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Overview
• Objective of this presentation:  Document consumer communication 

best practices on availability of contactless bank card (physical & 
virtual) acceptance in transit at points of entry for accessing modes of 
transportation

• Topics discussed:
– Transit agency communication planning and engagements at different project 

phases

– Communications examples from transit agencies, payment networks, mobile 
wallets

• Note:  Contactless bank card acceptance at points of entry is 
commonly referred to as open payments in transit. 
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Phase 1: Initiation

Quiet

Position stated but not 
promoted

Engaging with regional 
issuers, digital wallets 
providers & major brands 
on planned launch 

Phase 2: Development

Quiet

Position stated but not 
promoted

Defining multiyear 
marketing agreement 
framework with primary 
issuers, digital wallet 
providers, and card brands

Phase 3: Implementation (Pilot/Soft Launch)

Occasional marketing

Active future positioning

Phase 4: Rollout

Phase 5: In 
Market/OngoingOccasional marketing

Active future positioning

Sustained promotion

Communications by Implementation Phases

Active future positioning

Sustained promotion
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Communications by Media Channel
Phase 3: Implementation (Pilot/Soft 

Launch)

• In Station

• Permanent signage

• Advertising

• Signage on vending machines

• On Vehicle

• Permanent signage

• Advertising

• Digital

• Social media posts

• Public website (beta)

• Customer account website

Phase 4: Rollout 

• In Station

• Permanent signage

• Advertising

• Signage on vending machines

• Public announcement

• On Vehicle

• Permanent signage

• Advertising

• Print

• Out of agency paid advertising

• Direct mail/email

• Digital

• Social media posts/paid ads

• Public website (beta)

• Customer account website

• Organic search

• Paid search

• Marketing via popular podcasts

• Radio announcements

Phase 5: In Market/Ongoing

• In Station

• Permanent signage

• Advertising

• Signage on vending machines

• Public announcement

• On Vehicle

• Permanent signage

• Advertising

• Digital

• Social media posts/paid ads

• Public website (beta)

• Customer account website

• Marketing via popular podcasts

• Radio announcements
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Customer Messaging and Prompts

FA
R

E 
V

EN
D

IN
G Machines and 

Ticket Offices:
Insert card / tap contactless 
card or smart device to pay

Tap your card, not your 
physical wallet

Contactless symbol and 
payment network logos V

A
LI

D
A

TO
R

S On Vehicle and 
Platforms:
Tap here

Tap to ride

Tap and go 

Green check – Accepted

Red X – Not accepted

Brand-specific sonic audio –
Accepted 

Contactless symbol and 
payment network logos

D
IG

IT
A

L 
M

ED
IA Agency’s Website 

and Mobile App:
FAQs

How to use

Fare information / capping

Express transit pay enablement 
for primary digital wallets

Communicate with customers before, during and after launch.  
Frequent communication keeps things top of mind.
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Transit Contactless Payments 
– Communications Examples
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Transit Agencies – Contactless Payments FAQs

Chicago Transit Authority- Ventra 

https://www.ventrachicago.com/how-to/contactless-bankcards/

https://www.ventrachicago.com/how-to/mobile-wallet-apps/

Miami-Dade County Department of Transportation & Public Works – EASY 
https://www.miamidade.gov/global/service.page?Mduid_service=ser1565197498854306

New York MTA - OMNY

https://omny.info/

Vancouver TransLink – Compass 

https://www.translink.ca/Fares-and-Passes/Tap-to-Pay.aspx

https://www.ventrachicago.com/how-to/contactless-bankcards/
https://www.ventrachicago.com/how-to/mobile-wallet-apps/
https://www.miamidade.gov/global/service.page?Mduid_service=ser1565197498854306
https://omny.info/
https://www.translink.ca/Fares-and-Passes/Tap-to-Pay.aspx
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Transit Agencies – Contactless Fare Capping

Miami-Dade County Department of Transportation & Public Works

https://www.miamidade.gov/global/news-
item.page?Mduid_news=news1563223075280894

Transport for London (TfL) 

https://tfl.gov.uk/fares/find-fares/tube-and-rail-fares/pay-as-you-go-
caps#:~:text=Automatic%20refunds-
,What%20is%20a%20cap%3F,Always%20touch%20in%20and%20out.

