondents (respondents can make multiple

selections)
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Interest in fare capping seems to affect respondents’ interest in specific future fare media.
Respondents interested in fare capping may be more likely to use the Wave card compared
to uninterested respondents.

There are more responses from interested respondents for the Wave card (31 percent of
responses) and the Wave mobile app (28 percent) compared to the other options.

In contrast, uninterested respondents show interest in the Wave mobile app (27 percent)
and cash (24 percent) but have low interest in the Wave card (18 percent).

Future Fare Media

Interest in Fare Wave Wa\{e Cqsh for contactless Cred|‘t / Total
Cabbin card Mobile single (Apple / debit Responses
ppIng App trip Google Pay) e P

Interested / 31% 28% 14% 15% 13% 8,824
Very Interested

Not Sure 24% 31% 19% 11% 15% 846
NotVerynterested /| g0 27% 24% 15% 15% 255
Not at All Interested

Grand Total 30% 28% 15% 14% 13% 9,925

n =9,925 responses from 4,556 unique respondents (respondents can make multiple
selections)
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One-Time Purchase of Wave cards

Respondents are asked if they are interested in purchasing the Wave card (paying a one-time
fee to obtain a Wave card before officially using it). There is general interest in the one-time
purchase fee, although there is some uncertainty. Three-quarters of respondents (75
percent) say they were interested in purchasing the Wave card. A total of 17 percent of
respondents say they were unsure, and approximately eight percent say they were not very
interested or not at all interested.

A likely reason for higher percentages of respondents being unsure or not interested is
because of the one-time purchase fee being an additional cost on top of the usual bus fare.
However, Wave card users do not have to pay the fee again once the card is used.

Some respondents are interested in the Wave card because of its environmental benefits,
such as its reusability. Others say they appreciate having the card as a back-up option, in
case their phones or cash are not available.

Are you interested in purchasing the Wave Card?

Not sure
17%

Not Very
Interested or Not
At All Interested

8%

Interested or Very
Interested
75%

n=4,755 respondents
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Those that indicated an interest in purchasing a Wave card also reflected this interest when
asked about their future fare usage. A crosstabulation of responses to those that plan to use
a Wave card (future fare media) and those interested in purchasing the Wave card shows a
strong plurality of 88 percent. Respondents who indicated that they planned to use other
fare media (that does not require a physical Wave card or a one-time fee) showed slightly
less interest in purchasing a Wave card but still demonstrated interest.

Interest in Purchasing Smart Card

Not Very
. Interested / Very Interested / Total
ALCLOLIOICLL Interested MeiEsE Not At All Responses
Interested
Wave card 88% 9% 2% 2,946
Wave Mobile App 77% 15% 8% 2,803
Cash for single trip 74% 17% 9% 1,441
Contactless
0, 0, 0,
(Apple / Google Pay) 79% 13% 8% 1,429
Credit / debit card 77% 16% 7% 1,298
Grand Total 80% 14% 6% 9,917

n=9,917 responses from 4,552 unique respondents (respondents can make multiple

selections)
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Purchasing / Reloading Wave cards at Retail Vendors

One change from the proposed new fare media is an expanded retail vendor network.
Respondents were asked if they were interested in visiting retail vendors as a first point of
purchase for the Wave card. Approximately 80 percent of respondents are interested in
purchasing new Wave cards at retail locations.

Are you interested in the Wave Card being available for
purchase at retail locations?

B Very Interested m Interested ' Not Sure = Not Very Interested B Not At All Interested

0% 20% 40% 60% 80% 100%

3%

14% 3%

n =4,622 respondents

Next, respondents were asked if they were interested in visiting these retail vendors again for
reloading the Wave card. More than three-quarters (78 percent) of respondents are
interested in reloading at retail locations.

Are you interested in reloading the Wave Card with cash at retail
locations?

B Very Interested W Interested © Not Sure m Not Very Interested B Not At All Interested
0% 20% 40% 60% 80% 100%

14% 3%

n=4,633 respondents
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There is some correlation between purchasing and reloading at retail locations. More than
90 percent of respondents interested in purchasing the Wave card at retail locations are also
interested in reloading their cards at retail locations.

