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In June 2023, CTDOT's Bureau of Public Transportation released the Customer Experience (CX) Action Plan. The 
Plan highlights projects, programs, and initiatives led by the Bureau of Public Transportation that aim to 
improve the customer experience. The report reflected input from transit customers across Connecticut and 
from the state’s service partners, stakeholders, and transportation leaders.

We are excited to share the third annual progress report to provide updates on completed and in-progress 
actions, as well as new actions, reflected from July 2025 through July 2026. We are committed to providing 
annual updates and to informing you, our transit customers, about new initiatives improving customer 
experience that have developed since 2023.

Our goal is to deliver safe, equitable, affordable, frequent, and reliable services that are easy to understand, 
easy to use, and the travel mode of your choice. Our successes reflect our strong partnerships with bus, rail, and 
paratransit service providers, and our commitment to listen to you, our customers.

Happy reading!

-The CTDOT Customer Experience Unit

About the Progress Report
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https://www.transitcx.com/wp-content/uploads/2024/04/CX-Action-Plan-Layout-v10-WEB.pdf
https://www.transitcx.com/wp-content/uploads/2024/04/CX-Action-Plan-Layout-v10-WEB.pdf


Improving the Customer Experience Year-Round
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Focusing on Customer Priorities

Through surveys and in-person outreach conducted in 2022, our customers told us what is most 
important to them and what they need from the transit system. We listened and identified the 

following 3 color-coded priority focus areas.

The original Action Plan reported on 26 action items. This year's progress report provides the status of 
those actions, as well as new initiatives that enhance the customer experience.
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July 2026 Snapshot
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CTtransit Bus Service Improvements (2025)

Additional Northeast Regional Train Service 
(2023)

Transit is a Trip Campaign (2023)CDL Training Program (2025)

New Haven Line Express & Waterbury Line 
Weekday Service Improvements 
(2022 + 2023)

New Electric Buses with Customer 
Picked Seats (2025)

M8 Electric Trains (2023)

New Rail Station Boarding Platforms (2024)

Completed Actions 

The following actions from the "Improved Service," "Easier to Use," and "Enhanced Comfortability and 
Accessibility" categories were either previously completed or recently completed within the past year. 
Descriptions can be found in previous progress reports. Visit www.transitcx.com to access past reports.

Statewide Transit Customer Code of 
Conduct (2025)

Bus Service Expansion Package (2025)

ParkConneCT (2024)

On-Board Bus Electronic
Information Displays (2026)

Improved Service Easier to Use
Enhanced Accessibility 

and Comfort

CX Action Plan Annual Progress Report – July 2026

http://www.transitcx.com/


In-Progress Actions 
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Rail Service Improvements

On-Street Bus Rapid Transit

Faster Train Speeds

Mobile Ticketing for Buses

Transit Royale

CTpass Program

Unified Fare Project

Metro-North Rail Station Customer Service 
Initiatives

On-Board Bus Electronic Information 
Displays

CTrail Passenger Information Displays and 
Connectivity Initiative

Statewide Bus Stop Enhancement Program

New Rail Cars

Major Rail Station Enhancements

Rail Station ADA Accessibility 
Improvements

New Train Stations

Enhanced Wireless Connectivity Initiative 
for Rail Service

The following actions are either in progress or are ongoing programs or projects. Although they are not 
completed, many of these initiatives are already visibly improving the transit customer experience.

Microtransit Pilot

Tap & Ride Onboard Buses

CTrail and CTfastrak Security Program

Discounted Bus Fares for Veterans and 
Youth

Improved Service Easier to Use
Enhanced Accessibility 

and Comfort



Action Updates

CX Action Plan Annual Progress Report – July 2026



Improved Service
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Rail Service Improvements

CTDOT, supported by a grant, is working with the Federal Rail 
Administration and rail service providers to improve Hartford 
Line service with:

• An additional weekday midday round-trip train between 
New Haven and Hartford

• An extension of the 4401 train from Windsor 
Locks to Springfield

• Extensions of weekend trains to Windsor Locks
• Extended customer service hours at Hartford Union Station

