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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. 



Strategy Statement

We’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. 



Complicated Flow

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


Focus on Finding 
the Right Card



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







What I learned

● Thinking about both the user and business goals and intents is useful for 

understanding what areas to focus on.

● Creating a conversation can be a helpful way of thinking about how to structure 

content in more digestible chunks. 

● A consistent voice and thoughtful use of tone can make content much more user 

friendly. 



Thank you! 


