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EXECUTIVE SUMMARY

Background

In 1999, The Institute of Logistics and
Transport (ILT) established an
accreditation panel for public transport
information (PTI) web sites, with the aim
of recognising good practice and
promoting best practice in the provision of
PTI on the Internet.  A workshop, run by
the panel, entitled 'Netting More
Passengers: The Fundamentals of Travel
Information on the Web' was hosted by
the Department for the Environment,
Transport and the Regions (DETR) in
May 1999, with the aim of further
developing the concept of best practice.

In light of continued and rapid
developments in the field of PTI provision
on the Internet, it was considered timely
to harness and provide best practice
guidance.  This guide uses examples of
existing PTI web sites from the UK and
abroad, to highlight good and not so good
practice in the presentation of PTI on the
Internet. 

Why it matters

PTI is an important and sometimes
decisive requirement in electing and
planning to make a journey by public
transport.  The provision of useful PTI
can directly facilitate travel by public
transport. The Internet provides a
means with which to make PTI available
to an increasing proportion of existing and
potential public transport users in a cost-
effective way.  

However, for Internet based PTI to be
useful, it must fulfil the user’s needs

and it must be easy to use. If this new
medium for PTI provision is used to best
effect, public confidence in the quality of
Internet based PTI can be fostered and
greater use of public transport, by existing
users and non-users, can be encouraged.  

A user’s first experience of using a PTI
web site is crucial in determining
whether the user will use the web site
again. If the web site is initially difficult to
use, few users will take the time to learn
how to use it – they will flee to another
site, or another mode.   

This guide encourages the site
developer to focus upon the needs of
PTI web users. Users of PTI web sites
have different needs, aims and priorities
to users of the majority of web sites,
requiring access to specific information
quickly and easily.  Less impressed by
sophisticated, eye-catching design, users
seek sites that are easy to navigate and
simple to use.  

The guide emphasises that small, low
cost, low-tech changes can
dramatically increase the usability of
web sites, enabling more users to
access and act upon the information
provided.

Focussing upon the user

Fundamental to the success of PTI
web sites is a focus on the user.
Unless the user’s information needs have
been understood, the information content
is unlikely to be relevant to the user's
needs.  The development of a user
profile, a ‘target audience’ for the web
site, can help to ensure that the site
content and the presentation of the
information on the site, is usable and useful.
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User input into the design process can
further ensure that the needs of the
traveller are understood and catered for.
Through user consultation before design
and user testing during and after design,
the site provider can assess the utility of
the site – the extent to which it is usable,
useful and used.  User feedback after the
site has been launched can also help to
ensure that the site continues to cater for
user needs.

Developing the user interface

In creating an accessible web site,
considering users with disabilities and
those with lower technical capabilities,
site developers ensure that more people
can access and potentially act upon the
information that they provide.  

Accessible web sites need not be
boring, costly, or technically difficult.
The majority of features that cause
accessibility problems require very simple
adjustments.  Consideration of issues
including the background and font
colours, font styles, the ability of users to
change, or override, certain features, text
alternatives to non-text media and the
appropriate use of sophisticated features
can help to ensure that web sites are
accessible for all.  

Consistency, internally and with
external web conventions, promotes
ease of use. When users can get used
to the way that a site looks and works and
when the site corresponds with
conventions used within other sites, users
will be able to use the site more quickly
and more easily.  

Information to inform travel must be
current and up to date if it is to be useful
and if it is to be seen by the traveller to be
useful.  Indications of information

currency, especially on timetables,
journey planners and on the homepage,
can help to foster confidence in the
information.  

The homepage is the most visible part of
a web site, acting as a window to the site.
As the first page that the majority of users
see when they access the site, it can
tempt users into the site.  If badly
designed, the homepage may be the last
page that the visitor sees.  A good
homepage should be attractively
designed and easy to use, informing
the user about the site content,
usability and appropriateness of the
site to the user’s needs.  

Hyperlinks are the primary method of
navigation within web sites, linking users
to information both within and outwith the
site.  To be usable, links should be
representative of the information to
which they link, clearly and quickly
indicating the link destination.

Sophisticated features within web sites,
such as moving text, can be exciting and
can attract attention.  However, if used
inappropriately and without some simple,
low cost safeguards, sophisticated
features can significantly decrease the
usability of the web site.  

PTI web sites often include large files that
have lengthy download times – for
example, timetables, or graphics.  Slow
download times can be costly to the user,
both financially and temporally.  They can
also be costly to the site provider, as
users flee the site in frustration.
Reducing download times can
significantly increase the usability and
usefulness of a PTI web site. 

Navigation aids help the user to quickly
and easily find the information that they
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seek.  As such, they can help to reduce
feelings of being lost and can encourage
and facilitate effective search.  Sites
should offer a simple, understandable
navigation scheme, with a logical, well
planned information structure and
effective naming of information groups.

Supporting the user

A clear description of the site content can
reduce the user’s uncertainty about the
likelihood of finding the information
sought.  This may promote both
confidence in the site and
perseverance in the search. Such a
description might include details on the
scope of the site, the limitations of the site
and the minimum technical requirements.  

The provision of information about the
organisation can be useful to the
traveller, helping to build confidence
and trust in the organisation. However,
this section should contain useful
information.  Care should be taken to
ensure that it is not treated as a ‘catch all’
section in which to place information that
does not fit elsewhere.

The presence of visible ‘help’ information
can also assist in reassuring the user.
Visible support can promote
confidence, encouraging users to
search for information within the site.
This can be provided through immediate
help, contact help, "Frequently Asked
Questions" and instructive help.  The
provision of contact details and the
encouragement of feedback can increase
customer satisfaction and should lead to
improved information provision.

Planning the public transport
journey 

Many users need information to help them

find out about their route before they can
find timetable information. This
information should be provided in a
format that does not assume
knowledge, if it is to be usable. Best
practice in the provision of information to
help users find their route is to provide a
variety of ways of accessing route
information, to correspond with different
types of existing knowledge that users
might have and differing user access
capabilities.

Information about travel times is of central
importance to the web PTI user and may
be the primary reason for use of PTI web
sites.  Timetables should therefore be
easily accessible, printable and easy to
use. Timetables on the web that
incorporate more horizontal lines,
columnar shading and a larger font than is
common on paper timetables are easier to
read than those without these features.

Journey planners can be a quick and
easy way to locate and plan a journey by
public transport, removing much of the
hassle associated with planning a public
transport journey.  However, they must
be usable if they are to be useful. To be
quick and easy to use, the journey planner
should clearly tell the user what data to
input in the origin and destination fields.
The presentation of alternative journey
results can remove the need for further
enquiries, where departure or arrival times
for the journey requested are
inconvenient.  Where a brief synopsis of
the journey, with links to more detailed
information is presented, users can more
quickly and easily scan the basic journey
information to match the results with their
plans.

Making the public transport
journey
Travel by public transport can be a
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daunting task, especially if the traveller is
new to public transport or to the public
transport route or service he or she
intends to use.  Information about how
to travel can help to reduce this
anxiety and may promote public
transport use.

Information about the interchange and
on board facilities can be crucial
information for many travellers,
especially travellers with disabilities,
luggage, children or pets.  The
provision of this information could make
travel easier and more comfortable; and it
could enable travellers to make their
journey by public transport.  Such
information can take the form of floor
plans of interchanges, lists of facilities,
information on where to catch the service,
accessibility and parking information.

Real-time information can also help
travellers to plan their journey more
effectively, by avoiding some of the
discomfort and inconvenience associated
with delayed or cancelled services.
However, to be useful, the information
should be quick and easy to use, being
seen to be reliable and regularly checked
or updated.

Developing travel options

Information about accessible transport,
local and national community transport
schemes that are available, is a critical
priority for many travellers, determining
whether or not they can travel by public
transport.  In providing information
about these public transport services,
site providers can help to facilitate
travel by these groups.

Organisational and local authority PTI
web sites provide commuter planning
information and information about car

sharing.  This information could help to
increase awareness of transport
options and could help to promote a
modal change.

The site provider’s perspective

The majority of site providers consulted in
the preparation of this guide suggested
that the failure to develop a clear set of
aims and objectives was a mistake,
causing problems in the design of site
content and presentation.  The lack of
aims and objectives can also create
difficulties in future assessment of the
success of a site and thus in the
development of a clear business case for
continued investment in site
development.  

The need for clear leadership from
senior members of the organisation in
the creation, design and management of
a PTI web site, to help to ensure co-
operation between departments, was
emphasised by all site providers involved
in the interviews.  It emerged strongly that
the development of a business case,
related to a clear vision of the aims and
objectives of a site, was crucial in gaining
financial and senior management support
for the site.

The majority of site providers interviewed
regarded user feedback not only as
useful, but also as essential, in keeping
sites fresh, up to date and relevant to
user needs.  Feedback can be valuable
in saving resources, not only in terms of
personnel required to monitor a site for
mistakes and broken links, but also in
terms of the amount of printed material
distributed and the staff involved in
handling enquiries from the public.

The ongoing management and
maintenance of a PTI web site,
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particularly of information currency and
internal and external links, requires both
staff time and ongoing financial
investment.  Site providers emphasised
that the creation of a PTI web site is
not a one-off cost, but requires
continual investment throughout the
life of the site, even if the site contains
only ‘static’ information. The failure to
budget for ongoing maintenance was
seen as a key failing, by the majority of
site providers, in the development of their
PTI web site.  

New technologies and the
impact upon PTI

Three important themes have emerged
worldwide in recent years: firstly, the rise

of mobile communications; secondly, a
movement towards convergence of
different communications equipment and
services; and thirdly a growth in multi-
feature public access Internet terminals
(Internet-enabled 'kiosks').  New PTI
applications are likely to be developed for
the new types of Internet-access
hardware resulting from these themes.
The importance of user-focussed web
site design is likely to be even greater
for these new means of access. 
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INTRODUCTION 
to the Main Report

The research

This best practice guide has been written
for The Institute of Logistics and Transport
(ILT) with the active support of the
Department for the Environment,
Transport and the Regions (DETR).  It has
been produced by the Transportation
Research Group (TRG) at the University
of Southampton in partnership with Austin
Analytics.  

Web PTI

The research for this guide was
commissioned in response to the recent
rapid growth of public transport
information (PTI) on the Internet.  PTI is
an important and sometimes decisive
requirement in deciding and planning to
make a journey by public transport.
Travellers often need a range of PTI in
advance of making a journey, including
service availability, frequency of service,
cost, booking and payment and
information about interchanges.  The
Internet and, specifically, the web,
provides a way for making PTI available to
an increasing proportion of existing and
potential public transport users in a cost-
effective way. Large amounts of
information can be made available, in a
highly flexible and focussed way.  

However, for Internet based PTI to be
useful, it must be relevant to the user’s
needs and it must be presented in a
usable format.  There are now over 400
PTI web sites in the UK, ranging from the
very basic, giving contact details of an

operator for enquiries, through to sites
offering features such as full journey
planning facilities, real-time information,
and online booking and payment facilities.
The quality of these sites, in terms of both
content and presentation, is variable.  It is
important that this new medium for PTI
provision is used to best 
effect and that public confidence in the
quality of Internet based PTI is fostered.  A
need to establish a ‘quality mark’ for PTI
web sites was recognised by the ILT,
which established a set of accreditation
criteria by which sites could be judged:
namely, Site Description, Currency,
Maintenance Warranty and Accessibility.

These criteria can be used to endorse
good practice and to foster consistency of
standards across PTI web sites.
However, they by no means address the
full extent of site content and presentation
issues that contribute to best practice.
Best practice should seek to encompass
many of the generic principles applicable
to all or most web sites.  There is also a
need to relate these explicitly to PTI.  PTI
site users have different needs, aims and
priorities to users of the majority of web
sites, requiring access to specific
information both quickly and easily.  Less
impressed by sophisticated, eye-catching
design, they are likely to prefer sites that
are easy to navigate and simple to use.  

Guide outline

In this guide we have analysed the
characteristics of PTI web sites that we
believe maximise their usefulness and
usability by all types of potential users.
The guide stems from the recognition that
an expansion of best practice criteria may
not only benefit the user, but may also
benefit site providers, helping them to
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provide information that is more likely to
be used.  The guide draws together two
distinctly different spheres of application,
namely the provision of information to
travellers considering using public
transport and the provision of information
in general via the medium of the web.
The principal aim of the guide is to
identify issues that prevail in the overlap
of these two spheres.

The direct involvement of end users in
focus groups and interviews was not
solicited in producing the guide although
user participation was sought through the
provision of an online web questionnaire.
This allowed users to freely contribute
their views concerning usability aspects
of PTI web sites.  Responses to this
questionnaire have been accounted for
within this guide.  Knowledge of user
reactions is embodied in much of the
existing literature on web site design and
PTI provision.  We, as authors, have
extensive previous experience of
consulting users of (Internet based)
traveller information systems and
understanding their needs.  We have also
conducted usability testing of web sites
and contributed to web site design and
therefore have a background in the
related technical issues associated with
delivering information using this medium.
We hope therefore that the absence of
direct consultation with the public during
the preparation of this guide will not have
compromised its integrity.

As communications technology continues
its rapid evolution the range of devices
and the forms of electronic
communication will undoubtedly expand.
Some of the best practice guidance
presented may remain of relevance as
time progresses.  Other elements of the
guidance will become obsolete or will
require updating.  New elements of

guidance may be required.  For the
purposes of this best practice guide we
have confined ourselves to considering
PC based access of web sites only.  We
have, in recognition of the need to
anticipate and react to change, provided
an insight to likely future technological
developments as an appendix to the
guide.

One aspect that is covered in some depth
is accessibility.  8.6 million people in the
UK (one fifth of the working population)
have a sensory, physical or mental
disability and approximately 30% of all
households include older people, or
people with disabilities.  In addition, Part
III of the Disability Discrimination Act
(DDA), coming fully into force by 2004,
prevents discrimination against people
with disabilities by providers of goods and
services.  We believe that improving
accessibility for users with disabilities not
only represents good market sense,
increasing the usability and thus the
utility, of the site for other users, but may
also be a legal requirement.  

The guide is structured into seven main
sections, as described below:

� The concept of best practice in web 
site design starts with an appreciation
that users' reactions to the site are 
fundamental. Therefore, the guide
begins by stating the principles of a
user focused approach, indicating
how this might be achieved.

� It then defines a set of key usability
principles relating specifically to the 
user interface – what the user sees 
and interacts with on the site.

� Next, the guide identifies the
elements that are used in various
combinations to produce PTI web 
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sites.  This section discusses
information related to both planning
and making a journey (including real-
time information, journey planners,
route maps, interchanges, timetables 
etc.)  This web PTI ‘toolkit’ also 
includes features relating to
developing travel options, which are
important for many PTI sites but by 
no means for all; and also non-PTI-
specific elements.

� Throughout the guide, best and good
practice has been contrasted with not 
so good practice in a sensitive way.  
For particular components or design 
principles, specific examples from
different sites are compared and 
contrasted.  The majority of sites 
demonstrate a combination of both 
good and not so good practice and it 
should be noted that examples used 
as good practice in one context may
be examples of not so good practice
in another. The examples used are 
intended to illustrate the featured 
component or design principle only.

� The final part of the guide discusses
the site provider's perspective on
developing a PTI site, based on 
telephone interviews and a focus 
group with site providers. 
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Rationale

Public transport information can make
travelling easier.  It can also tell the user
whether or not a journey can be made.
Without information, some travellers will
choose not to make a journey by public
transport; others may be unable to make a
journey at all.

Thinking about information
needs

For the majority of PTI web site providers,
the aim of the web site is to increase travel
by public transport, either to increase
patronage and thus revenue, or to fulfil
social, environmental or political goals. 

Users emphasise, however, that for a PTI
service to be useful, the information
content and presentation must be relevant
to their needs.  Different users can have
differing needs and individual users can
have different information needs for
different trips. Information needs can be
determined by the trip characteristics, for
example, trip purpose, origin and
destination, mode of travel and by the
user’s characteristics.  