In 2025 and 2026, CTDOT maintained rail service level 
while managing major capital projects including the Walk Bridge 
replacement, the Connecticut River Bridge replacement,
Windsor Locks Station, and track improvements. Special red, white, and blue designs were applied to 

two CTrail cars traveling the Hartford Line between 
New Haven and Springfield



Faster Train Speeds

The Track Improvement and Mobility 
Enhancement (TIME) program focuses on 
infrastructure and speed improvements on 
the Metro-North New Haven Line. The first 
component of the TIME-1 project, which will 
enable increased track speeds across a 3-
mile stretch between Bridgeport and 
Stratford, began construction in July 2026. 
In addition, work continues on the Norwalk 
River (WALK) bridge project. When the 
project is complete, passenger trains 
crossing the river will be able to operate at 
higher speeds.

CTrail Hartford Line schedules were 
adjusted to accommodate a timed 
connection with a morning Metro-North 
Super Express train. These adjustments 
allow Hartford Line customers to enjoy the 
quickest trip available between New Haven 
Union Station and Grand Central Terminal.

Learn more here.

On-Street Bus Rapid Transit (BRT)

CTDOT has completed the first concept 
for new overlay BRT service through New 
Haven, Hamden, and West Haven. The 
concept was shared with the public in a 
series of in-person information sessions 
in January through March 2026.

Feedback received from the public and 
stakeholders led to extending the initial 
proposed routes and expanding the 
service area. The designer will be kicking 
off the next design phase in mid 2026.

Learn more here.

Improved Service
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Public information session for the New Haven BRT 

Digital rendering of the WALK bridge replacement

https://timeforct.com/
https://portal.ct.gov/dot/projects/new-haven-brt?language=en_US


Microtransit Pilot

Microtransit service is an accessible, on-demand mode of transportation 
that allows customers to use an app or telephone number to request and 
schedule a ride within a designated microtransit service area. Microtransit 
can provide transit trips to and from places not covered by local fixed-route 
bus service. An additional $10.5 million dollars was allocated to extend 
the Microtransit Pilot program for one more year!

There are nine microtransit programs in the state:
• Norwalk Transit District – Wheels2U
• Greater Hartford Transit District – GHTD Link
• City of New Haven – Via NHV
• Milford Transit District – Milford Micro
• River Valley Transit – XtraMile
• Southeast Area Transit District – HOP and NL Smart Ride
• Valley Transit District - VTD2GO
• Greater Bridgeport Transit – GBTConnect
• City of Stamford – StamFORWARD

Approximately 505,500 microtransit trips were taken from March 2024 to 
May 2026. Learn more here.

CX Action Plan Annual Progress Report - July 2026

Logos for all the state's microtransit programs

Improved Service

https://portal.ct.gov/dot/travel-gateway/public-transportation/microtransit-pilot-program/?language=en_US


Improved Service – RECENTLY COMPLETED
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Bus Service Improvements

Route expansions and improvements 
went  into effect across many 
transit districts and CTtransit divisions 
throughout 2024 and 2025 as a result of 
investments in expanded bus service.

These service changes have contributed to 
higher ridership, enhanced economic 
opportunity and mobility in some of the 
state’s most economically distressed areas, 
and increased access to new employment 
centers.

ParkConneCT

After four years of operating fixed-route bus 
service to state parks under the ParkConneCT 
program, CTDOT & CT DEEP introduced a new 
excursion-based model in 2025. 

Drone shot of buses at the
CTtransit Hartford Division facility



Easier to Use
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Transit Royale

CTDOT continues to offer Transit Royale, 
the premium version of the Transit trip 
planning app, free to Connecticut 
customers. Use of the app continues to 
grow. In 2025 alone, almost 6 million CT 
customers planned a trip in Transit and 
over 87,000 new users downloaded the 
app.

In addition to premium benefits offered 
with Transit Royale, such as expanded 
trip options and personalized
customization, bus passes can also be
purchased directly in the app. In 2025,
1.2 million CTtransit passes were
purchased through Transit app.