More than 70 percent of respondents who were not interested in purchasing at retail
locations say they were also not interested in reloading. Approximately 65 percent of
respondents who were unsure about purchasing at retail locations were also unsure about

reloading.

Interest in Reloading at Retail Locations

Not Very
. . Interested /
Interest in Purchasing Interested / Total
. . Very Not Sure
at Retail Locations Not at All Respondents
Interested

Interested
Interested / 92% 6% 00 3,695
Very Interested
Not Sure 27% 65% 8% 618
Not Very Interested / 0 0 0
Not At All Interested 15% 12% /3% 279
Grand Total 78% 14% 7% 4,592

n =4,592 respondents
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Key Feedback Themes from Open-Ended Comments

Respondents were able to provide open-ended responses about the proposed new fare
media at the end of the survey. These comments were reviewed and categorized by theme
to get a sense of what respondents thought about the system. A comment may contain
multiple themes.

As of February 14, 2025, there were 1,374 categorized open-ended comments received from
the surveys. Additional comments from social media are included here.

Positive Feedback about Proposed New Fare Media

There are respondents who are excited about the proposed new fare media in the open-
ended comments. 20 percent of comments were generally supportive of the proposed New
Fare Media. Ten percent of comments included thanks or compliments to OC Bus.

Many comments noted positive experiences with similar systems at other agencies
(5 percent), citing examples such as Los Angeles, San Diego, Chicago, and New York.
International cities such as London and Tokyo also appeared as examples in the comments.
Their experiences helped them understand how these systems operate and how they can
benefit OC Bus.

Other comments expressed excitement to use the Wave card (4 percent) as an alternative to
cash or a mobile app. These comments appreciated OCTA’s efforts in modernizing the fare
system and enhancing fare payment flexibility.

The environmental benefit of the Wave card was also a recurring theme in the open-ended
comments (2 percent). Some comments valued the Wave card’s reusability, noting that it
offers a more sustainable option by reducing paper waste from physical passes.
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Concerns about Proposed New Fare Media

There were a low number of comments (2 percent) that opposed the proposed new fare
media for various reasons.

Elimination of onboard day pass sales

Some open-ended comments expressed concerns about the impact of the proposed new
fare media on current fare media. Two percent of comments expressed concern over the on-
board day passes being phased out and requested to keep them as a fare option.

Three percent of comments requested to keep cash as a payment option, especially as an
option for low-income riders or those who do not wish to use the other fare options. The plan
underthe proposed new fare media is for OC Bus to continue accepting cash as a fare option
for single trips.

Fares for Senior and Disabled Riders

A significant theme that appeared in open-ended comments is the accessibility of the Wave
card to senior riders. Three percent of comments were requests to keep the existing
discounted fares for senior or disabled riders. The discounted senior and disabled fares will
continue under the proposed new fare media system.

Two percent of comments expressed concerns that the Wave cards and the proposed
system may be too confusing for senior riders or tech-adverse riders. Some comments
suggested providing video tutorials to help these groups better understand how to use the
Wave card.

Fares for Youth and Community College Students

Two percent of comments were requests to keep the existing discounted fares for college
and youthriders. These concerns are to be expected as the current Youth Ride Free Pass and
some College Passes are physical paper passes. Some comments were received from
schools and districts about how the new youth passes would be distributed with the
proposed new fare media. Youth Ride Free and College Pass will continue under the
proposed new fare media system.
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Common Questions

Three percent of comments were curious whether the Wave card would work with other
transit agencies. The TAP card from the Los Angeles County Metropolitan Transportation
Authority (LA Metro) and the PRONTO card from San Diego Metropolitan Transit System (San
Diego MTS) were frequently mentioned examples. Some comments expressed concern
about managing an additional transit card. Due to current technological limitations and
different fare systems from other agencies, interoperability with other agencies is unlikely to
happen in the near future.

One percent of comments were questions about the status of the existing fare media and
the existing mobile app. Some comments mentioned issues with the current mobile app.
The proposed new fare media will include the new Wave mobile app that will be different
from the current mobile app.