A PTI web site containing information that
fails to fulfil the traveller’s information
needs, or that contains useful but
inaccessible information, is unlikely to be
effective in facilitating travel.  Therefore, a
user focus throughout design can
ultimately provide definite benefits to the
site provider. 

Developing a user profile

To ensure that the information content and
presentation are useful and usable, a
profile of the intended audience can be
developed, from which user needs can be
explored.  Each of these user groups will
have different information needs and
abilities, being receptive to different
messages, in different ways.  Just as the
aims and objectives of each individual PTI
web site will be unique, the target
audience and thus the user profile are
likely to be unique for each site.  The
central thesis of this guide is that a web
site that is designed with the target
audience’s needs will be more useful and,
as a result, will be used more.

User input into design

User input into the design process can
further ensure that the needs of the
traveller are understood and catered for.
Without consultation before design, it is
difficult to understand exactly what
information the users need, or in what
format the information should be
presented if it is to be accessible and easy
to use.  

User testing

Through user testing, during and after
design, the site provider can assess the
usability of the site.  User testing need
only be undertaken with a limited number
of users, involving observation of users
undertaking a small number of tasks,
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whilst ‘thinking aloud’ during the
information retrieval process.  Jakob
Nielsen estimates that the majority of
usability errors can be detected through
this form of usability testing - what he
terms, ‘discount usability engineering’ 3.
Thus, the financial cost to the site provider
of user testing is minimal; and will be far
outweighed by the benefits, in terms of
increased use of the site, with the
corresponding effect on travel and sales.

User feedback

User feedback after the site has been
launched can guide further
improvements.  Users can comment upon
difficulties they have in navigating the
site, locating or reading information; any
gaps in content; and any errors or broken
links.  User feedback can also save the
site provider time and resources in
checking the site for these errors.  

An important caveat to the use
of this guide

This guide presents guidance in the
design of PTI web sites, developed
through analysis of existing PTI web
sites.  However, an important caveat
should be drawn.  Whilst the guide is
based upon an understanding of research
into user needs, the needs of users can
only fully be understood through the
development of user profiles for individual
sites and consultation with these users.
The site provider should be wary of
relying solely upon this guide to inform
(re)design and should seriously consider
the integration of the user into the design
and evaluation process. 
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CONTENT

As with any other PTI medium, the information provided within traveller information
web sites should be accurate and timely, of good quality, appropriate to the user’s
needs and easy to understand.

� The c2c site is a ‘one stop shop’ for 
information concerning journeys on 
the c2c network 

� The site includes information about 
routes, times, fares and special deals,
travel to events by train, contact 
details for human help and how to 
travel, including information for 
travellers with disabilities

Rationale

Ultimately, the value of a PTI web site will
be determined by the utility of the content.
The content can only be useful if it is
appropriate to user needs; accurate and
up to date; of good quality and free of
bias; and easy to understand.  It should
be relevant to the user’s needs; and
should fulfil user expectations.  

Content

Users of PTI web sites seek relevant
information to inform their journey(s).
They may rely on this information to
provide answers to the numerous pre-trip
questions faced when deciding whether
or not to make a trip by public transport.
For some travellers and for some

journeys, the information can determine
whether a trip by public transport can be
made at all; for others, the information
can influence details of the trip.  The PTI
web sites that are most useful are those
that have considered the needs of the
target audience in the design of site
content.  

Many users expect traveller information
web sites to be ‘one stop shops’ for
information about their journeys (Box
2.01).  With effective use of hypertext,
large amounts of information can be held
within a site without overwhelming the
user.  Where market research with the
target audience is carried out, site
providers can ensure that as much
potentially relevant information as
practicable is provided on the site (Box
2.02).

Box 2.01
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ATCO guidelines: transferable

The ATCO code of good practice for
printed PTI4 suggests that information
about community transport facilities,
contact details for further information, a
list of map and timetable publications
available and information about service
changes should be made available to
travellers.  These guidelines are
transferable to the web and many of
these information groups are discussed
separately within this report.  

Accessibility

The majority of existing PTI web sites
lack information about the accessibility of
services for travellers with disabilities.
This is essential information for many
travellers.  It can determine whether the
traveller can or cannot travel and can
often be useful not only to travellers with
disabilities, but also to travellers with
luggage, those with children, or women
who are pregnant (Box 2.03). 
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� The comprehensive Derbyshire and 
Derby City site covers many aspects of
travel in the Derbyshire area

� In addition to information about the 
majority of journeys within Derbyshire, 
covering the information needs of the 
majority of travellers, the site contains 
contact details for further information 
and external links to relevant 
organisations

� Effective information organisation 
enables large amounts of information to
be provided without overwhelming or 
confusing the site user

Box 2.02

� The National Rail site provides information about the train companies’
accessibility policies, including;

� how to arrange 
assistance, both before 
travelling and whilst 
onboard;

� concessionary fares;
� facilities at the 

interchange; and
� contact details 

for further 
information Box 2.03
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Quality: accurate and up to date

The way in which users perceive the
quality of information can influence how
they view its usefulness, which can then
influence information use.  Travel by
public transport can be viewed as
uncertain because of lack of confidence
in the service and the information
provided.  Where an indication of the
currency of information on a site is given,
confidence in the site provider, the
service and the information can be
boosted.

Bias and scope of the site

Where users detect a bias in the
information, or where the information
appears to be overly promotional in style
or content, they may question the motive
of the information provider and therefore
the quality of the information.  To have

confidence in the information, users must
believe that its purpose is primarily to aid
their travel.  If they suspect that
information is subjective, confidence and
therefore use of the information and the
web site may decline.  A clear distinction
between marketing information and
traveller information can help to promote
confidence in the information provided, as
can an acknowledgement of the site’s
limitations (with links to alternative
sources).  

Easy to understand

Finally, when information is easy to
understand, objectively written and
presented in a style that is appropriate for
the web (Box 2.04), it can be more
usable, useful and influential.  It will then
be more used.  
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� On the British Airways 
site information has been
chunked so that it can be
easily scanned5

� Clear headings enable 
the user to locate the 
information that they seek
quickly and easily 

� This form of presentation,
with information written 
for the web, rather than 
for paper-based 
publication, increases 
speed and ease of use of
the site

Box 2.04
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Rationale

In thinking about web accessibility, site
providers are considering the usability of
their site to users with disabilities.  They
are also considering the needs of users
with lower specification hardware or
software and the less-skilled users of the
Internet. 

These groups comprise a large
percentage of the population.  There are
8.6 million people in the UK with a
learning, physical or sensory disability –
one fifth of the working population.
Approximately 30% of households in the
UK include elderly people and/or people
with disabilities6.  11 million people now
access the Internet from home7, with over
3 million users coming on line in the last
year8, many of whom will be unskilled,
accessing the web for the first time.  Few
UK users have high speed Internet
access9 and by no means all users access
the web via new browsers10 11.  Some use
technologies which do not access
advanced features and some disable
graphics, to reduce download times.
Many will have slow, older PCs. 

A legal obligation

Thus, a large percentage of the population
seeking web PTI will do so with some
constraint.  Public transport service
providers should view the creation of
accessible web sites as a market

opportunity to promote modal change to a
wider audience.  There is also a legal
imperative to provide accessible web
sites.  Part III of the Disability
Discrimination Act (DDA), coming fully into
force by 2004, prevents discrimination
against people with disabilities by
providers of goods and services.  It
obliges all providers to ensure that goods
and services and information about goods
and services are available and accessible
to people with disabilities12.

This section draws upon guidelines issued
by the RNIB13 and the W3C Web
Accessibility Initiative14.  The guidelines
below are not exhaustive: they are simple
suggestions to help to improve site
accessibility, with limited resource
implications.  

Legibility and personalisation

The usability of web based PTI can be
influenced by the means of presenting the
text – font size, style and colour – and the
background – colour and background
images (or ‘wallpaper’).  Flexible sites,
which allow the user’s browser to override
the site provider’s chosen design, are
more usable than inflexible sites, which
use, for example, text as graphics, which
cannot be personalised.  

Text

The eye will naturally be drawn towards
text that differs from the majority of the

9
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ACCESSIBILITY

Accessible web sites need not be boring, costly, or technically difficult.  With a few
low-cost, low-tech amendments, more users will be able to use the site more easily
and effectively. 
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text on the site.  Changes in font size,
style or colour (Boxes 3.01, 3.02), or the
use of italics, bold and underlining can be
useful, in both giving contrast between
information and aiding effective
information scanning5.  However,
excessive use of these formats can
decrease usability.  Flashing or scrolling
text should be avoided – it is hard to read

and is distracting.  It may also cause eye-
strain and in extreme cases can trigger
other adverse medical reactions. 

It is convention that underlining on
websites indicates a hyperlink.  Thus,
underlining should be avoided if there is
no link. 

10
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� This site, from Buckinghamshire 
County Council, has good use of 
emphasis within a lengthy 
introduction to the site

� It highlights key points and draws 
the user’s attention towards 
important information

� Font size, style and colour are 
legible and can also be personalised

� White backgrounds can cause 
screen glare and eye strain – a light
background colour may make the 
page easier to read

Box 3.01

� The use of different font sizes and 
colour on the Getting Around the 
East Riding site draws the user’s 
attention towards the information 
groups, which effectively stand out 
from the descriptive text

� Care should be taken to ensure that
the user’s attention is drawn to 
useful areas of the page

Box 3.02
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Contrast and colours

Poor contrast between text colour and
background colour2, poor complimentarity
between colour combinations and the use
of wallpaper15 can significantly reduce the
readability of the page (Boxes 3.03 and
3.04).  

The background should be a light, neutral
colour and without image, which can
distract attention from the text.
Red/green colour blindness is the most
common form of colour blindness,
affecting almost 10% of adult males and
0.5% of adult females16.  Combinations of

red and green should therefore be
avoided, as should colours which ‘bleed’
into each other (for example, white text
on a dark blue background).  Bright
colours are hard to read and should be
used sparingly.  It is easier to read dark
text on a light background than light text
on a dark background17.  The former
colour combination is also easier to print
– indeed, some browsers will print a blank
page when the background is dark and
the text light.  Users will often wish to print
journey details. Thus, the ability to print is
particularly important on traveller
information web sites.

� On the c2c site, the contrast 
between the text and the 
background colours is 
inadequate: the colours often 
bleed into each other and the 
reading difficulty is compounded
in some cases by use of a small 
font size

� Though the site allows the text 
type and the background 
colour to be overridden by the 
user, much of the site displays 
text as graphics: here the 
style cannot be overridden

� In addition, many users will not know of the existence of browser preferences
to override text type or background colour, so will leave the site frustrated 
and uninformed

� Many sites are designed with corporate colours, which can 
have low web usability Box 3.03

Box 3.04

� Use of grey text on a white 
background on the Reading 
Buses site gives poor contrast 
and decreases the usability of 
the page
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Wallpaper

Wallpaper distracts the eye from the text,
causing visual conflict between the text
and the background (Box 3.05). 

Conveying information through
non-text media

Colour
Where non-text media are used for
displaying information, for example,
graphics, audio and colour, text
alternatives should be offered to ensure
that the information is accessible to all
users.  

Where colour is used to provide
information (Box 3.06), an alternative can
be provided, to ensure that the
information is legible to visually impaired
users or those with a black and white 
display, who cannot view the colours.  

Many web PTI sites display maps, using
colours to denote routes.  Where this
information is available either in a text
format, or with broken lines to indicate
different routes, it can be accessible to a
greater number of users.  

12
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Box 3.05

� The wallpaper used on the 
Wycombe Bus site distracts 
attention from the information 
on the page and usability of the
page is adversely affected

� Colour is used well within this 
timetable, on the Brighton & 
Hove Bus & Coach Co. site, 
to demarcate between service 
numbers and route details.  

� However, when the browser 
is instructed to override 
colours specified, the 
timetable information 
becomes more difficult 
to use 

� The information would be 
more usable if horizontal 
lines, as well as colour, were 
used to distinguish between 
the information 

Box 3.06
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Audio
Where audio is used, a text alternative
should be provided for users who cannot
access audio or who are unwilling to
download the files because of cost,
security or speed (Box 3.07).  

Graphics
Graphics can help to increase usability,
conveying information to non-English
speaking users and those with reading
difficulties.  Alt tags should be provided
for an image.  Where it displays important
information, for example, a route map, a
text description should also be provided.

This can help to ensure that the
information displayed is available to users
who cannot view graphics.  If text is
provided as a graphic, for example, in a
timetable, or a site map, the information
should also be available in plain text or
HTML formats.  

Where graphics are used as links, the link
must be clearly identifiable if the graphics
cannot be read, with the use of alt tags or
the provision of text links in addition to the
graphical link (Boxes 3.08, 3.09).  The
destination of the link should be clear if
read out of context.  
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Box 3.07

� The Belfast City Airport site provides a welcome message in audio on the
homepage, providing a link to the free downloadable software to enable 
users to access the information.  

� However, a text alternative is not available, making the message inaccessible
to users with impaired hearing, those with low level technology or those 
unwilling to obtain the necessary software.  

� The three images here show the 
same Northern Spirit homepage 
as viewed using different browser/ 
browser settings: with graphics and
without graphics in Microsoft 
Internet Explorer 5.0 and without 
graphics in Lynx (a text-only 
browser).   

� The images illustrate the 
importance of including textual alt 
tags for all graphics and text as 
graphics

� Links and graphics are usable 
when the graphics are not 
displayed

� Screen readers will read the alt text
to the user – without alt text, the reader would simply read ‘link’
or ‘image’ and be of little or no value Box 3.08
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Many sites provide route information in
the form of route maps.  This information
should also be provided in non-map
formats, with descriptive alt tags.
Alternatively, alt tags should be displayed
with links to where the user can access
the information in a non-graphic format
(Box 3.10).  

Image maps

Image maps are problematic for users 
accessing the web through non-graphical,

text or speech browsers18.  Image maps
are graphics which contain multiple links,
using co-ordinates to identify linkable
areas within the graphic. 

Alt tags, provided on linkable areas, can
help some non-graphical browsers to
read or display information.  However, not 
all non-graphical browsers, or browsers 
with graphics disabled, can recognise or
display the text in an alt tag as links, 
displaying only the image title.  As such,
the links within the image map may be

14
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� Without alt text on links on the 
Chiltern Railways site, links 
are inaccessible in non-graphical
browsers, as in the site shown 
here

� A screen reader will not be able
to detect the link name and will 
read ‘link’

� This route map, on the Metro 
site does not have alt tags or a 
text description – the 
information is inaccessible if the
user cannot access graphics

� However, a link to an alternative
source of information is 
provided

Box 3.09

Box 3.10

� On the homepage of the First 
Badgerline site, an image map helps
users to find the area in which they 
travel. Both the map and the text 
alongside are an image map

� The user can, however, use these 
links because they are reproduced in 
an alternative format 
at the foot of the page Box 3.11
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inaccessible to non-graphical browsers.
Links that are represented in image maps
should also be provided in a non-image
format (Box 3.11).  

Scripts and plug-ins

Where scripts (JavaScript) or plug-ins (for
example, Flash) are used, site providers
should aim to ensure that the page can
also function without them by offering
alternative formats, for example, plain
text or HTML.  This will ensure that the
page is readable and usable by all.  For
complex sites, an alternative, low-tech
site could be provided (Box 3.13).

A number of web PTI sites use
JavaScript, most often to produce an
effect when the user’s mouse passes
over an area of the screen, usually a link.
If alt tags and alternative links, located
separately, are provided, the links should
be accessible to all users (Box 3.12).  

PDF

PDF is used heavily within traveller
information web sites, most commonly to
provide timetable information and maps.
However, unless an alternative text or
HTML format is provided, information in
this format may be inaccessible to many
users (Box 3.14).  
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� The inclusion of alt text, as seen
in this screenshot, within these 
links on the Brighton & Hove 
Bus & Coach Co site helps to 
enhance the accessibility of the
links for those unable to use 
Javascript

� The accessibility would be 
further enhanced if the links 
were reproduced separately, in 
text format

Box 3.12

� This site, from easyJet, informs
the user that the online booking
option requires a javascript 
enabled browser

� If an on-online alternative, or a 
link to off-line assistance, were 
offered, the site would be more 
widely accessible

Box 3.13
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Where an alternative is not made
available, a link to Access Adobe19 can be
provided.  Access Adobe converts PDF
documents into HTML or plain text.
However, the conversion is not very
successful for timetables and can
produce documents that are very difficult
to read (Box 3.15).