Learn more here.

April 1, 2026, marked the third 
anniversary of mobile ticketing 
for CTtransit services. Since April 
2023, 6.8 million bus passes have 
been purchased and since April 2024, 
more than 4,000 CTferry passes have 
been purchased in the mobile apps.
Mobile ticketing is being used by 
approximately 30% of CTtransit
customers. CTDOT anticipates adding 
more pass types through mobile 
ticketing available to customers in 
2027.

Mobile ticketing is also available for 
Norwalk Transit District, River Valley 
Transit, Southeast Area Transit 
District, and Windham Region Transit 
District.

Mobile Ticketing for Buses

Visual display of an 
activated CTtransit mobile 

bus pass

Visual display of trip 
planning in the Transit app

https://help.transitapp.com/article/324-get-the-most-out-of-royale


Easier to Use
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Tap & Ride On-Board Buses

CTDOT released a Request for Proposals in early 
2026 to select a Tap & Ride vendor for 
implementation throughout the state. This 
new fare payment technology will make riding the 
bus easier than ever in Connecticut, accepting 
mobile wallets and debit/credit cards! Tap & 
Ride contactless fare payment readers will start to be 
installed on CTtransit buses and additional transit 
district buses in 2027.

CTDOT has also partnered with the Bank On
Connecticut program to promote options for safe 
and affordable bank and credit union accounts that 
have no overdraft fees and no or low monthly cost.

New logo for the Tap & Ride 
statewide program



CTpass Program

CTDOT continues to accept applications from 
organizations for the CTpass program. The
program was created to support workforce 
development, as well as to increase access to 
employment, educational opportunities, and 
training programs. Qualified organizations 
can purchase 31-day passes for local CTtransit
and CTfastrak bus services at a 10% discount.

Employers, education providers, workforce 
development providers, municipal agencies, 
and public or non-profit social service providers 
can apply to purchase the discounted passes.

Learn more here.

Easier to Use
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Unified Fare Project

The goal of the Unified Fare Project is 
to simplify fares and transfers between 
bus systems in Connecticut through a 
unified statewide fare policy and 
structure. In early 2026, CTDOT and 
transit districts began unified fare 
coordination. Proposed changes to the 
statewide bus fare structure are 
expected to be introduced in 2027 and 
will include public outreach seeking 
feedback on the proposed changes.

Unified fares will be coordinated with
Tap & Ride’s planned 2027 launch.

A CTtransit customer paying for their fare 
using a mobile bus pass

https://portal.ct.gov/dot/publictrans/bureau-of-public-transportation/ctpass?language=en_US


Upgrades at Metro-North rail stations will include enhanced customer 
information resources such as new and improved displays, arrival and 
departure boards, and public announcement speakers that deliver 
better, faster, more vibrant, and more relevant information to

customers. A virtual public information meeting was held in spring 2026. 
The upgrades will be rolled out in phases, sometimes as a part of other 
projects, as shown below:

• New Haven Main Line Stations: Construction is anticipated to start in 
2027

• Waterbury Branch Line Stations: Construction is ongoing as a part of 
the Waterbury Branch Line Improvements Program

• Danbury Branch Line Stations: Construction is anticipated to start in 
2027

• New Canaan Branch Line Stations: Construction is anticipated to 
start in 2029

• New Haven Union and State Street Stations: Construction will be a 
part of the New Haven Stations Improvements Program

• Stratford Station: Construction will be a part of the TIME-1 Program

Easier to Use
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Metro-North Rail Station Customer Service Initiatives CTrail Passenger Information
Displays and Connectivity

This initiative will enhance the 
overall customer experience at 
stations along the Hartford Line and 
Shore Line East. Upgrades will include:

• Passenger information displays
• Ticket vending machine systems
• Security cameras

Guilford station on Shore Line East 
has been selected as the pilot site for 
the design of these station upgrades. 
The design is currently 30% complete. 
Full design of all stations is expected 
to be completed in 2028.