Another three percent of comments requested additional details about the proposed new
fare media. Specifically, one percent of comments requested more information about fare
capping, while 0.3 percent of comments requested clarification on the two-hour transfer
period.
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Public Comments

In-Person/Virtual Community Meetings

OC Bus riders and the public had the opportunity to discuss the proposed new fare media
and provide feedback. There were four in-person and three virtual community meetings. A
total of 92 customers participated in the community meetings. Spanish and Viethamese
speaking interpreters were available for language assistance as needed for meetings.

Virtual Community Meetings (all conducted on Zoom)

e February 4, 2025 - English — 46 attendees
e February 5, 2025 - Spanish — 15 attendees
e February 12, 2025 - Viethamese — 19 attendees

In-Person Community Meetings

e February 11, 2025 - Norma Hertzog Community Center — 4 attendees
e February 12, 2025 - Laguna Hills Community Center — 1 attendee

e February 13, 2025 - Fullerton Community Center — 5 attendees

e February 20, 2025 - Santa Ana College — 2 attendees

A summary of public comments received from the community meetings is listed below.
During the meetings, customers noted that they appreciated the opportunity to provide
feedback about the proposed new fare media.

Community Meeting Feedback Summary

Attendees expressed enthusiasm for the initiative and progress on “something new.” In
addition to thanking staff for the information provided, attendees said they liked a lot of the
changes and were excited to use the new smart card — particularly to have a mobile option.
Attendees asked for more details about when the Wave card would be available and were
also interested in how long existing paper passes would continue to be accepted.

There were several questions and comments related to the interoperability of the Wave card,
both on other OCTA systems, as well as other external agencies. These included if the Wave
card would be usable on OC Flex or the OC Streetcar system. There were several questions
whether the Wave card system would include OC ACCESS, along with inquiries if there would
be discounted fares for OC ACCESS riders using OC Bus.

Several attendees noted similarities to other local transit agency smart cards, including Los
Angeles Metro and Long Beach Transit’s TAP cards and San Diego MTS’s PRONTO card.
Several attendees asked if the Wave card would work with other local transit agencies,
including LA Metro, Long Beach Transit, and San Diego MTS. One attendee was also
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interested if other agencies would accept the Wave card as a transfer, asking if the card
would need to be tapped, or merely shown to the transferring coach operator.

There were several questions about the specific details of the free two-hour transfer period,
including questions about when the two-hour period started, if there was any need to “reset”
the transfer period, and how the two-hour period would work on longer routes with more
infrequent transfer times. In one meeting, an attendee asked if there were any limits on the
two-hour transfer, such as direction of travel or the same route.

There were several questions about existing specialty and discount passes and if they would
continue to be available and if there would be any changes to the cost or availability of these
passes. Passes discussed included senior and disabled fares, Youth Ride Free passes, and
community college passes. It was shared that these existing passes would continue and
there would be no change to the cost of the passes.

There was some feedback about the cost of the physical Wave card, with one attendee
noting that the fares weren’t changing, but now they had to pay the cost to purchase a Wave
card. It was asked if there would be a promotional period where the Wave cards are offered
free to riders. It was noted that OCTA intends to provide a Wave card to replace the existing
Reduced Fare Identification Card used by senior and disabled riders.

One attendee asked how the Perk Pass (Employer Pass) would work with the proposed Wave
card system. They asked if the physical Wave cards would include an identification or serial
number that could be used to assigh to employees.

Additionally, one attendee asked if OCTA would be creating a low-income pass as part of the
proposed new fare system.

Community meeting attendees also asked a few technical questions about the proposed
new fare system, which included if the use of a mobile phone used or required Near Field
Communication in order to operate.

There were several attendees concerned if it was a requirementto create an accountin order
to use the Wave card. These concerns were mostly noted that the process may be confusing
for the elderly or those less experienced with computers and mobile devices. One attendee
wanted to clarify that account creation did not have citizenship or other legal requirements.