Frames
Many web PTI sites include frames,

because of their effectiveness as a
navigation aid (detailed in the navigation
section of this guide).  However, frames
themselves can produce accessibility and
usability problems.  

Frames reduce the amount of information
that can be displayed in the page,
‘squashing’ content when viewed on
smaller screens (Box 3.16).  
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� Two ways to access timetable information are provided here, 
on the Derbyshire and Derby City site  – HTML or PDF Box 3.14

� This timetable, on the Brighton & Hove Bus & Coach Co site, has been 
converted from PDF by Access Adobe

� The layout has become difficult to read as the document has 
lost columnar definitions Box 3.15

� The Stockley Park site contains 
four frames

� The information area of the page is
rendered minimal

� None of the frames are visible, 
making many options inaccessible

� The site is frustrating to use

Box 3.16
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Users of PTI web sites may wish to
bookmark relevant pages within the site,
for example, their bus timetable, or
information about congestion.  Frames
can create problems with bookmarking,
because the URL displayed for each page
is that of the frameset20.  Frames can
create problems both for search engines,
many of which cannot penetrate framed
sites18; for screen readers; and for users of
browsers that do not support frames.

Some of these problems can be
overcome if the <noframes> element is
included within the HTML code.  This
allows an alternative page to be
presented, without frames, enabling
content to be accessed by users with
browsers that do not support frames.
This alternative option should provide
meaningful content, rather than merely
stating that the site requires frames (Box
3.17).  Links to the data in the framed
pages should be made available from
within the no frames element.  Where this
is not possible, site providers could
provide contact details for an alternative
means of enquiry. 

Bobby testing

The Centre for Applied Special Technology
(CAST) provides a free online tool for

web developers called Bobby21.  Bobby is
a programme that scans web sites and
assesses their usability against a number
of accessibility guidelines, helping web
developers to identify changes that could
be made to the web site that could help
users with disabilities to use the site more
easily.  After scanning a web site, Bobby
presents a list of priority one, two and
three errors, each of which, to varying
degrees, negatively affect the usability of
the site.  Bobby also tells the user why the
error may affect the usability of their site
and suggests ways to fix the problem and
increase usability.  

None of the web sites surveyed in the
course of the research into best practice
in web PTI passed the Bobby test.
However, the majority of sites failed on
errors which require little technical or
financial input to fix, yet make a great
difference to the usability of a site: for
example, the inclusion of alt tags for
images, or meaningful titles for frames.
As was emphasised at the beginning of
this section, making a web site accessible
does not have to be financially costly or
technically complex.  Yet the benefits to
the user and the site provider when web
sites are accessible are significant.  
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� The Chiltern Railways site has
an alternative, no frames option

� However, the lack of meaningful
titles for the frames can result in
difficulties in understanding the 
information that the frame 
represents

Box 3.17
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Rationale

Consistency, both within the site and with
established web conventions, promotes
ease of use.  Where users can quickly get
used to the way that a site looks and
works, they will be able to use it intuitively,
more quickly and more easily than if the
site providers change design, style or
conventions within the site.  

Web sites are not viewed in isolation, but in
the context of, in succession or in parallel
to the 2.1 billion web pages currently in
existence22.  Internet users acquire a
pattern of behaviour in response to certain
triggers within these web sites.  To be
efficient, PTI web sites should aim to use
these conventions to their advantage.  

Speed and ease of use

Hyperlinks should be blue and underlined,
with previously visited links shown in
purple.  Use of these conventions speeds
use of the site, enabling users to scan the
page to find links and to recognise the
links that they have visited23.  Underlining
should be avoided if it does not represent
a link.  Convention suggests that frame-
based and non-frame navigation bars, be
placed on the left-hand side of the page.  

Because users read left to right, they will
automatically look to the left-hand side of
the page first – and they will often seek
content and navigation information first
when visiting a site.  
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CONSISTENCY

Consistency, internally and with established web conventions used on other sites,
makes sites easier to use.

� The text style of the 
CalMac site is consistent 
throughout 

� The site uses 
conversational text 
throughout

� Each page contains the 
‘Mac’ signature at the end 
of the text

� The background image and
colours are consistent 

� The site also contains two frames on every page
� There is therefore a strong sense of identity throughout the site Box 3.18
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Identity and consistency

A frame-based or non-frame navigation
bar within a PTI web site not only
functions as a navigation aid, but also
gives a feeling of consistency and
identity.  Consistent use of other features
within the site, for example, graphics or
logos, text styles, colours and style of
writing, also add to the feeling of identity
(Boxes 3.18, 3.19).  

Hyperlinks

Consistency in hyperlinks is especially
important, facilitating quick and easy

movement between sections (Box 3.20).
Where links are consistently presented,
they are more recognisable as links and
are thus more usable.  Inconsistency of
representation of links within a site can be
confusing and could slow use. This is
discussed in full in the Hyperlinks section
of this guide.

Learnability

Consistency can also increase the
learnability of the site.  Where a site is
easy to learn, it becomes an easier site to
use.
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� Consistent use of colours on 
the GMPTE site is a navigation
aid, indicating sections of the 
site

� Consistency indicates location
within the site

� In "About Us", the buttons are 
pink, "Travel Information" 
buttons are dark blue, "News" 
buttons are green and 
"Contact us" buttons are bright
purple

Box 3.19

� This navigation bar is present on all pages within the Buckinghamshire 
County Council PTI site

� The consistency of icons and text links promotes identity, learnability and ease
and speed of use

Box 3.20
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Rationale

Users emphasise that travel information
must be up to date if it is to be useful.
Where travellers experience inaccurate or
out of date information, trust in the site, the
site provider and the service are all
reduced.

Perceptions of the reliability of traveller
information can be equally as important as
the actual reliability of the information.
The traveller must perceive the
information to be accurate, current,
reliable and complete, if it is to be used.
Indications of currency can help to bring

confidence in the information presented
on the web site – and in the public
transport services themselves.  

Indication of currency on the
homepage

A clear and prominent statement of
information currency on the homepage
can give an immediate message about the
quality of the information within the site.
Existing PTI web sites present this
information in two ways: by posting last
and/or next updated tags on the
homepage; or by including a prominent
statement of currency (Boxes 3.21, 3.22).
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CURRENCY

Information to inform travel must be current and up to date if it is to be both useful
and be seen to be useful, thereby inspiring confidence. 

� The Buckinghamshire 
County Council site 
contains a currency 
statement on the 
homepage

� The user is told that 
timetables are up to date and is reassured about timetable changes

� Within the site, the currency of the information is indicated by last updated 
information and by ‘current from’ statements on each timetable

Box 3.21

� The currency statement on the Stockley Park
site states both the last update and when the 
site will next be updated

� The date format, using words rather than numbers, can help to reduce 
possible confusion

� However, the update is long overdue, reducing confidence in the 
site, the site provider and in the information provided Box 3.22
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Last/next updated

The inclusion of last updated tags and
next updated tags, can help to reassure
the traveller that the information is current
and reliable.  The second may reassure
the user more than the first (Box 3.23). 

Currency information is particularly
important for information that is used to
plan departure and arrival times – for
timetable and real-time information24.    

As this guide was being prepared, the
transport network was being severely

disrupted by floods and emergency speed
restrictions imposed by Railtrack as a
result of the Hatfield train crash.  As a
result, many sites had daily, or more
frequent, updates regarding the condition
of services offered.  

Information about the currency of this
information was essential, not just for
practical reasons, allowing the user to
plan their journey effectively, but also to
increase user confidence in a disrupted
service (Box 3.24).  

� This Midland Mainline site 
provides information about 
the currency of the 
emergency updates 
information

� Users are advised to refresh
their browsers to ensure the
currency of the information 
displayed

Box 3.24

� The Surrey County Council 
site includes an indication of 
the last and next site updates 
on the navigation 
bar

Box 3.23



Public Transport Information Web Sites � The Best Practice Guide

Rationale

When seeking traveller information, users
require information quickly and easily:
they do not want to browse, seeking
instead rapid access to relevant
information2.  The average user will turn
from a homepage within three seconds if
the content does not appear relevant to
their needs25.  In terms of PTI, the web is
used as a medium for information
retrieval, not for entertainment or surfing.  
The homepage acts as a window to the
site and is an important indicator of the
relevance of the site to user needs.  It is
the first page that the majority of users will
see when they access the site and should
draw users in, displaying the site content
and giving an impression of ease of use.
If it is badly designed, it may be the last
page that the user sees.  

Three key factors

A good web site has a number of qualities:
the information it provides is relevant; the
site is usable; and it is attractive26.  A good
homepage gives a message about these
three factors,  attracting users into the site
and preventing them from leaving – it is
‘sticky’.  The way in which this is achieved
can vary according to the site’s purpose
and user characteristics, but three factors
are common across all good homepages:
an attractive design; ease of use; and

good information about the site's
content.

Attractive design

The adage that you never get a second
chance to make a first impression is
especially true for homepages on the web.
Whilst content and ease of use are
paramount to the user, an attractive
homepage can foster goodwill and
confidence in the site and can influence
user attitudes towards the information
provider26, influencing also the perceived
value of the information that the web site
holds27. 

Ease of use

The user’s first impressions of the ease of
use of the homepage will affect their view
of the usability of the entire site.  On the
homepage the user should be able to
quickly and easily locate and link to the
information that they seek.  A homepage
that is cluttered will therefore be less
usable than one in which the information
groups and links are clearly defined.  

Essential information

Confidence in the site can be promoted by
the inclusion of, or links to, information
about site ownership, the currency of the
information and contact details, on or from
the homepage.  
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HOMEPAGES

The homepage is the most visible part of a web site.  It acts as a window into the site
and, as the first page that most users see, can draw them into the site.  If badly
designed, it may be the last page that users see.
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Site content

Where homepages provide information
about site content, they quickly and
effectively indicate the relevance of the
site to the user’s needs (Box 3.25).  The
page can act in the same way as a table
of contents in a book, or, by providing a
site description on the homepage, an
introduction to a book.     

Types of homepage

There are four basic homepage designs:
path based, news oriented, menu based
and splash screen28.  

Path based homepage

Path based homepages display the site
contents in a similar way to a chapter-
based table of contents in a book (Box
3.26).  They are structured around a
pyramidal information organisation,
displaying a limited number of information
groups, which link to fuller menus and
further information below.  
The path based homepage can ‘stream’
users into ‘interest groups’28 (if the
information grouping and the naming of

the information groups29 are logical to the
user).  These can be based upon
information types, or geographical areas,
enabling quick access to pages that are
more relevant to the user’s needs further
within the site.  Short cut links to the most
used information on a web site can also 
be displayed on the path based
homepage.  The most effective path
based homepages display between 5 and 

8 links, minimising user memory load30

and information search time.  

News orientated homepage

News orientated homepages are focussed
upon the delivery of headline news to the
user.  There are, broadly, two types of
news displayed within existing PTI web
sites: news about the organisation, for
example, policy or personnel changes;
and news about changes or disruptions to
services.  News of disruptions may well be
very important to the user and can usefully
be displayed on the homepage as a
bulletin (Box 3.27).  However, news about
the organisation will not be relevant to the
user's journey and if provided is likely to
distract and slow the user (Box 3.28). 

� The National Express homepage 
is simple to use and quick to read, 
and gives the user a clear 
impression of the scope of the site

� The page contains a list of just 
four information groups

� There is an additional ‘latest 
news’ option and the opportunity to 
log in to the site, to enable faster 
booking, for registered users 

� The reassurance that users do not have to register to use the site is important
� The site appears simple to use and gives the user confidence 

in site content and usability Box 3.25
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� The Brighton & Hove Bus & 
Coach Co. homepage 
effectively conveys to the user 
both the scope of the site and 
the site content 

� Simplicity suggests learnability
and site usability 

� Good information organisation
and naming of information 
groups facilitates quick and 
effective streaming of users 
into interest groups 

� The homepage displays only eight information groups, minimising memory 
overload and enabling the user to quickly scan the information 
types to locate the information group relevant to their enquiry Box 3.26

� A number of sites display 
‘emergency’ homepages 
during crises and disruptions

� These sites allow the user to 
link directly to the latest 
information about service 
disruptions

� Virgin Trains provide this 
information using 
a pop up window Box 3.27

� Whilst the c2c homepage 
contains a list of paths that 
effectively display the site 
content, its main theme is the 
delivery of company news  

� The eye is focussed upon the 
centre of the page, which is 
used to promote the company  

� The site’s apparent focus upon
marketing may reduce 
confidence in the information 
provided  

Box 3.28
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Menu based homepage

Menu based homepages display a higher
number of links, presenting the user more
immediately with detailed information
about site content, linking to further
information below.  The difficulty with
menu pages is that the user may feel
overloaded when they look at the page
and may therefore leave the site. To
overcome this problem, menu based
pages can be subdivided into sections, so
enabling scanning of the menu (Box 3.29).  

Splash screen

Splash screen homepages act in a similar
way to a ‘dust cover’ on a book: to
introduce the site and to entice the user
in.  Two types of splash screen are used
within existing PTI web sites: the first
aims to introduce the site or the
organisation, providing a textual
description; the second shows a graphic
or animation to introduce the site (Box
3.30).  
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� The Derbyshire and Derby City
homepage uses a menu based 
homepage to display large amounts of 
information, effective for a large site

� Sub grouping of the menu enables 
scanning, facilitating effective 
information search. The information is 
grouped thematically, rather than 
alphabetically, corresponding with the 
user’s real world mental model

� Abstract, alphabetical information organisation can reduce ease of use and 
lengthen search time 

� The most used information is prioritised and highlighted in bold Box 3.29

� The utility and thus the 
desirability of this splash 
screen homepage can be 
questioned

� The homepage fails to convey 
useful information to the 
traveller

� This splash screen slows the 
process of information search, 
providing a barrier between 
the user and the information 
that is sought 

Box 3.30
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However, splash screens can be useful
where they provide information about the
site, for example, site content, or
minimum browser requirements.  Splash
screens can also present two site options,
according to the technological capabilities
available to the user (Box 3.31).  A clear

link to the homepage should always be
provided and the user should be
instructed to bookmark the secondary
homepage, rather than the splash screen,
to ensure that future access is quicker
and easier (Box 3.32).  
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� The Heathrow 
Express homepage 
provides useful 
information about site 
content

� This page advises the user what technology is needed to view 
the site, providing the two options to enter the site Box 3.31

� A clear link to the main homepage is provided by the Buckinghamshire 
County Council site and the user is instructed to bookmark the 
index page, not the splash screen homepage Box 3.32
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Rationale

Linking forms the basis of the web.
Hypertext systems allow the user to jump
between documents, linking to information
and, in effect, allow the user to construct a
virtual document that contains all of the
information that might be relevant to their
individual needs.  

For a hypertext system to be effective, the
hyperlinks must be maintained to ensure
that links are not broken.  Hyperlinks
should allow the user to quickly and easily
gain an understanding of the information
that will be displayed if the links are
followed.  Where there is a mismatch
between the user’s mental model of the
linked information and what is actually
presented, the hyperlinks become a
barrier between the user and the
information being sought.  The user will
experience frustration and the information
search may fail.

Links as navigation aids
Text and icon links

There are three types of hyperlink31: text
only, text and graphical icon and graphical
icon32 only.  Research has indicated that
text and icon hyperlinks (Box 3.33) are not
only preferred by users of travel
information web sites but are also more
effective in information search than either
icon only or text only links .2 31

The combination of text and icons
combines the benefits of each link type.
Text links are initially more recognisable
than icon links and, therefore, increase
the ease of use for newer users.
However, icons can be more quickly
identified than text once the meaning of
the icon has been learnt.  This is important
for quick information search for frequent
users, and for non-English speaking
users, or for users with reading difficulties.  

27

D
esigning the Interface

HYPERLINKS

Hyperlinks are the primary method of navigation between pages within a site and
between web sites.  Hyperlinks should concisely and unambiguously indicate the link
destination.  