Visual Information System (VIS) 
for real time train and service 

information 

New speakers will ensure that 
announcements reach the right 

areas of the stations



Easier to Use – NEW ACTIONS
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CTtransit Website Redesign

The new CTtransit website has 
arrived! The updated website is easier 
to navigate, more accessible, works 
well on any smart phone, and features 
a modern look. 

The new website launched in 
July 2026. Visit CTtransit.com to check 
out the new features!

The new CTtransit website is here!



Easier to Use – RECENTLY COMPLETED
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On-Board Bus Electronic
Information Displays

CTDOT has purchased a total of 99 brand 
new public transit buses that will be used 
in various transit divisions across the state. 
Vehicle delivery began in March 2025 and 
continued through the end of 2025. 

These new buses contain on-board 
electronic information display screens 
showing customers real time information  
updates, stop  identification, service alerts 
and other service-related information. Electronic information display on-board CTtransit buses



Statewide Bus Stop Enhancement Program

The Bus Stop Enhancement Program (BSEP) is a multi-year, multi-phase effort 
to improve the customer experience and accessibility at bus stops across the 
state. In October 2025, CTDOT kicked off the first shelter installations at stops 
in Hamden. Since then, the following progress has occurred:

• Pilot Phase: 36 of 64 pilot shelters and 4 Sol-Stops (solar-powered units 
that provide lighting and seating) have been installed. Another 18 sites 
have completed necessary concrete sitework and are awaiting shelter 
installs.

• Phase 1: 125 sites have been submitted for environmental review from 
the 183 sites submitted by first applicant group​. Site feasibility, 
environmental review, purchase order drafting, design review, and 
maintenance agreement execution all play a part in determining if or 
how a bus stop shelter installment will progress. Phase 1 targets 600 
shelter installs by the end of 2029. 

• A pilot for real-time information signs at certain BSEP locations is 
forthcoming.

Learn more here.

Enhanced Accessibility and Comfort
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A shelter installed in Middletown at the intersection of 
High Street and William Street

A Sol-Stop 
installed on 

Dixwell 
Avenue in 
Hamden 

Real-time 
information 

sign in 
Newington

https://portal.ct.gov/dot/programs/bsep?language=en_US


New Rail Cars

In late 2025, CTDOT and rail car manufacturer
Alstom unveiled a full-scale mockup of 
Connecticut’s new passenger rail cars at New 
Haven Union Station. The public viewing 
allowed customers to see the modernized 
design and provide feedback as CTDOT 
advances its statewide rail-fleet 
modernization program. A total of 60 new rail 
cars are being purchased and will be 
prioritized for use on the Hartford Line and 
Shore Line East, with additional cars to be 
used on the Waterbury Branch Line.

The initial group of rail cars is expected to be 
delivered for preliminary testing in 2027. 
Customers can expect to enjoy the following 
features in the new rail cars:

• Spacious 2-by-2 style seating
• End-to-end accessibility
• Restrooms equipped with touch-free 

or hands-free amenities
• Luggage tower for larger items

A mockup of the interior of new rail cars.

Enhanced Accessibility and Comfort
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Major Rail Station Enhancements

State-of-good-repair improvements for 
the New Haven Union Station Garage 
began in fall 2025, including concrete 
deck repairs as well as upgrades to 
drainage systems and the parking 
management office. Work at the New 
Haven Union Station building began in 
spring 2026 with the installation of 
scaffolding around the entire 
perimeter to allow crews to perform 
brick replacement and other masonry 
improvements.

State-of-good-repair improvements at New Haven Union 
Station Garage



Enhanced Accessibility and Comfort
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Rail Station ADA 
Accessibility Improvements

Construction is now underway to upgrade 
5 stations on the Waterbury Branch Line—
Derby-Shelton, Ansonia, Beacon Falls,
Naugatuck, and Seymour. These stations will 
receive modern platforms, better lighting, 
real-time arrival information, clearer signs, 
and new ticket machines. All stations will 
also become fully accessible, making it 
easier and safer for everyone to use the rail 
line.

