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Improving the ORCA Card
ordering experience



Current ORCA
Process

The content is very overwhelming and hard
to parse. Many people may be eligible for
discounted/reduced fare cards but not
realize it.

6:45 Gd QN FTuE
{0 @& orcacard.com/ERG-Seat (6)

Password

v

Have a card
Getacard

ORCA options.

Contact ORCA

FAQ

By bus, train & ferry ~ It's the easy way 10 get there.

Works like cash or a pass
Tracks fares and transfers automatically

Manage your card online with a My ORCA login
+Register your card - why register? Whatis an ORCA card?

(Get an ORCA card now st es una taeta ORCA)
EoRCARE

Add E-purse o pass products oy

»Customer Service Waama
»Mall Order Form

-+ Retaller Locations
=+ Ticket Vending Machines
 Autoload Authorization Form
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Get a card

Anyone can get an adult ORCA card but there are also
cards that offer a reduced fare for eligible riders. To
recelve a reduced fare card, you must provide the
appropriate proof of eligibility.

«An adult ORCA card (19:64 years) costs $5. A
replacement card costs $5.

= Create a My ORCA login or login to your existing
My ORCA Account to order a registered adult card

* Order an unregistered adult card

+ A Regional Reduced Fare Permit (RRFP) ORCA card
offers a reduced fare for senlor cr disabled riders

The first RRFP ORCA card is free. A replacement

card costs $3. An RRFP ORCA card Is registered

when issued

« A senior RRFP ORCA card (65+ years) requires
proof of age (state ID or driver's license, birth
ceftificate or passport)

« A disabled RRFP ORCA card requires proof of
disabllity or a valid Medicare card, Your photo will
be printed on the card

« Find out more and apply using the BREP Eligihility
Crzeria and Application

«A youth ORCA card (6-18 years) requires proof of
age (student ID, state 1D or driver’s license, birth
certificate or passport). The first youth card is free.

A replacemnent card costs $5,

+A low income ORCA LIFT card requires photo 1D and

proof of Income (household income less than 200%

of federal paverty level). Card cost is $0. A

replacement card costs $3, An ORCA LIFT card Is

registered when issued
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Strategy Statement

WEe'll provide an ORCA commuter with a clear and concise way to purchase the RIGHT ORCA card for
their needs, so that they can travel around the Puget Sound region via public transportation easily. This
will help ORCA increase the purchase and use of ORCA cards for a wide range of users.
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Complicated Flow


https://miro.com/app/board/o9J_l2m5U6o=/

+
Great! First | want to T \ 4,

aska few questionsto ©~_, Is there anything else

make sure we get you ‘we can help you with?

the right card.

a

Do you believe you
would qualify for a

Focus on Findin |
the Rig ht Card i B

Are you between the
ages of 19-64 years
old?

a

5
Here is additional Do you think you may L <
information about how qualify for a Regional o o Information
to order your Senior or 5 Reduced Fare Permit & u‘}‘:ﬁ bleg ;Rg,
Youth ORCA Card. } (RRFP) due toto e ORS(?A Card.
disability? Ll
/
/

a

Do you think you may Here is information
qualify for a low about how to order

income ORCA LIFT your low income
cal ORCA LIFT Card.

a

Great! You can geta
regular Adult ORCA card.
In order to order a card,
we require contact
information from you.

What is your First and Last
name?



Get a card

Anyone can get an adult ORCA card but there are also
cards that offer a reduced fare for eligible riders. To
recelve a reduced fare card, you must provide the
appropriate proof of eligibllity.