� The Chiltern Railways site uses text and icon 
links within the navigation frame

� The icons are representational and the text links 
accurately yet quickly describe the linked 
information

Box 3.33
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Real world and abstract

‘Real world’ links are more effective than
abstract links.  Where the icon is a graphic
of a real world object that is related to the
linked information, or the text is
descriptive of linked information, the user
is more likely to gain an accurate
understanding of the linked information
than if abstract representations were used
(Boxes 3.34, 3.35).  

Consistency

There are a number of ways to present
links within a web site.  Inconsistent use of
linking styles within a web site can be
confusing and could slow use.  Where
links are consistently presented, they are
more recognisable as links and are thus
more usable (Box 3.36).  

Links within the text

Where links are clearly indicated within the
body text, usability is enhanced.  It is a web
convention that links within the body text are
underlined and coloured blue.  Web sites
using this schema are more user-friendly
than sites using alternative in-text link styles.
Where links are only apparent on
mouseover, users' inability to easily identify
the link further reduces its usability. 

Accessibility

Site providers should ensure that, where
graphical icons, image maps or scripting are
used as or within links, alt tags are provided
to ensure that the link remains accessible to
users who cannot access graphics.  The
accessibility of hyperlinks is discussed in full
in the ‘accessibility’ section of this guide. 

� The Buckinghamshire County Council site uses both icons and text as 
hyperlinks

� The icons used are abstract and do not relate clearly to the linked information.
The text links, however, are more descriptive of this information 

� Without the text, the majority of icon links would be unusable, because they are
not directly representative of the information held below

Box 3.34

� The links used within this site, linking to
web sites for different modes within the 
Transport for London network, appear
throughout the site as icon only links33

� The site providers assume that these 
icons are known to the site users 

� The addition of text to these icons would
increase the usability of 
the links for many users Box 3.35
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� The Chiltern 
Railways site 
uses a variety 
of ways to 
indicate a link

� The text and 
icons in the 
left hand 
frame are 
links

� Only the icons are links within the central frame
� The contact icons are activated on mouseover
� The text in the right hand frame is not a link
� The four variations within the one page is confusing and 

reduces ease and speed of use
Box 3.36

� The Croydon Tramlink site 
provides a short explanation of
the link destination  

� The relevance of the links is 
indicated by these 
descriptions

Box 3.37

External links

Many existing PTI web sites provide links
to external web sites, particularly to the
sites providing complimentary services or
information.  For example, many sites link
to the Railtrack web site, to enable the
user to access journey planning facilities
and a number of train operators link to
local bus service providers’ web sites,
enabling the user to plan an integrated
journey.  
External links can be positive, enabling
the user to access information about other
transport services.  However, whilst it is

tempting to link to a large number of sites,
external links should only be provided if
the sites are relevant to the user.  There
should be a clear indication of why the link
is there – in particular, what information
the link provides access to.  Without an
indication of the destination of the link and
the benefits of following the link, the
usefulness of the link and the likelihood
that the user will follow the link are
significantly reduced (Box 3.37).  

Finally, users should be warned when the
links provided are external to the site, to
reduce potential confusion (Box 3.38).  
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� The Derbyshire and Derby 
City site informs users that 
they are about to follow an 
external link, which will take 
them outside the Derbyshire 
and Derby City web site

Box 3.38
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GRAPHICS

If used appropriately, graphics can help to convey information, easing information
search and retrieval and making the site appear more attractive, so increasing its
‘stickiness’.  

� Whilst the Buckinghamshire County Council
site makes use of graphics, alt tags make the 
images more accessible to users who cannot 
access graphics

� Hyperlinks also have alt tags and the navigation 
bar has alternative text links provided underneath

� Within the site, maps have alt tags – however, 
there is no text alternative to the maps

� A text only version of the index 
page is also available Box 3.39

Rationale

The appropriateness of graphics’ use
depends, to an extent, on the site type
and the user profile.  Repeated use of the
same graphics reduces the number of
files to be downloaded and helps to
promote consistency.  However, graphics
can dramatically increase the ‘entry time’
to a site, if used to excess.  Users of PTI
web sites consistently emphasise that
they seek information quickly and easily.
If graphics are used within PTI web sites,
they must be relevant and must support
information retrieval.

Graphics can increase the usability of the
site.  They can be used to convey
information, especially for non-English
speaking users, or those with reading
difficulties.  Using images to indicate
information content can help to speed
information retrieval and can help the user
to scan the page to determine its utility.

Graphics can make a site appear more
attractive, drawing the user into the site
and increasing its ‘stickiness’.  However,
they should be used with care.  If used
inappropriately they can distract the user,
increasing search time.  Moving graphics
are especially distracting.  Graphics can
also increase download times.  Care must
be taken to ensure the accessibility of
graphics.

Accessibility

Graphics can present a number of
accessibility problems to users34.  The
addition of alt tags within the web site can
enable users who cannot access graphics
to understand what the image portrays.
Where the image presents important
information, or is essential to the
understanding of this information, more
detailed, descriptive text can be provided.
For graphics with an important function
within the site, for example, maps or
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hyperlinks, an alternative could be
provided, to allow users having difficulty
accessing or reading maps to access the
information and use the options presented
(Boxes 3.39, 3.40). 

Download time

The adage, ‘a picture paints a thousand
words’ can be updated to read ‘an image
takes two thousand words worth of
download time’ when applied to the web20.
Graphics can increase download times,
prevalent amongst people using older
browsers, or with slower connections to
the web – particular problems for home
users.  The ‘10 second rule’ dictates that
users have a tolerance of 10 seconds
when waiting for downloads, wary not only
of the time costs but also the financial
costs of long download times.  

Minimising download time

Download times can be minimised, if the
size of the image files is kept to a

minimum (Box 3.41).  This can be done in
a number of ways.  Files can be
compressed.  However, there can be a
decrease in the image quality as a
result.

This may not be appropriate for images
such as maps, or timetables, where the 
deterioration in quality may significantly
reduce usability.  Where compression is 
not appropriate, a number of options are
available to the site provider.  

If a graphic will take longer than 10
seconds to download, the site provider
can provide a link to a download option,
rather than presenting the image
automatically.  This gives the option to
proceed with the download, or to access
an alternative file with less download time.  

Alternative presentations, such as
thumbnails or reduced quality images,
alongside links to slower but higher quality
options are also effective ways of
presenting information.  

� On the Arriva the 
Shires site, hyperlinks 
are presented as 
graphics

� The lack of alt text for 
images or hyperlinks 
means that the site is 
unusable when the user
cannot access graphics

Box 3.40
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� The Calmac Ferries site 
makes extensive use of 
graphics

� However, the small file size of 
each graphic helps to ensure 
that the graphics used within 
this site are quick to download

� Repeated use of the same 
graphics reduces the number of
files to be downloaded 

Box 3.41

� Quickly downloaded graphics 
on the First Badgerline site 
indicate the scope of the site

� The site appears attractive, 
clean and inviting

� There is limited use of 
graphics further within the site,
where they would contribute 
less

Box 3.42

Homepages

The use of graphics on a homepage can
draw the user into the site, both by
conveying the scope of the site and
making it appear attractive and inviting. 

It is particularly important that graphics
used on the homepage are quick to
download.  The homepage is the most
visible part of the web site, acting as a
window to the site.  It is the first page that
the majority of users will see – if the page
has a long download time, it may be the
last page within the site that the user
sees35 (Box 3.42).  

Facilitating scanning

Web users scan web pages to determine
their usefulness.  Graphics can assist the
user in this process.  Metaphors can be
used in a similar way to section headings,
with user recognition of images indicating
relevant sections – for example, a graphic
of a bus to indicate information about
buses, or a clock to indicate timetable
information.  This can help the user to
identify links to further information,
assisting speedy information retrieval36.
Images can also break up the text,
including more white space and making
reading on screen easier (Box 3.43). 
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� The use of graphics on the 
Calmac Ferries site breaks up
the text

� The site looks attractive and 
users are drawn into the site

� This format is appropriate for 
this site, which is targeted 
largely at holiday makers 

� The format may not 
necessarily be appropriate for 
users of other 
PTI web sites Box 3.43

� The c2c site uses a lot of 
graphics 

� The homepage is colourful 
and inviting

� However, the moving graphic 
at the top of the screen, 
advertising an online 
competition, holds the user’s 
attention

� The eye is then drawn towards
the (stable) graphics, which 

are colourful, in contrast to the low colour menu of contents 
� Both of these features distract the user from the menu 

of contents Box 3.44

Confusing and distracting

Whilst a limited number of graphics can
attract the user towards relevant
information, too many graphics may
confuse the user, causing cognitive
overload and distracting the user from the
information search, increasing search
time.  Use of inappropriate graphics may
mislead the user, drawing their attention to
an incorrect information section that

appears to contain relevant information, or
distracting the user from relevant
sections, each as indicated by the
graphic.  Moving graphics are almost
always a distraction and rarely add to the
site content, serving only to confuse and
distract the user (Box 3.44).  
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MOVING TEXT AND GRAPHICS AND OTHER
SOPHISTICATED FEATURES

New technology, flashing graphics and moving text can be exciting and attract
attention, but can also decrease usability, so should be used sparingly, if at all. 

� The Nottingham City 
Transport site has five 
moving features on the 
homepage (indicated)

� The eye is drawn towards 
the moving features, away
from the main information 
features on the site

� The user can feel 
confused, as 
these features compete for
the user’s attention 

� The moving features do 
not add to the web site, but
serve rather 
to distract 
and confuse Box 3.45

Rationale

The majority of users accessing a traveller
information web site do so to complete a
specific information retrieval task.  The
PTI web site should be designed to
support this aim, helping users to find the
information that they seek both quickly
and easily.  

‘Gratuitous use of bleeding edge
technology’ remains one of the top ten
mistakes of web site design37, identified by
Jakob Nielsen.  Whilst new technology,
flashing graphics and moving text can be
exciting to the site provider and to some
users, they can decrease accessibility,

cause distraction and user irritability and
slow information retrieval.  They should be
used sparingly, if at all.  

Moving text and graphics

The eye is naturally drawn towards
moving graphics or text.  Whilst these can
be useful tools for emergency
announcements, in the main such
features distract the user from the search
task (Boxes 3.45, 3.46).  

These features may also be inaccessible
to users with lower specification browsers,
or those using assistive technology.

The arrows indicate the areas of moving text or graphics    
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Where alternative, low tech options are
provided, sites will be more accessible
(Box 3.47).

Non UK sites

Prevalence of flashing graphics, moving
text and use of advanced technology was
a characteristic of the majority of non-UK
sites surveyed in the preparation of this
guide (Box 3.48).  It is unclear whether
this is a function of the higher levels of
access to more advanced and faster ways
of connecting to the Internet, or of cultural
preferences 

Simple is usable

Often, sites that are simple to produce,
which do not use new technology or
moving features, are the simplest to use,
facilitating quick and easy information
retrieval.  Unless new technologies or
moving features add to the site, or
increase usability, it is recommended that
they be avoided.  

� The First Great Western site 
includes a fast moving train 
graphic on almost every page,
and this moves across the 
screen approximately every 
thirty seconds

� The graphic can distract the 
user, obscuring text 
as it crosses 
the screen 

Box 3.46
Moving train graphic

� This site, from Heathrow Express, 
presents an alternative site for users 
who are unable to access the Flash 
plug-in

Box 3.47
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� The scrolling text and 
the moving cartoon 
character which floats 
across the screen on the
Kowloon Motor Bus site 
can confuse and distract

� The audio sequence 
launched on site entry is
also distracting.  The 
lack of instructions to 
disable the audio may 
frustrate the user

� If audio and moving characters are to be included in a site, there should be a
clear no-audio/disable moving character option 

� Whilst these features may initially create amusement, they do not add to the 
information content and could result in users leaving the site 

� These features may also create accessibility problems Box 3.48

The arrows indicate the areas of moving text or graphics    
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INFORMATION ORGANISATION

‘A simple, logical, understandable navigation scheme can increase the number of
page impressions, boost return visits and improve a site's "conversion rate" (the
number of visitors who are "converted" into customers).  It is a critical aspect of site
design… [with] a direct effect on the bottom line.’38

� The top level is the homepage, which contains a 
number of links to information groups on the 
second level

� The user then links from the second level 
information groups to more detailed information 
on the third level

� There can be links between information groups and
pages, supporting internal links between compatible
information sections

� The information structure is visible: there is a clear 
path through the levels to the information required

� The visible hierarchy can give confidence to the 
user, reducing feelings of lostness

� The simple structure can speed information search
� The information structure here is more chaotic.  
� It is more difficult for the user to visualise a path 

through the site, or relationships between pages
� This structure can slow information search

Box 3.49

Rationale

Users of PTI web sites seek information
quickly and easily.  PTI web sites should
be structured to help users follow the
correct path to the information they seek.
There should be logical information
grouping and linking to enable effective
and efficient navigation through the site.

Structure

There are, broadly, two forms of
information structure within travel web

sites (Box 3.49). The first is a pyramidal
structure, which presents information in a
hierarchy, with the level of detail and
specialisation increasing progressively as
the user travels down the hierarchy.  The
second structure resembles a spider’s
web.  The former structure is more usable
in traveller information sites, more
strongly corresponding with the user’s
model of information organisation.  This
structure also supports the user in
visualising where they are in the site and
where they are going.

Diagram of simple pyramidal
information structure

Diagram of spider’s web
information structure
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The grouping of information and the
naming of these information groups can
influence the ease of site navigation.
Where it is logically grouped, users will
locate information more quickly and easily.

Information grouping

Information groups are not exclusive –
information can reside in more than one
information group and linking between
groups where it would be logical to do so
should be encouraged.  For example, all
information about travel by public
transport could be placed within the same
group, with all travel by car placed in
another.  Information about Park and
Ride, however, might belong in both
groups, or be clearly linked from both (Box
3.50). 

Naming of information groups

The name of the information group should
adequately reflect its content.  Whilst it is
often desirable that group names are 

short, reducing space used within menus
and navigation bars, this should not be at
the expense of clarity

‘3 clicks’ rule

Users should be able to find or to visualise
a path to what they seek within three
clicks.  Where users cannot do so, they
may start to feel lost, or that the site does
not contain the information that they seek.
This decreases the likelihood that their
search will be successful, and makes it
more likely that they will exit.

� On the menu on the Nottingham 
Travelwise site, information about 
Park and Ride is grouped with 
information about travel by car 

� However, it may be logical to some 
users to look for information about 
Park and Ride within the public 
transport section

� By placing Park and Ride information
within both sections on the menu, 
confusion could be avoided

Box 3.50
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NAVIGATION AIDS

Navigation aids help the user to quickly and easily find the information they seek.
They can reduce the feeling of being lost and can encourage and facilitate effective
search.  

� The frame-based navigation bar used within the Chiltern 
Railways site provides constant navigation support 
throughout the site, enabling the user to quickly and easily 
link to all information groups within the site

� Users are constantly aware of the information that is 
available within the site, which may encourage them to visit
this information 

� The navigation bar holds both text and graphic links, which
are clearly named and easy to understand

� A link to the homepage would be useful information 

Box 3.51

Rationale

Navigation aids help to support the user’s
navigation through the site, performing
two functions: telling the user what
information is held within the site; and
helping them to quickly and easily find the
information they seek.  Navigation aids
can provide support to the user during
their search, encouraging search through
the provision of visible search support.
They  can reduce feelings of being lost,
helping the user to visualise the internal
structure of the site.

Types of navigation aids

The navigation aids discussed in this
section, which are used in a number of

existing PTI web sites are: frame-based
navigation bars; non-frame navigation
bars; site maps; trailing; and search
facilities.  The section continues to
discuss principals of good practice:
providing a clear return to the homepage
from every page; dealing with long pages;
information ‘below the fold’; and breaking
the back button.  Hyperlinks and
information grouping are discussed
elsewhere in this report.  