The overall tone of the feedback from community meetings was largely positive, particularly
once questions about the continuation of existing fares were addressed. Multiple attendees
expressed that OCTA should ensure that riders are notified of the new fare media system to
avoid confusion. Others asked if OCTA had information or a program to help seniors or
unfamiliar riders with how to use the Wave card system and to load funds onto the card.

Comments from other outreach efforts will be included in the final report.

31



Next Steps

OCTA is proposing new fare media as part of the Rider Validation System scheduled to
launchin late summer 2025. Through the comprehensive Public Involvement Plan, OCTA has
gathered community feedback that shows strong interest in these new payment options, as
well as limited concerns and questions.

As of February 21, 2025, responses from 6,125 surveys were collected. More than 5,000
current, former, and potential OC Bus riders have provided valuable feedback on the
proposed Rider Validation System.

The multifaceted and multilingual outreach program concludes with a public hearing on
March 24, 2025. All the feedback received will help shape both the final proposal and the
upcoming Awareness and Education Campaign. Following the public hearing and after
reviewing all collected feedback, staff will present to the Board on May 27, 2025, to request
approval for implementing the proposed fare media.
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Appendix
A. Question by Question Summary

All data here is preliminary data reported as of February 21, 2025.
1. How often do you use OC Bus?

Sixty-one percent of respondents say they use OC Bus daily or weekly, with 43 percent of
respondents riding daily and 18 percent of respondents riding weekly. These respondents
are considered frequent riders, and they currently make up the majority of respondents.

Nine percent of respondents say they use OC Bus monthly, while eight percent say they use
OC Bus less than once a month. These respondents are considered infrequent riders.

Eleven percent of respondents say that they used OC Bus in the past, but they have not
ridden the bus in the past six months. These respondents are considered former riders.

Ten percent of respondents say that they have never used OC Bus before, but they may
consider using it in the future. These respondents are considered potential riders. Although
potential riders are not currently using the bus, they may still provide valuable feedback.

The PIP prioritizes receiving feedback from current and former riders of OC Bus.
Respondents who picked “l don’tride OC Bus” were not qualified to take the survey, although
they were given the option to provide feedback in the open-ended comments.

60% How often do you use OC Bus?

43%

40%

20%

0%
Daily Weekly Monthly Lessthanonce |usedtoride I've neverused
amonth OC Bus, but OCBus, but |l
haven'tusedit mayinthe
in the last six future
months

n=5,014 respondents
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2. What types of fare media have you ever used for OC Bus? (Check all that apply)

A majority of respondents are currently using the mobile app (27 percent) and cash
(24 percent) to pay for their fare. There are similar amounts of usage between pre-
paid physical passes and physical passes purchased on-board. A small percentage
of respondents use passes from other agencies (i.e., Metrolink, Amtrak, etc.). This
small percentage is likely due to the relatively smaller segment of the ridership it
represents compared to local Orange County riders.

The mobile app has a slight lead over the rest of the options besides the passes from
other agencies. Even so, most of the fare options listed here have been used
consistently.

Respondents who said they have never used OC Bus but may in the future (potential
riders) did not answer this question, but they can answer the rest of the survey.

What fares do you currently use?
2,500

26.9%

2,000

1,500

1,000

500

Mobile app Cash (single Paper (pre- Purchased Passesfrom
trips) paid) passes on-board day other
passes agencies

n =38,248 responses from 4,434 respondents (respondents can make
multiple selections)
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3. How interested are you in OCTA providing enhanced new fare options?

This question was about OCTA enhancing its fare system with new fare options and
whether respondents were interested in the direction OCTA is going.

A majority of respondents (82.6 percent) are interested or very interested in OCTA
providing new fare options. The high interest shows that respondents are supportive
of OCTA taking steps in modernizing its fare system and making it more friendly for
riders to use.

Thirteen percent of respondents said they were not sure, while 4.4 percent said they
were not very interested or not at all interested.

How interested are you in OCTA providing
enhanced new fare options?

Interested
25.2%

Very Interested

57.4%
Not Sure

13.0%

Not Very
Interested
2.7%
Not At All
Interested
1.7%

n=4,778 respondents
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4. Areyouinterested in "fare capping,” which ensures you're always paying the best
fare when using OC Bus?

