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Passenger Service Reports (PSRs) are 

comments, suggestions, complaints and 

commendations about Muni products, 

services and employees. 



Muni Customer Service Overview

• Muni Customer Service Team triages and 
investigates customer feedback received 
primarily from 311 Customer Service 
Center 

– Service Requests

– Passenger Service Reports

• Staff of three process more than 20,000 
comments, complaints and 
commendations each year



PSR Volumes by Channel

Jan. 17 to date: calls to the 311 Call Center 

account for approx. 75% and online web 

usage accounts for approximately 25% of 

the almost 20,000 interactions.



Muni Customer Service Process Map



Passenger Service Report Process
 Customer files a service request 

 Request is transferred to Trapeze database as a Passenger 

Service Report (PSR)

 PSR is reviewed by staff to ensure category and division is 

correct, obtains additional details needed to send forward.

 PSR is ready for the transit division and other divisions to 

further investigate and follow-up as applicable 

 Customer that requests a response is contacted when 

appropriate

 PSR record is documented and closed out when complete  

 Feedback from PSRs is also collected in aggregate format 
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PSR Categories



How PSRs Breakdown

PSR Volume by Category 

Comparison

In 2015:

• 44% of PSRs were for 

reports of discourteous or 

inattentive employee conduct.

• 27% of PSRs were for 

service related comments 

such as insufficient frequency 

and delays/no-shows.  



Passenger Service Report

Summary Dashboards



As-Is Review of PSR Process

What we learned: 

• PSRs follow multiple, complex processes

• Over 10,000 hours each year to process and 
investigate PSRs (20,000 per year)

• Staff efforts focused on backend processes 
unseen by customers

• Response to customers needs 

to be more comprehensive 

• Customers prefer online options
– Yet, majority of PSRs (70%+) 

are called in by phone to 311



Four Areas for Opportunities

Improve the customer experience

Improve tools and processes

Expand Performance Metrics

Make Technical Improvements



• Improved investigation notes in the 
Trapeze database

• Closing incomplete PSRs – instead 
increase efforts on customer 
communication

• Improved dashboards and trend reports –
under development

• Creation of an internal knowledge base 
site

Opportunities: Process Improvements



Muni Customer Service 

Knowledge Base 

This Knowledge Base is an internal repository for all PSR-

related information
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Muni Customer Service 

Knowledge Base 
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Includes descriptions of PSR 
types, processing instructions, 
links to resources, contact 
information, and more.



Contact Information

Muni Customer Service Team

Phone: 415-701-5640 or 5649

E-mail: MuniCustomerService@sfmta.com

mailto:MuniCustomerService@sfmta.com


Questions?