Frame-based navigation bars

Use of frames within a site enables a
navigation bar to be permanently
displayed to the user in one of the frames
while the other frame(s) is/are used to
display information pages as the user
moves around the site.  Frame-based
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navigation provide constant on-screen
navigational options and support to site
users.  When accessibility amendments39

are made to frames, they can fulfil a very
valuable function.  The constant presence
of the option to move to different
information groups quickly and easily, or
to return to the homepage, can give the
user confidence in their search and in their
ability to recover from a sense of being
lost (Box 3.51). 

This said, to be useful, the frame-based
navigation bar should represent useful
information in a usable format.  The
information groups should be clearly
named and represented, with only the top
level information groups shown.  Where
too much information is presented on a
navigation bar, the bar can be cluttered,
confusing and difficult to read.     

Non-frame navigation bars

A subtle but significantly different
alternative to the frame-based navigation

bar is the non-frame navigation bar.  The
non-frame navigation bar is similar to the
frames-based version, but is not static.
Rather, it is part of each page and thus
scrolls with the page.  Such navigation
bars avoid many of the accessibility
problems associated with the frame-
based version, yet continue to provide
clear and consistent navigation support
and information awareness throughout the
site, from each page (Box 3.52).  

Site maps

A site map is a representation of all of the
information within a web site, in either text
or graphical form.  Site maps can be
invaluable to users, not only providing
instant links to all information held within
the site, but also helping users to picture
the site structure and their position within it.

Site maps that list information within
information groups as they appear within
the site are more usable than those that 
list information alphabetically.  Listing by 

� This site, from GoByCoach, uses the same non-
frame navigation bar down the left hand side of the 
majority of pages 

� The list of ‘GoByCoach Tools’ is consistent, ensuring 
that links to FAQs, contacts information, the site map
and online booking are present on every page

� The navigation bar also contains the links within the 
information group that the user is in 

� Whilst a large number of options is presented within 
the navigation bar, their division into two groups 
reduces clutter, helping to ensure that it is easy to use

� The navigation bar is clear and uncluttered, with 
clearly named information groups

� The user can enter the site through a page other than
the homepage and still be informed about all of the 
information groups within the site.  The same would 
not be true of a frame-based site, which 
would prevent entry to the site from a 
page other than the homepage Box 3.52
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topic is less abstract than alphabetical
listings, more closely representing the
user’s mental model and the site
structure.  Thus, the former more closely
resembles a list of content, whilst the
latter can more legitimately  be called a
site map (Boxes 3.53, 3.54).  

Breadcrumb trails

The user’s position within a site can be
indicated on every page using
‘breadcrumb trails’23 or highlighting areas
of the navigation bar or frame, indicating
to the user their current position within the
site (Boxes 3.55, 3.56).  This can help to
reduce the feeling of being lost, whilst
also helping the user to learn the
structure of the site.  
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� Alphabetical listing of pages within the first 
Nottingham Travelwise site map is not as usable 
as the site’s alternative listing of information within
information groups

� Alphabetical 
listing is 
particularly 
cumbersome if 
used to list 
pages within 
long sites

� The user can more quickly and easily find the information that 
they seek if it is grouped into and listed with, 
like areas

Box 3.53

� This graphical site map, on the Metrobus 
site,  is helpful and usable, grouping 
information and illustrating the position of 
the information within the site

� The site map illustrates the site structure, 
indicating the different levels of information
and the route to the information 

� The user can clearly understand their 
location within the site

� However, the information is presented as a
graphic, with no text alternative – a more 
accessible site map could follow this 
structure and yet present the 
information in plain text Box 3.54
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Search facilities

Search facilities are an alternative means
of navigation.  If search engines are used,
the user may not search manually
through the site, relying upon the search
engine alone.  Thus, the site provider
must be confident in the quality of the
search process; the relevance of the
results; and the quality of the user input
into the search engine.

Adequate instructions on how to use the
search facility should be provided – in
particular, what information and in what
format the user should input.  The results
should be presented in order of
relevance, with a short description of

page content, to enable the user to judge
their relevance.

Returning to the home page

Where sites provide a clear link to the
homepage from all pages within the site,
this can boost confidence and support
navigation and search. 

Long pages

On long pages, it is recommended that an
indication of the page contents, with the
option of linking directly to this
information, be provided.  This can help to
speed the information search and may
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� This site, from GMPTE,  indicates the 
user’s current position by firstly, highlighting
the top level information group on the top 
navigation bar; 

� The second level information group is then
highlighted on the left hand navigation bar;

� Finally, the page that the user is viewing is
highlighted in the menu in the centre of the
page

� The user can see their position in the site, 
whilst also viewing other information 
options 

� However, this breadcrumb trail may be 
considered less intuitive 
than the trailing used within 
the site below Box 3.55

� A breadcrumb trail appears at the top of each page on the Surrey County 
Council site 

� The user can quickly and easily understand their location within 
the site and can move easily between information levels Box 3.56
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persuade the user of the relevance of the
information on the page.  Links back to
top of the page can also be useful on long
pages.  

Below the fold

There can often be a problem of users not
finding information that falls ‘below the
fold’ on web pages.  This can be because
the page design is such that it suggests
that the information is complete – for
example, if a lot of white space is
included underneath content, before the
content continues, or if a line or graphic
suggests a natural end to the content.
This problem can be checked by viewing
the page at different screen resolutions.
Site providers should be aware of this
problem and should, where possible,
avoid designing pages with these
features.  

If below the fold information is
unavoidable, then it is advised that an
indication that the page continues, or the
reverse, is provided (Box 3.57).  

Breaking the back button

The ‘Back’ and ‘Forward’ buttons in web
browsers are fundamental to navigation
on the web.  Breaking the back button
can cause confusion and feelings of
being lost, removing one of the most
fundamental navigation aids.  

The back button is broken when new
browser windows are opened.  A number
of PTI web sites open new windows for
PDF files, used by the majority of sites to
present timetable and map information.
Where new windows must be opened, a
short warning to the user that a new
window will be opened, plus instructions
on how to return to the original web sites,
can be included, to help to reduce
confusion.  The back button can also be
broken where sites include an automatic
redirection function, or a page refresh.  

The user will be taken back to the jump or
refresh page and may be caught within
this web site.  Thus, where possible, this
should be avoided. 
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� The addition of a clear page break at the end of each page within
the London Luton Airport site clearly indicates the end of the 
information Box 3.57
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SITE DESCRIPTION

A clear description of the site content can promote both confidence in the site and
perseverance in the search.  

Rationale

When consulting a traveller information
web site, the majority of users have a
clearly defined goal.  When entering a PTI
web site, an indication of the content can
determine the usefulness and relevance
of the content to the user’s needs.  A clear
description of the geographical and modal
scope of the site content and purpose can
reduce the user’s uncertainty about the
likelihood of finding the information – or
they will at least gain an appreciation of

the site’s limitations.  Site descriptions can
also give confidence in the information
quality, indicating  authorship. 

Scope of the site

A number of existing PTI web sites include
a site description on the homepage.
These vary in content and length, yet can
be equally effective in conveying the
scope of the site (Boxes 4.01, 4.02).  

� The short site description on the Nottingham Travelwise site indicates the 
scope of the site, and users can quickly assess the relevance of the information
to their needs

� However, more detailed information about site content may 
be more useful Box 4.01

� The site description on the Northern Spirit
site tells the user that the key function of the 
site is to provide timetable information 

� The promotional element of the site is clearly 
stated to be secondary

� The site description tells the user about site 
content in more detail, providing links directly 
to information alongside a short description of
that information

� An indication of whether the site only covers 
Northern Spirit would be useful

Box 4.02
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Site limitations

Site descriptions can inform the user not
only about what is on the site (Box 4.03)
but also about what information is not
provided (Box 4.04). 

First impressions last

Site descriptions convey more than site
content.  They can implicitly convey
information about the usability of the site
and its 'tone'.  As the first thing that many
users will read when entering the site,
they can form the user’s first impression.

Descriptions with a friendly tone and
simple language give the impression of
helpfulness and usability; those with an
overtly promotional tone may lead the
user to question the site's objectivity; and
site descriptions that are complicated can 

suggest low usability of the whole site.  

Minimum technical requirements

Finally, the site description can inform the
user about any minimum technical
requirements necessary to use the site
(Box 4.05).

� The site description on 
the Caerphilly County 
Borough Council site 
uses the first paragraph 
to outline the site’s aims

� It also tells the user that 
timetable information is not 
available, but provides a 
contact link for this information

� The description continues to 
provide information about 
site content, providing direct 
links to this information

� It also gives information of the currency of the site
Box 4.03

� The Nextbus site provides an 
indication of the limitations of 
the site, alongside instructions 
on how to make best use of it

� The user seeking schedule 
information will not waste time 
searching this site – yet 
may stay to find 
real time bus 
time information Box 4.04
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� This site, from Belfast City Airport, tells the user that many features require a
Java-equipped browser and that the site has been designed for use with the 
latest versions of IE and Netscape.  It also provides links to downloads of 
these browsers.  The user is therefore told that they may not be able to fully 
access the site without this technology

� A link to contact details for further information for users without 
access to these browsers (and therefore the site) 
would be useful.  Box 4.05
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INFORMATION ABOUT THE ORGANISATION

The provision of information about the organisation can be useful to the traveller.
However, care should be taken to ensure that this section of a site is not treated as
a ‘catch all’, in which to place information that does not fit elsewhere.  

Rationale

The Internet is an unregulated information
environment.  The user is presented with
a large number of information sources,
with little indication of which information
can be trusted.  As in the offline world,
users are only likely to trust the
information and the service provided if
they are informed about the service
provider.  Information about the
organisation helps to build an identity in
the eyes of the user, which can lead to
trust and to brand loyalty.

Information about the organisation – who
it is, the scope of its operations,
responsibilities, reputation and past
performance – can help to build trust in
the organisation, the information and the
services provided.  Without trust, journeys

by public transport will not be made.  Trust
in the organisation is also especially
important in respect of online
transactions.  

Information to include

A wide variety of information is included
within the ‘about the organisation’ sections
of existing PTI web sites.  Many sites
present information about the history of
the organisation, its aims and objectives,
performance indicators, the organisation’s
responsibilities or the scope of service.
Information about the fleet may also be
presented here, as may details about  the
organisational structure.  This section
should always include (a link to) contact
details for the organisation, as the user is
likely to look here for this information (Box
4.06). 

� Chiltern Railways’ site has 
logical content

� However, there is no 
information about how to 
contact the organisation, 
which many users will expect
to find in this section 

Box 4.06
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Many sites use this section to include
information that the site provider feels
should be on the web site, but is unsure
where to place it.  The result is often that
users are unable to locate information,
because it is not logically grouped or
named. 

Of central importance, therefore, is that
the naming of this information group
accurately represents the information
presented, to maximise navigability by

accurately indicating the scope of the
section.  Where the section includes more
than information about the company,
including, for example, information about
the fleet or areas served, this should be
represented by the information group
name.  For example, if this section
includes information about the
accessibility of the fleet, the information
group could be renamed, ‘about us and
accessible transport’ (Box 4.07).  

� ‘About us’ on the London Luton Airport
site, provides a link to information about 
how to contact the company

� Users may not expect to find this 
information in the ‘about us’ section, which
should contain information about the 
company

� The section could be renamed, ‘about the 
airport’, indicating that the section 
holds information about the airport, rather 
than information about the company

� It may be more logical to include location information within 
another section, perhaps named ‘how to find us’

Box 4.07
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HELP AND SUPPORT

The presence of visible ‘help’ information can help to reassure the user.  Visible
search support can promote confidence, encouraging search.  

Rationale

Using the web can be confusing and
intimidating to some users, in a number of
ways.  A fear of getting ‘lost’ within a site
may discourage users from searching the
site.  Lack of time to search, or to learn to
use an application, may prevent the user
from experimenting.  As a result of these
factors, the user may exit the site in
frustration.  

Help information can assist in overcoming
these problems.  The presence of visible
search support can promote confidence,
encouraging experimentation.  

Help to use applications can prompt
effective use and can reassure the user
that they are not the only ones to require
assistance.  Help options can also speed
information search and retrieval.  

Immediate help and delayed,
contact help

Help can be immediate – provided within
the site – or delayed, via an external
contact, for example, through a feedback
form, email or postal address, or
telephone number.  Contact help is
discussed in the ‘contact details’ section of
this guide.  Users of PTI web sites often
require information quickly and easily with
immediate help therefore preferred.

FAQs

One way to provide immediate help
information is through the provision of
answers to frequently asked questions
(FAQs) about the site, the service, or the
application.  Not only do FAQs answer
questions immediately, but they also
reassure the user that they are not the
only one to have such difficulties.

FAQs should be just that – questions that
are frequently asked by users, not
questions that the site providers thought
would be asked when the site was
designed.  The formulation of FAQs
should, therefore, be via user feedback
and they should be subject to change as
the most popular questions change.  It is
unlikely that the FAQs will answer all
questions that users will have.  So they
should not be the only form of help.
Linking to contact help from the FAQs
pages allows users to ask other, specific
questions.  

Successful FAQs pages are those that
answer the questions that  users are likely
to ask, fully but simply.  Locating the
appropriate question within the FAQs
pages to address the user’s concern
should be straightforward.  This search
can be made easier where the FAQs are
displayed in an order that is logical to the
user, with an index of questions linking
directly to the relevant answer.  Where a large
number of FAQs are listed, an index of topics
can help to speed the search (Box 4.08).
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� This easyJet site providesFAQs as 
help

� The FAQs are organised into 
categories, making the search for the
relevant FAQ easier, and a list of 
FAQ categories is provided on 
another page within the site

� However, if an index of FAQ 
categories were provided at the top 
of the FAQs page, linking directly to 
each category, the search for 
help may be quicker

Box 4.08

� The GMPTE site provides an 
explanation of how to use the site

� The user is taught how to navigate 
the site using the navigation bars and
how to use map applications, and a 
number of site features, for example, 
the ‘back to the top’ arrow, are 
highlighted and explained

� A link to help information from every 
page, not just the homepage, may be
useful

Box 4.09

� The Northern Spirit site
provides instructions on 
how to use this map 
based journey planner, 
and these are placed 
alongside the application

� Instructions do not disrupt the use of the application
and will not distract experienced users, yet are clearly 
visible to users needing help

� Instructions reassure the user, promoting confidence 
and experimentation, in addition to encouraging easier 
and more efficient information search

Box 4.10

Instructive help

Information about
how to use the site, or
applications, can be
useful, speeding the
learning process
through which users
progress when using
a site or application
for the first time
(Boxes 4.09, 4.10).  
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CONTACT DETAILS AND FEEDBACK FORMS

Giving contact details and encouraging feedback can increase customer confidence
and satisfaction and should lead to improved information provision. 

Rationale

Few travel web sites can provide every
piece of information that the user
requests; and few users will always be
able to find the information they seek.  If
users cannot find the information that they
seek, they will leave the site dissatisfied
both with the web site and with the site
provider. They will be less inclined to
revisit the site and possibly unable to
make their journey by their chosen mode.
In providing information to enable the user
to contact the organisation and to provide
feedback, the site provider can help the
user to find the information that they seek,
to reduce this potential problem.

Visible contact options can also give
confidence in both the information search
and in the site provider.  Contact details
can provide a ‘back up plan’ for
information search, reassuring the user
that ‘human help’ is available if necessary,
thereby encouraging continued search.

The provision of information about how to
contact the organisation also allows users

to send valuable feedback to the
information provider regarding site content
and presentation.  User-contributed
improvements to the content and input
into the presentation of the information
can help to increase the utility of the site,
making the web site more useful, usable
and used2.  The provision of contact
details for further enquiry should not,
however, be seen as a substitute for good
site content.  

Where to position

Contact details should be visible and easy
to locate, from all areas of the site.  A link
to contact information from the homepage
is provided by a number of existing web
PTI sites.  Many sites include a link to
contact information on their navigation
bars (Box 4.11).  Both strategies ensure
that the user can quickly and easily locate
this information.  Contact details should
also be provided within the ‘About the
Organisation’ web pages, where many
users will look to find information about
how to contact the site provider.  