A majority of respondents (84 percent) are interested or very interested in fare
capping. Some of the interest in fare capping may be due to other experiences with

fare cappingin other transit systems, leading to an understanding of how fare capping
works.

Other respondents expressed confusion or concern over fare capping in the open-
ended comments, although the percentages for those categories are small (12
percent not sure and 4 percent not very or at all interested).

Are you interested in "fare capping"?

Interested
25%

Very Interested
59% Not Sure
12%

Not Very
Interested

0,
Not At All 2%
Interested
2%

n=4,755 respondents
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5. Areyouinterested in purchasing a reusable smart card?

Respondents were asked whether they would be interested in purchasing a reusable
smart card, or pay a one-time fee to get a new card. Seventy-five percent of
respondents expressed interest in purchasing a reusable smart card.

Seventeen percent of respondents said they were not sure about purchasing the
smart card. Some of the uncertainty about this fee can be found in the open-ended
comments.

For similar reasons, eight percent of respondents said they were not interested in
purchasing the smart card.

Are you interested in purchasing a reusable
smart card?

Interested
25%
Very Interested
50%
Not sure
17%
Not Very
Interested
Not At All 4%
Interested
4% n=4,755 respondents
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6. Areyouinterestedin smartcards being available for purchase atretail locations?

A maijority of respondents (80 percent) are interested or very interested in smart cards
being available at retail locations. The proposed retail vendor network for the smart
card is supposed to have more retail locations compared to the current vendor
network. Respondents being open to retail vendors show that retail locations do not
pose an obstacle for obtaining smart cards or paying fare.

Fourteen percent of respondents say they are not sure about smart cards being
available at retail locations, and six percent of respondents say they are not very or at
all interested.

Are you interested in purchasing smart cards
at retail locations?

Interested
29%

Very Interested

51%

Not Sure
14%
Not Very
Interested
3%

Not At All
Interested

3% n = 4,622 respondents
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7. Are you interested in being able to reload the smart card with cash at retail
locations?

A majority of respondents (78 percent) are interested or very interested in being able
to reload the smart card with cash at retail locations.

Fifteen percent say they are not sure about reloading the smart card at retail
locations, and seven percent say they are not very or at all interested. One likely
reason is that reloading the smart card may require multiple visits to vendors, which

may not be as convenient as purchasing a pass one time or purchasing a pass directly
on-board.

Are you interested in reloading the smart
card at retail locations?

Interested
29%
Very Interested
49%
Not Sure
15%

Not At All Not Very
Interested Interested
3% 4%
n =4,633 respondents
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8. Would you be interested in using the new fare media (with a best fare guarantee),
instead of a day pass purchased on-board?

A majority of respondents (79 percent) are interested or very interested in using the
new fare media, which includes the smart card.

Sixteen percent say they are uncertain about using the new fare media, while five
percent say they are notvery or atallinterested. Some of this can be seenin the open-
ended comments, where some respondents expressed concern over paper passes
being phased out or asked whether cash will remain an option.

Would you be interested in using the
new fare media?

Interested
29%
Very
Interested
50%
Not Sure
16%
Not Very
NotAtAll/ |hterested
Interested 3%
2% n = 4,624 respondents
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9. Whichtypes of fare would you be interested in using in the future? (Check all that
apply)

A majority of respondents are interested in using a smart card such as the Wave card
(30 percent) and the new Wave mobile app (28 percent) in the future. Although the
smart card will be a new fare option, it seems approachable and accessible for these
respondents to consider using it.

Interest in contactless payments, cash, and credit / debit cards options is lower and
more consistent. The interest in cash is important since some respondents wanted
cash to remain an option for those who do not have access to technology or have
enough money to pay for a smart card.

Which fares would you be interested in using in the

future?
4,000 WAE m
]
0,

3,000 29.7% 28.3%
/A l:

an =
14.5% 14.4% 13.1%

1,000

0
Smart card Mobile app Cash for Contactless Credit / debit
single trip (Apple / card
Google Pay)

n = 9,977 responses from 4,589 unique respondents (respondents can make
multiple selections)
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B. Link to brochure / survey instrument
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