In Derby-Shelton, the historic station 
building will be restored to offer indoor 
waiting space, and new bus bays will make it 
easier to connect between trains and local 
transit. These improvements are part of a 
larger statewide effort to modernize all 6 
Waterbury Branch Line stations by 2028.

Learn more here.

Digital rendering of the updated Seymour station

New Train Stations

Construction continues at the 
relocated Windsor Locks Station, 
which is planned to open in early 
fall 2026.

Construction for the new 
Enfield Station along the Hartford Line 
is planned to start by fall 2026.

New, relocated Windsor Locks Station

https://portal.ct.gov/dot/projects/waterbury-branch-line-improvements?language=en_US


Enhanced Accessibility and Comfort
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Enhanced Wireless Connectivity 
Initiative for Rail Service

Wi-Fi will be available on the new 
CTrail cars. The technology supporting 
this service was developed to provide 
customers with fast, secure, and 
reliable internet connection while 
on-board the train. 

In addition, with the support of a $6 
million investment from AT&T, 30 
strategic sites have been updated with 
new network infrastructure improving 
5G cellular service along the corridor 
from New Haven to the New York 
border.

CTrail and CTfastrak Security 
Program

The CTrail and CTfastrak Transit Security 
Program provides coverage of two 
dedicated state troopers for CTfastrak
and one dedicated Amtrak Police Officer 
for the Hartford Line. Law enforcement 
partners collaborate with the Director 
and Manager of Security for the 
CTrail Hartford Line, the Director of 
Security for CTtransit, the Transit 
Homeless Outreach Program (T-HOP) 
and CTDOT staff to provide a secure, 
safe and clean public transportation 
network. 

The program is focused on incident 
prevention and having a visible presence 
throughout the network to assist the 
community.

Learn more about additional safety and 
security improvements on CTfastrak 
here announced in July 2026.

The CTrail program 
received the 2025 

Commuter/Intercity Rail 
Security APTA Certificate 
of Merit, Safety, Security, 

and Emergency 
Management Award at 

the APTA Rail Conference.

Amtrak Police with the Transit Security Program team

https://portal.ct.gov/governor/news/press-releases/2026/07-2026/governor-lamont-announces-safety-and-security-upgrades-for-ctfastrak?language=en_US
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Enhanced Accessibility and Comfort - NEW ACTIONS

Discounted CTtransit fares for Veterans begins October 1, 2026

Discounted Bus Fares for 
Veterans and Youth

Beginning October 1, 2026, veterans
and youth (ages 5-18) will receive 
a 50% discount on CTtransit services.

Additional funding provided through  
the 2026 Connecticut Legislative
Session will allow veterans to receive 
passes at-no cost from the Department 
of Veterans Affairs, and high school 
students to receive passes at no cost
from certain school districts. Program 
details will be announced in 2026.



Conn-Etiquette Campaign

In Fall 2025, CTDOT launched "Conn-Etiquette: 
Your Guide to a Better Ride," a statewide 
campaign aimed at promoting kindness, respect, 
and courtesy on public transit. Messaging has 
been featured on-board buses, online, and across 
social media platforms.

The campaign offers helpful transit etiquette tips, 
like greeting operators, offering seats to others, 
and keeping aisles clear. It builds on the Transit 
Customer Code of Conduct established in 2024 
for all bus services in the state (see previous 
progress reports for reference).

Learn more here.
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Enhanced Accessibility and Comfort - NEW ACTIONS

Marketing for the Conn-Etiquette Campaign

https://portal.ct.gov/connetiquette?language=en_US


Visit: www.TransitCX.com 

Email: DOT.TransitCX@ct.gov

Call: 860-594-3618

Mail: Customer Experience Unit

Bureau of Public Transportation

2800 Berlin Tpke, P.O. Box 317546

Newington, CT 06131-7546

Let’s Stay Connected!

https://portal.ct.gov/dot/programs/customerexperience?language=en_US
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