� The Nottingham City 
Transport site provides 
contact telephone numbers 
on its top frame

� It is visible from the majority of pages
� There are multiple contacts for a variety of enquiries Box 4.11
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Box 4.12

� The alphabetical listing of subjects on the 
London Luton Airport site speeds search

� The drop down list minimises space used
� However, to be useful, information 

grouping and the naming of information 
groups must be logical to the user

� Alternative contact details, in addition to 
the subject groups, should 
also be provided Box 4.13

What to provide

Best practice in the provision of contact
details includes the provision of multiple
contacts for different enquiries; contact
name(s); and details of different means of
contact, including email, minicom, postal
address and telephone (Box 4.12).
Details to enable human contact by the
user are especially important.  There may,
however, be (negative) staffing and cost
implications for the site provider.

Contact details can be provided as an
unordered list of departments.  However,

to facilitate more efficient search, web
sites may provide a drop down menu,
featuring an alphabetical listing of subjects
about which the user may wish to enquire
(Box 4.13).  

This format can facilitate quick and easy
search for contacts information.  However,
to be successful, the subject titles must be
logical to the user and all subject areas
that users are likely to contact the
organisation about should be included.
Alternative, non-specific contact details
should be provided.  

� The Derbyshire and
Derby City site 
offers the user a 
number of  means to
contact the site 
provider 

� The contact 
details allow 
human contact 

� The user can quickly and easily contact the correct department for their 
specific enquiry

� The user can also contact a named person for specific enquiries
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Contact details for organisations that are
external to the site provider can be useful
to the user, helping to ensure that queries
are directed to appropriate organisations
(Box 4.14).  

Feedback forms

Many sites also provide a feedback form.
Feedback forms can be positive in that
they indicate to the user that feedback is
encouraged and welcomed.  For the site
provider, feedback forms can help to
categorise enquiries, making processing
both easier and faster.  

The feedback form should be seen to be
impartial; only asking for essential
personal information, alongside an
explanation of why these details are
necessary and how they will be used; and
providing data protection guarantees.
Alternative, non-form contact details

should be provided, to allow users to
comment outside the constraints of the
form and to access human help.

Impartial

Care should be taken to ensure that
feedback is not limited to what the
provider wants to hear – for example, a 

form should not only ask for feedback
about ‘why you like the site’, or ‘the best
things about our site’.  If the feedback
form appears to be subjective, the user
may lose confidence in both the
information provider and the information
itself.  Feedback forms should always
include a section in which the user is able
to comment freely about any aspect of
the web site. 

Personal details

The user may be deterred from
completing the form and thus from 
submitting comments about the site, or 

information requests, if the form asks for
personal details, without stating the need
for these details (Box 4.15).
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Box 4.14

� The provision of contact 
details for queries outside of 
the site provider’s remit on 
the Caerphilly site ensures 
that queries will be 
appropriately directed 

� This can save site provider 
and user time 
and resources

Box 4.15

� The Surrey County Council 
site clearly states the reason 
for requesting personal 
information



A lack of data protection guarantees may
deter users from completing online forms,
with concerns about the distribution of
personal details to unauthorised
organisations.  Such concerns are
especially prevalent in the (currently)
largely untrusted Internet environment.
Where online transactions are facilitated
by the site, data protection guarantees
will be especially important.  Lack of trust 

in some areas of the site and in areas of
interaction with the site provider may
negatively affect trust in online
transactions.  Data protection guarantees

should be clearly stated, rather than
being ‘opt in’ guarantees, where the user
must select that their details may not be
passed to other organisations.  An
indication that the submission of personal
details is voluntary, allowing the user to
not provide personal information, may
increase the likelihood of feedback being
received (Boxes 4.16, 4.17).  

Marketing information

Feedback forms should not be used to
gain marketing information about

� The c2c site allows the user to 
freely comment on any aspect 
of the service or the web site.  
However, a detailed user profile 
is requested at the head of the 
form

� Completion of fields is 
obligatory (indicated by an 
asterisk), but no data protection 
guarantees are provided

� The user is not told why this 
information is necessary 

� Users may be deterred from completing the survey and may 
question the motives behind the provision of a feedback form  

Public Transport Information Web Sites � The Best Practice Guide
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� The Arriva the Shires site requests a limited amount of personal details
� The feedback form asks for user contact details, yet places this request at the

foot of the feedback form, with a statement regarding why this information is 
requested.  

� Alternative contact details are provided within the site for 
other enquiries Box 4.16

Box 4.17
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travellers, unless this objective is
explicitly stated and the option to choose
to complete these sections is given.  The
use of a feedback form to gain marketing
information, under the guise of customer
service, may deter the user from 
completing the form and may reduce user
trust not only in the organisation and its
site but also in the public transport
service itself (Box 4.18). 

More efficient feedback forms

The provision of links to frequently asked
questions (FAQs) alongside the feedback
form can help the user, offering instant
answers to many questions.  This can 

also help the site provider, potentially
reducing the number of enquiries, saving
time and money.  Streaming users into
interest groups and directing them
towards feedback forms appropriate to
their needs can also help the site provider 
to deal with enquiries more efficiently40

(Box 4.19). 

Additional contact details

The provision of a feedback form does
not negate the need to provide the user
with information concerning alternative
means of contact, because the form itself
may be inaccessible to many users.  
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� The Midland Mainline 
feedback form, linked from a
section entitled ‘customer 
relations’ and in-text links to 

‘feedback form’, 
begins by 
asking extensive
personal details
about the 
traveller, then 
their travel habits 

� The customer is 
only given the 
opportunity to 
feedback after 7 
screens of 
marketing 
questions

� Requests for this information should be after the opportunity to feedback, with 
clear data protection guarantees, a rationale for requiring this information and 
the option to not complete. 

� Alternative contact details are provided for direct email, telephone or postal 
feedback, but these are included under a separate information 
group, ‘general information’ and are not linked to the 
feedback form

Box 4.18
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Response

An indication of how feedback is dealt
with can provide confidence in the
feedback process and may encourage

more feedback.  Sites should indicate
whether or not users will receive a reply
to their feedback and, if so, how soon a
response will be provided (Box 4.20).  
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� On the Unilink site, the user is 
told that the feedback is valued 
and will be used to improve the 
site

� The user is reassured that their 
response is confidential and the 
optional nature of all questions 
is emphasised

Box 4.20

� The feedback page on the 
National Express site also 
acts as a means of help by

listing FAQs 

� Feedback is 
channelled into 
categories before
the user is 
presented with a 
feedback form

� The feedback form in each category is preceded by information, 
which may immediately address the user’s concern

� Categorised feedback and enquiries can then be more 
efficiently and cost-effectively dealt with by the provider

Box 4.19
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POLICY

Information about policies can inform the traveller about the rationale behind them
and could persuade the user of the case for action.  

Rationale

Policy information can be an important
educational resource for travellers
affected by transport policies and for the
general public.  It can also be an important
marketing resource.  Where travellers are
informed about the reasons behind
actions, they are more likely to understand
and appreciate the need for them.  Thus,
if the organisational policy is explained,
more travellers may be persuaded of the
case for transport change.  However,
whilst policy information can be an
important persuasive tool, the clear
separation of policy information from
information to plan the journey is
essential.

Policy categories

Existing PTI web sites provide information
about policy on a number of levels: central
government policy; local authority

transport policy; corporate policy (aims);
and corporate policy in the form of
company travel plans (the latter is detailed
in a later section).  

Usable and readable

Where policy information is provided, it
should be presented in a usable format.
Lengthy policy documents do not transfer
well to the web.  If the policy document
cannot be rewritten for the web, care
should be taken to ensure that the
information is structured into short,
logically named sections.  Information that
is concise and easily-scanned, with key
words or sentences highlighted, is more
readable on the web.  

A summary document, written in plain
English, that is easy to read and
understand, is more usable and may be
more used than many existing policy
documents (Boxes 4.21, 4.22).  

� On the Nottingham Travelwise
site, policy information has been 
rewritten and summarised in a 
short, easy to read format

� The information is related to 
practical actions 

� The benefits of the policy to 
travellers are 
highlighted Box 4.21
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Box 4.22

� On the Croydon Tramlink site 
the policy underlying the 
construction of the tram system is
detailed

� The information is easy to 
understand, written in plain 
English, summarising the relevant
policies underlying the tram 
system’s development

� The policy is explained simply and
quickly and is organised into short
sections, each relating specifically
to the tram system

� This illustrates the business case
for policy information.  It can be 
seen as a form of marketing, 
persuading travellers of the 
positive contribution to the 
environment, health and policy of
using the tram

Separation from PTI

Policy information should be clearly
separated from PTI.  Where PTI appears
alongside policy information, users may
question the objectivity of the information.  

Where users suspect that PTI is
subjective, the information will not be
trusted. 
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NEWS

Where news is presented within a PTI web site, news directly affecting the traveller
should be presented separately to other press releases 

Rationale

News about service changes and
disruptions is essential to the traveller and
can directly affect travel plans.News about
the organisation, however, is less relevant
to the traveller’s immediate journey and
can distract the user from their search,
slowing information retrieval and journey
planning.  

Clarity 

News about service changes and
disruptions is most usable where it is
separated from other news (Boxes 4.23,

4.24).  Not only does this promote fast and
easy search for and retrieval of
information to inform travel, but it clearly
separates promotional news releases
from travel news releases, creating a

perceptual barrier between subjective
(promotional) and objective (information to
inform travel) information.  

Disruptions to services 

During times of severe disruption, or
radical service changes, the use of a
bulletin page as, or prominent links on, the
homepage, can help users to quickly and
easily find information about changes to
their journeys.  During the fuel and rail
crises, September to November 2000, a
number of web PTI sites replaced their
homepages with bulletin pages, detailing
service changes (Box 4.25).  These sites

not only informed the traveller, but also
fostered an information culture among
travellers, as more travellers accessed the
sites in greater numbers. 

� The c2c site has clear separation 
of news types into two sections, 
news and travel updates

� The user can quickly and easily 
access information about service 
changes and disruptions 

� The date of the bulletins is clear

Box 4.23
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� The First Badgerline site presents information about service changes 
within the same section as other press releases

� The titles of many of the press releases do not suggest that they contain 
information about service changes and the details of the services affected are 
not immediately clear

� This slows information retrieval and search Box 4.24

Box 4.25

� During the 2000/1 rail crises, 
the Midland Mainline site 
placed up to date news about 
service disruptions on the 
homepage

� The news is easy to 
understand, use and locate

� The information currency is 
clearly stated

� There is a link to revised timetable information 
� A contact number for further information is also presented 

Displaying press releases

The majority of sites organise press
releases into reverse chronological order.
A more usable format for travellers would
be to organise the press releases into
subject groups.  Also, where news about
service changes is presented separately
to general news about the company,
passengers may be able to find relevant
information more quickly and more easily.

This information will also be more usable
if it is presented in a way that is logical to
the user (Box 4.26).  

The location of service changes news in
the same section as information about
services is logical, ensuring that
information about change and disruption
is seen when planning a journey (Box
4.27).  
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� The GMPTE site presents 
information about service changes in
a separate section, with the service 
changes listed in reverse 
chronological date order

� Listing services by service number, 
or area, may be more logical to the 
traveller, who may not access the 
web site daily to check for service 
changes and thus will have to search
through the list to find information 
about relevant service changes

� Links from the timetable pages of 
affected routes would also be useful

Box 4.26

� The Derbyshire and Derby City
site provides a news flash on the 
timetable pages, warning the user 
that this service is currently being 
affected by disruptions

� This ensures that travellers planning 
a journey are aware of any 
disruptions to services, without 
having to consult a separate news 
section

Box 4.27
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FINDING THE ROUTE

Many users need information to help them find out about their route before they can
find timetable information.  This information should be provided in a format that does
not assume knowledge if it is to be usable.  

Rationale

Information to enable users to find out
about their route can help them to
discover whether or not their origin and
destination points are served by their
chosen mode, what route the service
takes, and its route number.  Without this
information, users will not know if they can
make their journey by their chosen mode.  

Many users of PTI web sites will not know
many details about their service.  Indeed,
many users suggest that it is information
about service origins, destinations and
routes that they seek when consulting PTI
web sites.  However, many sites assume
this knowledge and rely upon users
knowing both whether their journey can be
made by their chosen mode and also the
route number of their service.  However,
without information about routes, many
users will be unable to access timetable
information.

Ways to provide

Existing PTI web sites present information
to help the user find their route in a
number of ways: organising search by
route number or origin/destination points;
by maps; and by journey planners
(expanded in the Journey Planners
section of this guide). 

Origin/destination

In seeking information about their service,
users may only know their chosen origin
and destination and their preferred
departure and arrival times.  The service
provider should not assume that the user
will know anything more.  Route
information should take account of the fact
that the user’s existing knowledge may be
limited.  

A listing of places served, linked to
information about routes that serve the
area, can be a useful way to provide
information to help the user find their
route.  Alphabetical listings are often the
easiest way to present this information, or
alternatively, grouping information within
location types.  They avoid the knowledge
that organisation by geographical area
would assume (Box 5.01)

However, this method can raise a number
of problems, including the potential
mismatch between the names used to
describe the places served.  The naming
of bus stops is a particular problem.
Some travellers will have colloquial
names for bus stops, which differ from
official names.  To overcome this problem,
an explanation of the names used may be
helpful.  The appropriate level of detail
provided may not be the bus stop level,
but road names, or areas, or local
landmarks.  
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� Selection of origin and destination from the drop down list on the easyJet site
speeds search 

� The user can easily find the destinations served by their origin point

Box 5.02

An alternative method of finding the route
begins with identification of the user’s
origin via a drop down list.  When the
origin (departure) point is clicked, a list of
destinations served from this point is
presented (Box 5.02).  This method is
easy to use, speeds the search by
presenting destinations alongside origins

and, in automatically eliminating areas
that are not served from the origin point,
quickly provides route feasibility
information.  This method is best suited to
public transport operations that serve a
limited number of points.  The method
may become more complex the more
points are served.  

Box 5.01

� Grouping of locations by type 
(hospitals, schools, local attractions)
on the Brighton & Hove Bus  & 
Coach Company site aids the 
search, decreasing search time

� Alphabetical listing within each group
is logical and in line with existing user
knowledge

� There is clear naming of service 
points

� Links directly to timetable information
would be useful, reducing user 
memory load and decreasing 
search time



User input

Where users are required to input data to
find their route, clear instructions
regarding what data should be inputted –
for example, the area name, road name,
landmark or interchange name – should
be provided.  Without effective
instructions, this method of finding the

route, which works with the information that
the user holds, can become confusing,
inefficient, error prone and time consuming.

Selective search

The pyramidal style of information
organisation can be used to assist the
user in locating the required route
information.  The user can select from a
list of generalised journey options,
progressively narrowing the search down
to a specific route or routes (Box 5.03).

This illustrates the value of redesigning
information for the web.    

Service number

A number of existing web pages provide
information about the route, organised by 
route number and listed numerically.
Whilst this format is useful for travellers

who know their route number, this is only
an effective way to provide route
information if the user knows the number 
of the service that serves their origin/
destination points.  The method relies
upon prior knowledge – and is rather like
printing a telephone directory listed not by
user name, but in numerical order.  If the
user does not know the service number,
they will have to read through all of the
route descriptions to find their route – a
time consuming and frustrating search
(Box 5.04).   
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� Progressively more detailed search 
stages on the Oxford Brookes 
University site speeds search and 
can produce search results with fewer
errors 

� This method of finding out about 
the route could be applied to both 
bus and train searches

Box 5.03

� On the Metrobus site, route information is 
organised by route number and listed in 
numerical order 

� A brief route description is provided
� This information organisation requires prior

knowledge of either the route number 
serving the journey origin or the one serving
the final destination 

� Search for a route that serves the user’s 
origin/destination is timely 
and frustrating Box 5.04
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Maps

Provision of maps detailing routes and
areas served, with route numbers listed
alongside colour coded route lines is
another way of locating the relevant
route(s) but again, this relies on users
having prior knowledge.  The transfer of
maps designed for paper viewing on to
the web also presents a number of
usability problems.  The maps are often
difficult to use, in part because of the wide
area that they cover and the number of
routes represented.  The user must
magnify the map to the extent that use of 

the map becomes cumbersome.  Using 
colour as information is problematic, as
detailed in the Accessibility section of this
guide, and the number of colours used
necessarily reduces the contrast between
the colours.  