. An adult ORCA card (19-64 years) costs $5 A
replacement card costs $5
« Create a My ORCA login or login 1o your existing

My ORCA Account to order a registered adult card

* Order an unregisterad adult card

. A Regional Reduced Fare Permit (RRFP) ORCA card
offers a reduced fare for senlor or disabled niders
The first RRFP ORCA card is free. A replacement
card costs $3. An RRFP ORCA card |s registered
when issued
« A senior RRFP ORCA card (65+ years) requires

proof of age (state 1D or driver's license, birth
certificate or passport)

« A disabled RRFP ORCA card requires proof of
disabllity or a valid Medicare card, Your photo wall
be printed on the card

« Find out mora and apply using the RREP Ellgibifity
Criera.and Application

«A youth ORCA card (6-18 years) requires proof of
age (student ID, state 1D or driver’s license, birth
certificate or passport), The first youth card Is free
A replacement card costs $5,

+ A low income ORCA LIFT card requires photo 1D and
proof of Income (household income less than 200%
of federal poverty level). Card cost is $0, A
replacement card costs $3, An ORCA LIFT card I
registered when issued

What information
do people need
and in what order?

Too much information all at once is
hard to read and digest.



Voice and Tone

Voice:
Smart
Dependable
Industrious

Responsive

Reliable

Tone:

Helpful: Getting users the right information they
need.

Friendly: Approachable, easy to navigate and
work with.

Responsive: Changing responses or options based
on what users need.



New suggested
content

rca
Get a card

ORCA cards are available for everyone who
wants to ride public transit throughout the Puget
Sound region. You can use an ORCA card on
buses, trains, ferries or any combination of
transit options.

Anyone can get a regular adult ORCA card, but
there are also several reduced fare options
available. Answer a few questions to see if you
are eligible for one of the reduced fare cards, or
order a regular adult card.

Are you between the ages of 19 and 65?

( Yes )
N~ )

Would you like to purchase a regular adult
card?

( Purchase Card )

Go Back

rcd
Get a card

ORCA cards are available for everyone who
wants to ride public transit throughout the Puget
Sound region. You can use an ORCA card on
buses, trains, ferries or any combination of
transit options.

Anyone can get a regular adult ORCA card, but
there are also several reduced fare options
available. Answer a few questions to see if you
are eligible for one of the reduced fare cards, or
order a regular adult card.

Are you between the ages of 19 and 65?

=)
Gl

Would you like to purchase a regular adult
card?

( Purchase Card )

Go Back




rca

rca

Are you under the age of 19?

Yes

% )

Great news!

You may be eligible for a Youth ORCA card. In
order to get a Youth ORCA card, you'll need to
show proof of age.

Go Back

( Get Youth Card )

Are you under the age of 19?

( Yes )
= 3

Are you 65 years or older?

Great news!

You may be eligible for a Senior Regional
Reduced Fare Permit (RRFP) ORCA card. In order
to get a Senior RRFP ORCA card, you'll need to
show proof of age.

(Get Senior RRFP Card)

Go Back




rca

rca
Get a card

ORCA cards are available for everyone who
wants to ride public transit throughout the Puget
Sound region. You can use an ORCA card on
buses, trains, ferries or any combination of
transit options.

Anyone can get a regular adult ORCA card, but
there are also several reduced fare options
available. Answer a few questions to see if you
are eligible for one of the reduced fare cards, or
order a regular adult card.

Are you between the ages of 19 and 65?

Yes

% )

Would you like to purchase a regular adult
card?

( Purchase Card )

Go Back

Regional Reduced Fare Permit (RRFP) ORCA
cards are available for qualified disabled transit
riders. In order to receive a disabled RRFP ORCA
card, you'll need to show proof of disability or
your Medicare card.

Find out more about
the Disabled RRFP
ORCA Card

ORCA Lift cards are available for low income
transit riders. In order to qualify for an ORCA Lift
card, your income must be less than 200% of the
Federal poverty level, which is currently $25,760
for a household of one. To get an ORCA Lift card,
you'll need to show your ID and proof of income.

Find out more about
the Disabled RRFP
ORCA Card

Don't believe you qualify for a reduced fare
card? You can still purchase an Adult
ORCA Card.

Go Back

Purchase Adult
ORCA Card




What | learned

e Thinking about both the user and business goals and intents is useful for
understanding what areas to focus on.

e Creating a conversation can be a helpful way of thinking about how to structure
content in more digestible chunks.

e A consistent voice and thoughtful use of tone can make content much more user
friendly.



Thank you!