Transport for NSW (TfNSW)

https://transportnsw.info/tickets-opal/opal/fares-payments/adult-fares

https://www.miamidade.gov/global/news-item.page?Mduid_news=news1563223075280894
https://tfl.gov.uk/fares/find-fares/tube-and-rail-fares/pay-as-you-go-caps#:~:text=Automatic%20refunds-,What%20is%20a%20cap%3F,Always%20touch%20in%20and%20out.
https://transportnsw.info/tickets-opal/opal/fares-payments/adult-fares
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Payment Networks and Issuers
“Chase and Visa Provide an Easier Way to Get Around New York City with a Tap” 
https://usa.visa.com/about-visa/newsroom/press-releases.releaseId.16376.html

“Introducing a new way to get around NYC” 
https://globalpage.visa.com/chase-taptoridenyc.html

“Mastercard Brings Fareback Fridays And Priceless Surprises To New York City Commuters”
https://newsroom.mastercard.com/press-releases/mastercard-brings-fareback-fridays-and-priceless-
surprises-to-new-york-city-commuters/

“American Express Says to NYC Subway Riders: Don’t Tap and Pay Without It” 
https://about.americanexpress.com/all-news/news-details/2019/American-Express-Says-to-NYC-
Subway-Riders-Dont-Tap-and-Pay-Without-It/default.aspx

DISCOVER “Significantly improve your customer experience and keep your lines moving with Transit” 
https://www.discoverglobalnetwork.com/payments-technology/transit-solutions/

https://usa.visa.com/about-visa/newsroom/press-releases.releaseId.16376.html
https://globalpage.visa.com/chase-taptoridenyc.html
https://newsroom.mastercard.com/press-releases/mastercard-brings-fareback-fridays-and-priceless-surprises-to-new-york-city-commuters/
https://about.americanexpress.com/all-news/news-details/2019/American-Express-Says-to-NYC-Subway-Riders-Dont-Tap-and-Pay-Without-It/default.aspx
https://www.discoverglobalnetwork.com/payments-technology/transit-solutions/
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Mobile Wallets
Apple Pay 

https://support.apple.com/en-us/HT207958

Google Pay
https://www.blog.google/products/google-pay/easier-commute-google-pay-assistant/

Samsung Pay
https://www.samsung.com/us/samsung-pay/

Garmin Pay
https://www.garmin.com/en-US/blog/fitness/use-garmin-pay-for-your-transit/

Fitbit Pay
https://fitbit.secure.force.com/articles/en_US/Help_article/2236

https://support.apple.com/en-us/HT207958
https://www.blog.google/products/google-pay/easier-commute-google-pay-assistant/
https://www.samsung.com/us/samsung-pay/
https://www.garmin.com/en-US/blog/fitness/use-garmin-pay-for-your-transit/
https://fitbit.secure.force.com/articles/en_US/Help_article/2236
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OMNY Media Coverage 
“Subway Swipe? Soon, Tap to Pay” https://www.nytimes.com/2019/05/28/nyregion/newyorktoday/nyc-news-
subway-payment-swipe.html

“MTA will soon begin testing new swipe-free payment system” https://nypost.com/2019/05/29/mta-will-soon-
begin-testing-new-swipe-free-payment-system/

“Bye, MetroCard! The subway’s new contactless payment system is now here” 
https://www.timeout.com/newyork/news/bye-metrocard-the-subways-new-contactless-payment-system-is-
now-here-053119

“NYC Subway’s New Way to Pay Prompts Banks to Update Cards” 
https://www.bloomberg.com/news/articles/2019-05-22/nyc-subway-s-new-way-to-pay-has-banks-in-a-rush-to-
update-cards

“Bye, MetroCard! The subway’s new contactless payment system is now here” 
https://techcrunch.com/2019/05/31/nycs-contactless-subway-turnstiles-open-today-with-apple-google-
samsung-and-fitbit-pay-support/

https://www.nytimes.com/2019/05/28/nyregion/newyorktoday/nyc-news-subway-payment-swipe.html
https://nypost.com/2019/05/29/mta-will-soon-begin-testing-new-swipe-free-payment-system/
https://www.timeout.com/newyork/news/bye-metrocard-the-subways-new-contactless-payment-system-is-now-here-053119
https://www.bloomberg.com/news/articles/2019-05-22/nyc-subway-s-new-way-to-pay-has-banks-in-a-rush-to-update-cards
https://techcrunch.com/2019/05/31/nycs-contactless-subway-turnstiles-open-today-with-apple-google-samsung-and-fitbit-pay-support/
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American Express – OMNY Marketing
Advertising: Experiential:

PR & Social:

Card Member Communications:
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Mastercard – OMNY Marketing
• Station Domination 

• Digital Liveboards

• Fareback Friday™  

• Priceless Surprises™ 

• Tap & Go™ as consistent call to action
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VISA – OMNY Marketing



1515

DISCOVER – OMNY Marketing



16

Sample Transit Agency 
Communication Screenshots
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Chicago CTA – How to Use? 
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NY MTA & Vancouver TransLink – How to Use?  
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Miami Dade Transit & TfNSW – Fare Capping
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Summary 
Effective, comprehensive, and robust customer communication on 
availability and use of contactless bank card acceptance at transit points 
of entry is vital for widespread adoption of the capability by commuters; 
resulting in operational savings, delivery of enhanced travel experience, 
and potential increase in ridership by simplifying fare payment process. 