Where possible, route maps should be
redesigned for easy use on the web, in
recognition of the above problems.  A
simpler map style, perhaps leading to
more levels of information, could be more
successful (Box 5.05).  

Interactive maps

A second way for the user to input their
chosen origin and destination is via an
interactive route map.  The user selects
their origin and destination points and is
presented with route(s) information for
journeys between these points (Box
5.06).  This method can provide an
effective search, but it presupposes
technological capabilities.  

It also requires that the user click on a
specific interchange.  Whilst this method
is effective for limited train routes, it may 

be impractical for more detailed routes.  

A variety of methods

Users emphasise that best practice in the
provision of information to help them find
their route is to provide a variety of ways
of accessing route information, to
correspond with different types of
information that they may already have,
differing access capabilities and different
user preferences. 
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� On the Nottingham City Transport site, the user 
must magnify the map to an extent that the use of the
map becomes cumbersome to navigate.  The use of 
colour and a small font compound accessibility 
problems

� To use the map, travellers need to 
know the Nottingham area as no 
key is provided.  No alternative 
text-based route information is 
given As mentioned above, route 
finders that work with the user’s 
knowledge are more likely to 
produce an efficient and accurate 
result than those 
that assume high 
levels of user knowledge.  

Box 5.05
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� On the Chiltern Railways site, users can click
on their origin, then their destination. The 
relevant timetable is then presented

� The method works with the user’s prior 
knowledge
� There are accessibility problems 

because the site uses the Flash plug-in
� In addition, users may have difficulties 

reading a map.  An alternative, text 
based option should be provided, for 
users who are not comfortable using
maps and users with visual impairments 
� Instructions on how to use the 

interactive map are 
provided and could 
increase usability

Box 5.06
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TIMETABLES

Information about scheduled travel times is of central importance to web PTI users
and may be the primary reason for use of PTI web sites.  Timetable information
should be easily accessible and easy to use.  

Rationale

Information about travel times is of central
importance to the web PTI user and may
be the primary reason for use of PTI web
sites. For many travellers, the first level of
assessment of the viability of public
transport for a journey is whether the
service will allow the user to depart from
and arrive at a convenient point at a
convenient time.  Thus, information about
departure and arrival times can be
considered to be essential information for
the majority of travellers.  

To be useful, this information must be
usable.  Many existing PTI web sites
transfer paper based timetable 

information directly on to the web.
However, the direct transfer of a paper
based timetable format to the web may
not always result in usable information.  

Paper to web: consistent
guidelines

ATCO4 has issued guidelines for the
presentation of paper based timetable
information.  A number of these guidelines
continue to apply to timetables when
printed on the web, including: 

� the use of standard reference codes, 
with a key; 

� use of the 24 hour clock; 

� inclusion of contact details for the 
service operator; 

� clear distinction between services 
running on different days of the week,
or public holidays; 

� an indication of the currency of the 
information (Box 5.08); 

� a clear indication of the route number
on each page;

� The Brighton & Hove Bus & Coach Co. provide a route guide at the top of its
timetables, indicating the position of the bus stops named within the timetable

� The route numbers are also clear
Box 5.07



� the inclusion of a concise route map, 
showing the route at a glance (box 
5.07)

Where the 24 hour clock is used, a ‘quick
converter’41 could be added to increase
ease of use.  

Redesigning for the web

Many timetables on the web are now
presented in Portable Document Format
(PDF), as well as, or instead of, HTML, or
scanned graphical images of the printed
version.  PDF allows the information
provider to convert any file into a
document that can be viewed on the web,
with minimal redesign.  As such, it is the

ideal medium for presenting on the web
documents that have been designed for
paper viewing.  The presentation of
timetables in PDF can ensure that, if 
desired, they stay in the same format as
the printed versions and can be reprinted
by the user onto paper if desired. 

However, in addition to accessibility
issues associated with PDF, the direct
transfer in general of timetables designed
for paper viewing to the web can produce
usability problems.  They can be difficult to
read on the web because reading on
screen requires different skills to reading
on paper.  Different features are required
of documents on the web, to help to make
them easier to read.  Timetables on the
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� A clear indication of currency of information, as seen on the Stagecoach 
timetables page, may give the user more confidence in its reliability

� Currency should also be shown for each timetable
� Where possible, an indication of when the information is current to may give 

more confidence than an indication of when the 
information is current from Box 5.08

� The First Great Western site 
presents timetables with vertical 
lines clearly demarcating services

� The site also uses horizontal 
shading to demarcate between 
interchanges

� These features enable the eye to 
easily follow the correct service or 
interchange field, without wandering 
into or across neighbouring fields

� The shading is also visible when printed, ensuring that the 
timetable remains legible on paper

Box 5.09

Note: Last updated 12th February 2001.



web that incorporate more horizontal
lines, columnar shading and a larger font
than is common on paper timetables are
easier to read than those without these
features (Boxes 5.09, 5.10, 5.11).  

PDF guidelines

Where timetable information is presented
in PDF, the site provider can make viewing
easier in a number of ways.  Telling the
user that viewing requires access to a
PDF enabled browser, alongside a link to
a free download option of a more up to
date browser or the Adobe Acrobat reader,
may enable the user to access the file.  A
link to Access Adobe, which can present
PDF files in a more accessible format (and
discussed in the accessibility section of
this guide), can also be provided.  

Some users will remain unable to access
the files.  Where an alternative format is
provided, for example, plain text or HTML
formats, the information can be more
accessible to more users (Box 5.12).  The
provision of contact details for human
help, or details of where the user can
access a printed version of the timetable,
can also help to overcome access
difficulties.  

Where the site provides advice on the best
way to view the documents in PDF, users
may be able to use the document more
productively.  PDF files can have high
download times.  Warnings about file size
can be especially useful for users with slow
connections, or those surfing from home,
who may be more concerned about the
time or financial costs associated with high
download times (Box 5.13). 
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� The Stockley Park site 
employs horizontal shading,
with no vertical demarcation

� Users may find it difficult to 
use this timetable, as the 
lack of vertical demarcation,
coupled with minimal 
spacing between columns, 
allows the eye to wander 
across fields

Box 5.10

� Metrobus uses HTML to present 
its timetable inside a table, using 
both vertical and horizontal lines

� Again, this format is effective in 
conveying the information,
demarcating between times and 
helping the eye to stay within 
the correct field Box 5.11
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Printable

Users emphasise the need to print a
timetable and take it with them on their
journey.  To be printable, timetables need
to fit width-wise on to one A4 page and
providers can provide help to enable the
user to access these timetables
effectively (Boxes 5.14, 5.15).  Attention
should be paid to colours used, to ensure
that the colours remain easy to read
when printed in greyscale.  

Pyramidical structuring

Timetables can be made less cumbersome
to use on the web and easier to print
where sites use a pyramidal information
structure (Box 5.16), allowing the user to
gain timetable information that is
appropriate to their day and time of travel
(Box 5.17).  

Frequency information

Information about the frequency of
services is important to the traveller42,

giving the traveller trust in the service and
increasing their options by providing a
‘back up plan’ in case they do not catch
their planned service.  This information
also increases the perceived flexibility of
public transport, giving travellers
increased feelings of control over their
journey (Box 5.18).  

Alternative ways to access

Choice and the presentation of alternative
access options, in particular, how to
access off-line information, can help to
avoid accessibility difficulties. 

Help and instructions

Large numbers of the population face
difficulties when reading timetables43.  An
explanation of how to read a timetable,
via a link if necessary, could help to
overcome this. 
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� Derbyshire and Derby City provide access to timetables in 
HTML (left) and PDF (right) formats.  A link to download the Adobe
Acrobat reader is also provided

Box 5.12

� The Chiltern Railways site tells the user how to increase the 
magnification of the document 

� It also provides a warning on the size of the file for download

Box 5.13
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� UniLink have a 
black and white 
print option

� There is also 
advice on how 
to print the files

Box 5.14

� The Stockley 
Park site  
provides a 
separate, 
printable 
version of each 
timetable, 

which avoids the horizontal scrolling employed on the web version of the 
timetable

� A printable version should not be provided as a substitute to a 
timetable that is viewable on screen Box 5.15

Box 5.16

Top level: select route

Diagram of pyramidical structure for the presentation of timetable information

Second level: select day of travel

Third level: select direction of travel

Fourth level: timetable presented, select time of travel
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� The Buckinghamshire 
County Council travel web 
pages provide an example 
of the use of a pyramidal 
style for displaying 
timetables

� The user firstly selects the 
area in which they will be 
travelling; 

� then the bus number/route;

Box 5.17

� The user then selects the direction of
travel and day of travel

� The resultant timetable displayed is 
less complicated than is one

displaying all the days
and directions 

� The Croydon Tramlink site does not give 
timetable information but provides 
information about frequency of trams

� The site also provides information 
about the first and last services at 
each route’s origin and 
destination: this is useful for quick 
reference 

� However, this format may not 
be appropriate for services 
with a large number of 
routes, or stops

� The provision of more accurate timetable information as 
well as frequency information may be useful for some travellers Box 5.18
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JOURNEY PLANNERS

Journey planners can be a quick and easy way to locate and plan a journey by public
transport, removing much of the effort associated with journey planning.  However,
the journey planner must be usable if it is to be useful.  

Rationale

Planning a journey by public transport can
be a significant barrier to its use42.  In
contrast to travel by car, travel by public
transport can require a significant amount
of research prior to the journey.  The user
must firstly, choose a mode; secondly,
discover if the mode serves their preferred
origin and destination points; thirdly,
locate the interchanges served, in relation
to their preferred origin and destination
points; fourthly, find out times of travel;
and finally, this process must be repeated
for the return journey.  If one of the stages 

cannot be completed, the user must return
to stage one and repeat the process.  

Journey planners can fulfil the research
role for the traveller, presenting journey
options and, particularly if the journey
planner integrates information about
different modes, removing the need to

interrogate different sources to plan the
journey.  However, if it is to be of benefit to
the user, the journey planner must be
usable and the results must be useful,
presented in a usable format.  Journey
planners should have a simple interface,
with straightforward language and a
simple interface procedure44, allowing the
user to input origin and destination data
and the date and time of departure/arrival.  

Inputting the enquiry

To be quick and easy to use, the journey 
planner should clearly tell the user what 

data to input in the 'travel from' and 'travel
to' fields.  Some journey planners accept
names of towns or villages; some accept
street names, or postcodes.  Some will
only accept the correct name of the
interchange; others can locate the nearest
interchange to the data inputted.  Example 
inputs could help to guide the user; and 

� On the Surrey 
County Council site 
the journey planner 
contains some 
instructions on data 
input

� However, the user is not told whether to input a town, village, 
street name, interchange or postcode

� This may cause confusion or incorrect or incomplete results, 
slowing the information search and frustrating the user 

Box 5.19



instructions and easily accessible contact
and immediate help45 should be provided.
Without clear instructions, users may
input data that is inappropriate or
insufficient to successfully process their
enquiry (Boxes 5.19, 5.20, 5.21).  

Confirming choices

When the system does not recognise the
inputted origin or destination, some
journey planners produce journey details
for a ‘nearest match’ origin and/or
destination interchange points.  However,
results for the nearest match in the
journey planner database may not
correspond with the user’s journey plans,

or the user may not recognise the
interchange points given by the journey
planner.  If a confirmation screen is used,
which aims to confirm the user’s
interchange points by presenting a
number of nearest match interchanges 

from which the user can choose, before 
more detailed results are presented, the
results presented will be more relevant to
the user’s needs (Box 5.22).

Drop down lists

The use of drop down lists, instead of data
input fields, can also help to ensure that
the information inputted corresponds with
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� The Transperth journey planner instructs the user as to what data to input 
� Ambiguity is minimised 

Box 5.21

Box 5.20

� Whilst no instructions on how to use
the Railtrack journey planner are 
provided, the input instruction – 
‘starting station’ – makes it clear to 
the user that a station name should 
be inputted

� Contact details for additional 
information are also provided



the data needed to process the enquiry  
However, the number of items that can be
included on a drop down list is restricted.
Thus, this facility may only be usable in
practice for journey planners covering a
small area, or if the journey planner uses
a tiered approach to journey planning,
where the location is progressively
narrowed down through selection of
progressively more detailed locations.
None of the sites surveyed in the
preparation of this guide used the latter

approach, yet this approach may produce
more accurate and faster results.  

Presenting the results

The majority of existing PTI web sites
present three journey options: the journey
that best matches the user’s enquiry and
an earlier and a later journey option, with
links to greater levels of detail for each
option.  The presentation of alternative
journey plans can remove the need for
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� This journey 
planner, 
accessed from 
the Derbyshire 
and Derby City
site, presents an
initial screen 
designed to 
identify key 
elements of the 
journey being 
planned 

Box 5.22

� In the Railtrack journey planner three results are presented, with the option of
a search for an earlier or later journey

� The user can quickly and easily scan this simple presentation of results for 
the most appropriate journey, linking to further 
information below 

Box 5.23a

� The system finds an interchange point closely matching 
the user’s inputted destination and asks the user to 
confirm this choice

� The user can confirm their destination point or, if the 
suggested destination is incorrect, select the correct 
destination from the drop down list



Public Transport Information Web Sites � The Best Practice Guide

further enquiries, where departure or
arrival times for the journey requested are
inconvenient.  This also expands user
perceptions of choice when travelling by
public transport.  Where a brief synopsis
of the journey is presented, with links to
more detailed information the user can
more quickly and easily scan the basic
journey information to match the journey
with their needs.  Care should be taken to
ensure that the information is logically
presented, with departure time presented
to the left of arrival time.  This ensures a
natural flow of information, as the user
reads (Boxes 5.23a, 5.23b and 5.24).  

Currency

Confidence in the information provided

can be boosted by the inclusion of
information about currency.  

Contact details and further
information 

The journey planner may not answer all
of the user’s questions – for example,
about cost, accessibility, the safety of the
interchange, or the onboard environment.
Links to this information could be useful
to travellers.  Links to contact details for
further enquiries can also be helpful, not
only to answer further questions, but also
to provide assistance in the use of the
journey planner.  
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� The presentation of 
results in the Surrey 
County Council site’s 
journey planner flows 
easily, reading 
naturally and smoothly,

making the journey details easily and instantly comprehensible 
� The use of colour assists the user in distinguishing between the information 

types.  The use of gridlines ensures that the information is clearly demarcated 
for users who have difficulties reading colour

� The user also has the option of linking to information about travel on this route
for the whole day, negating the need for separate enquiry if the 
results produced are inappropriate Box 5.24

� In the presentation of more detailed results, however, arrival time is read 
before departure time, which is inconsistent and less logical to the user

� The eye must jump across information fields to fully understand the 
information presented

� The reading is not as smooth and the information does not flow Box 5.23b
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ONLINE BOOKING AND PAYMENT

Providing the ability to book tickets online at the time of information enquiry can
secure the user as a future passenger at the point of contact.  

Rationale

In providing online booking services, PTI
web sites can secure the user as a future
passenger at the point of contact,
removing the final barrier to travel by
public transport – purchase of the ticket,
which can otherwise be an inconvenient
task.  

Trust

Trust in the service provider and the
security of the booking process is vital.  

Users will not submit personal details,
particularly payment details, unless they
have trust in the site provider.  This can be
built up in a number of ways.  

Security

Many Internet users are nervous of
booking online, because of concerns for
security.  Where a security statement is
visible at the start of the booking process
and repeated or linked to from every page
of the booking process (Box 6.01), the
user can feel reassured.   Statements
should discuss the security of personal
and credit card details, the secure server
and security of ticket delivery.  

Delivery

Guarantees of delivery are particularly
important for PTI web sites, where failure
to deliver in time can result in missed
travel (Box 6.02).  

� The easyJet 
site presents a
link to 
information 
about credit 
card security 
online and to 
the Which? 
Web Trader 
Code of 
Practice on 
every page of 

the online booking process, emphasising the security of online transactions.  
� This enables the user to read these security guarantees in full, 

rather than relying on a brief statement Box 6.01



No obligation

Where sites provide reassurance that
completing stages in the booking process
does not commit the user to ticket
purchase, the user may be more willing to
explore the booking process (Box 6.03). 

Personal details

Where personal details are requested at
the start of the booking process, users
may be more hesitant about continuing.
The request for personal details, or for

registration, at an early stage is somewhat
akin to a high street store requesting
payment details before the user can enter
the shop (Boxes 6.04, 6.05).  

Keeping the user informed

Keeping the user informed throughout the
booking process can help to reassure and
to allay fears about booking online (Box
6.06).  Sites can inform the user about the
processes that they will go through before
payment is requested.   
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� The National Express site informs the traveller of the minimum time required
for guaranteed delivery of tickets.  The user can alternatively collect their tickets
in person, within specified opening times

� This helps to avoid any confusion about ticket delivery Box 6.02

� The National Express site asks the user to confirm the travel details before 
proceeding to online booking

� The user is reassured about the security of the transaction
� The user is reassured that they will again be asked for confirmation of booking

before they are billed
� Users can end the booking process at every stage Box 6.03
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� The easyJet site provides a clear
indication of the user’s position in
the booking process 

� An indication of the step at which the customer is committed to 
purchase may help to reassure users Box 6.06

� Users must register as 
the first stage of the 
booking process on the 
London Luton Airport
site

� Users may be unwilling 
to submit personal 
details before ticket 
availability has been 
confirmed 

� The request for registration at this point in the booking process 
may therefore deter users from continuing with the process Box 6.04

� The National Express 
site emphasises that 
registration is not 
necessary to use the site 

� The site requests 
personal details 
only after the ticket 
enquiry process has 
been completed and 
the ticket availability 
confirmed

� Thus, the user has been 
drawn into the booking 
process and, having 
invested time in the 
process, is committed, 
before personal details 
are requested

Box 6.05
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HOW TO TRAVEL

Travel by public transport can be a daunting task, especially if the traveller is new to
public transport or to the relevant service.  Information about how to travel can reduce
this anxiety and may promote public transport use.   

Rationale

Travel by public transport can be daunting
and confusing.  If the traveller is new to
public transport, or to the particular
service intended for use, a number of
uncertainties about travel are likely to be
faced.  These uncertainties form one of
the main factors dissuading people from
using public transport.  The result is that
the traveller may feel anxious and
unsettled about a public transport journey,
ultimately deciding to use familiar, ‘safe’
options – primarily, the private car.

Information about how to travel could help
to reduce this anxiety, making travel by
public transport less of an unknown and
removing the fear of appearing foolish in
front of others.  Providing this information
could promote public transport use.

Reassurance

It is important to avoid the assumption that
the traveller has any knowledge about
how to travel.  New users may not know
even the most basic information – yet it is
this information that users can find most
comforting.  

� The Croydon Tramlink site provides 
information about how to pay, including
fares information and instructions on 
how to use the ticket machine

� There is also information about the 
interchange, detailing: the platform 
widths and accessibility, with dedicated
information pages for travellers with 
disabilities; security; and information 
displays both at the interchange and 
onboard

� This information can reassure 
travellers, answering questions about 
this new service 

� However, this information may be 
equally important for new travellers 
using older modes 
of transport Box 6.07



Making a journey by public transport can
be confusing and daunting, especially for
new or irregular travellers.  New travellers
may have a plethora of questions about
how to travel by public transport.  There
are PTI web sites that provide these
answers, including information about
accessibility, how to board the vehicle, the
location of the interchange (each
discussed in full elsewhere in this guide)
and safety and security on public
transport. Worries about facilities, travelling
with luggage, children or pets, the cost of
public transport and how to pay, how to
recognise the service and where to get
help, could all be reduced through the
provision of information (Box 6.07).  

Airline and airport sites provide detailed
information about how to travel.  This is
perhaps because information about how
to travel is seen to be more important for
travel by air, a less common mode of
travel for the majority of travellers.
Similarly, PTI sites covering newly
established public transport modes, for
example tram services, often respond to
user needs for information about how to
travel by these modes.  However, the

principle behind the need of new or
irregular travellers for information about
how to travel is applicable across public
transport modes (Box 6.08).  

Information about where to catch the
service is provided by a number of bus
PTI web sites and can be provided in a
map or text format.  Information about
fares, particularly where a number of
ticket types, concessions, passes and
special deals are available and how to pay
– for example, if advanced booking is
recommended, or if the correct change is
required for on board payment – can
also be important, as is safety
information.  

This information can also act as marketing
information and may help to dispel 
travellers’ assumed knowledge about the
cost of public transport (Box 6.09).  

Travellers can be concerned about the
‘fool factor’ when travelling by an
unfamiliar mode: this fear can be
particularly prevalent in the purchase of
tickets and negotiation of ticket barriers,
both of which are highly visible acts.  The

Public Transport Information Web Sites � The Best Practice Guide

82

M
aking the Journey

� The Integrated Transport 
Information for Sydney site 
provides advice on the ‘six 
basic steps to making a journey’

� This information can reassure 
the user that travel by public 
transport is easy

� The user can click to access 
more detailed information 
about each travel stage

� The site details the most basic information, which regular 
users of public transport will subconsciously employ, but which
for new or irregular users, can be daunting barriers to travel

Box 6.08
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� The Transport for 
London site provides 
general advice to help 
travellers understand 
some of the apparent 
complexities of travel 
by public transport, 
such as the zoning 
structure, how to hail a 
bus and how to pay 

� The site also offers information about travel and advice for travellers with 
mobility impairments, elderly travellers and travellers with children

� Advice is given by mode
� Information is also provided about safety and security 

onboard and at the interchange, alongside hints about 
safe travel Box 6.09

� The advice on how to 
use and demonstration 
photographs of 
someone using a ticket 
barrier on the SMRT 
site could help to 
reassure users 

Box 6.10

provision of information about ticket types
and ticket use, in particular, ticket barriers,
can help to make the journey by public
transport easier and less stressful (Box
6.10).  

Finally, information about what to do if the
service is cancelled or delayed can be
important to travellers.  The uncertainty of

travel by public transport can be a major
deterrent to the use of public transport.
Where web sites provide information
about action in the event of disruption or
delay, for example, whether the operator
can provide alternative means of transport
to guarantee arrival, the user may feel
reassured.   
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THE INTERCHANGE

Information about the interchange can be essential for many travellers, especially
travellers with disabilities, luggage, children or pets.  This information could make
travel possible, easier and more comfortable.     

Rationale

Travel by public transport can be a
daunting and anxious experience for
many travellers.  Concerns about the
interchange could prevent potential
travellers from being able to travel by
public transport at all.  For others,
uncertainty about it could make the
journey stressful and uncomfortable.
Giving information about the interchange
could help to allay these fears, informing
the user about where to catch a service,
facilities available, safety and
accessibility.    

Map of the interchange

Information available in advance of the
journey about where to catch a service
within the interchange can help to reduce
one of the primary anxieties about

travelling (Box 6.11).  A floor plan of the
interchange is provided by a number of
PTI web sites.  This may give information
about the accessibility of the interchange,
safety (help points and fire exits),
information about where to catch services
within the interchange and the location
and type of facilities available (Box 6.12).
Travellers may wish to print the floor plan,
so that they can carry the map with them
during their journey.  

List of facilities

Information about facilities at the
interchange and their opening times,
including toilets, assistance, waiting
rooms and shops and eateries can be
important for all travellers (Box 6.13).
Information on the comfort of the
interchange may affect the decision to

� The Derbyshire and Derby
City site provides a floor 
plan of the interchange, 
indicating from where each 
bus departs

� The plan is easily printable 
and could be carried with 
the user during the journey

� However, this plan does not 
indicate information 
on stairs 
or facilities Box 6.11



travel by public transport.  This
information can both enable travel and
provide a marketing role, as recognised
by many air travel sites, persuading
travellers of the comfort and convenience
of travel by public transport.  

Accessibility

Information about the accessibility of the
interchange – in particular, whether there
are accessible alternatives to steps and

escalators, the accessibility of facilities
and how and where to get assistance
boarding and alighting services – can be
extremely important (Box 6.14). 

Parking

When providing parking information, the
site provider should consider providing
information about car park location,
security, cost and the different parking
facilities available (Box 6.15). 
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� This site, from London Luton Airport ,
provides a comprehensive floor plan, 
indicating arrival and departure gates, 
shops and facilities, such as toilets, 
baby change facilities, telephones, and
information points.  

� The colours used to distinguish 
between areas transfer successfully to
black and white printers

� This information can be invaluable to 
the traveller in planning as well as 
during a journey

Box 6.12

� The First Great 
Western site 
provides 
comprehensive 
information about 
the station 
interchanges 
along its route.  
The user can 
quickly and easily 
find out about the 
accessibility of the interchange, the facilities available 
and station safety Box 6.13
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� The Croydon Tramlink site, 
provides information about the 
accessibility of platforms

� This information may be decisive 
for travellers with mobility 
disabilities in determining 
whether or not to travel

Box 6.14

� The London Luton Airport site 
provides information about the 
location and cost of parking

� It provides information about how 
to book, including an online 
booking facility

� Further information concerns how
and where to deposit and collect 
the car, security and information 
about parking for travellers with 
disabilities 

Box 6.15
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THE ON BOARD ENVIRONMENT

Information about on board facilities can be important for all travellers, but can be
essential information for travellers with disabilities, those who are pregnant or with
children, travellers with luggage and those on long journeys.  

Rationale

Anxieties about the on board environment
and facilities may make the journey
stressful and uncomfortable.  They may
also prevent potential travellers from
using public transport at all.  The provision
of information can help to address these
problems.  It can be an effective marketing
tool, promoting aspects of on board travel
and challenging user perceived
knowledge about conditions on board.  

A number of sites provide information
about on board facilities within the section
on information for travellers with
disabilities.  However, this information can
be important for all travellers.  

Seats, reservations and food

Information about reserving seats can
help travellers with disabilities, those with
children, people travelling in groups and
those on long journeys, making their

journey less uncertain and more
comfortable.  Information about food
facilities can help the traveller to plan a
journey.  

Toilets, on board assistance, 
stop notification

Information about toilet facilities, including
their availability, accessibility, location,
provision of baby change facilities and
cleanliness, can be reassuring to
travellers.  The availability of on board
assistance and how to attract the attention
of the staff, can be particularly reassuring
to travellers with disabilities and young
children.  Where sites provide information
about audio or visual notification of stops,
or how to arrange assistance in
recognising the relevant stop, travellers
can feel reassured that they will be able to
recognise and alight at the correct stop.
This can otherwise be a key point of
concern when travelling by public
transport (Box 6.16).  
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� The Chiltern Railways site provides detailed ‘on board’ information, including:
seating arrangements; seat booking; arranging on board assistance; toilets; 
eating facilities; recognising accessible trains on timetables; and colours 
used within the on board environment.  It provides contact 
details for further information about the on board environment Box 6.16
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REAL TIME INFORMATION

Real-time information can help travellers to plan their journey more effectively,
avoiding some of the frustration, discomfort and inconvenience associated with
delayed or cancelled services.  However, to be useful, the information should be
quick and easy to use and be seen to be reliable46.   

Rationale

The uncertainty of travel by public
transport, stemming from concerns about
cancelled and/or disrupted services and
the discomfort and inconvenience that this
brings, is a key factor behind non-use.
Many travellers experience anxiety both
before and during a trip, worrying about
the impact of delays and cancellations
upon their journey, in particular, (non)
arrival time and safety.  Delays also affect
those meeting travellers, who can be
inconvenienced and worried by late or
non-arrival.

Real-time information about current
running times can help to reduce some of
this anxiety and inconvenience.
Travellers can wait indoors until their
service is due; they can make alternative
travel arrangements; and those meeting
travellers at their destination and the
travellers themselves can feel more
relaxed, as some uncertainty is removed.
Real-time information that shows services
running to time could also promote more
positive feelings about public transport. 

Real time on the web

A number of existing PTI web sites
present real-time information.  This is
particularly common on airline and airport
sites, in relation to flight arrivals and
departures.  A small number of sites
provide real-time train running

information.  More common is the
provision of text bulletins regarding
disruptions and service changes
(discussed in the News section of this
guide).  

Information display

Real-time airline information is displayed
in a number of ways: in terms of status
(landed or not landed); in chronological
order of flight due times; chronological
order of flight departure times;
alphabetically, by the destination or arrival
airport; and alphabetically/numerically, by
flight number.  The information is also
available via a search facility, where the
user can input one of the above data
types to receive information about their
flight.  The most useful sites work with the
user’s prior knowledge and offer a number
of ways to search for flight information.  

The majority of airline or airport sites show
the flight number, destination/arrival,
status and due times in a tabular format.
The order of this information can affect the
usability of the table.  The information on
the left hand side of the table is where the
user’s eye will automatically settle first.
This information should therefore be what
the user knows and the category that the
table is ordered by –  if it is in
chronological order by flight due arrival
time, this information should be in the far
left hand column (Box 6.17).
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� The easyJet site provides 
flight information listed 
chronologically by flight due time

� Users have the option of 
restricting their search by 
entering flight departure and 
destination information 

� There is a clear statement of 
currency 

� The information not only tells the
user if the flight has landed, but 
also provides the estimated time
of arrival 

Box 6.17

Currency and confidence

A clear indication of currency is essential
on real-time information pages, to
promote confidence in the information.
This information should be accompanied
by an indication of how often the
information is updated.  

Land transport
In many ways, the presentation of real-
time information about air transport is
easier than the presentation of land
transport information, because of the
difference in volume of traffic and the
number of interchange points.  Thus,
whilst much of the above is directly
applicable to air and land transport
information, a number of caveats should
be introduced for real-time land transport
information.  

The real-time information displayed on
train information web sites is often taken
from the on-platform screens and is
presented in a similar fashion.  However,
this method relies upon users knowing the

final destination of the service – many
users will only know their destination point
(Box 6.18).  It may be unlikely that users
will know their departure time, or arrival
time, as many users of land public
transport operate on a ‘turn up and go’
basis. To be quick and easy to use,
information should be presented
according to the user’s prior knowledge.
Unlike on-platform screens, the web offers
the opportunity to allow a user to search
for real-time information according to the
user’s destination point.  

Contact details for further information are
particularly important for land public
transport web sites.  Travellers can take
evasive action if informed about delays,
changing their route, journey time,
destination, or choosing not to travel at all.
Advice on how to alter travel plans in
response to delays, or links to alternative
timetable information, could help the
traveller to overcome the inconvenience
of delays and cancellations, helping
travellers to react positively to the 
real-time information provided.  

� The site works with the different types of prior knowledge that users have, with
the result that the majority of users would find this information easy and quick
to use

� Contact details for further information may be useful
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� This site presents departure 
information for each station 
along the c2c route

� Information is organised in 
chronological order, via final 
destination points 

Box 6.18

� The Busview site allows users to view 
the position of their bus within the 
network and to set an alarm to notify the 
user when the bus reaches a certain 
point along the route

� The user can either select a bus from 
the map by clicking on a bus number, or 
by entering the route or route number in 
the fields at the top of the screen

� The arrows on the bus numbers 
indicate the direction of travel and the 
actual position of the bus

� The last updated time is presented on 
each bus icon and at the top of each 
page
� The user can scroll north, south, 

east or west, to view a different 
area of the city

� Having selected a route number, the user is prompted to input the location of the
bus stop at which they wish to catch the bus. 

� They can also input the destination bus stop Box 6.19

� A more usable format may be to allow a search by the user’s destination
� Contact details for advice on alternative travel arrangements may be useful
� A ‘last updated’ tag may give more confidence in the information 

displayed

Non-UK sites: bus tracking

A number of non-UK sites present real-
time bus tracking data on their web sites.
This can be useful to the traveller, a
journey to be planned according to the
actual bus running times, rather than the

scheduled running times.  This can allow
users to better time their departure from
the home or office to minimise the waiting
time at the stop, thereby making travel by
public transport more comfortable,
convenient and less stressful (Box 6.19). 
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ACCESSIBLE TRANSPORT

Information about the accessibility of public transport is essential information for
many travellers, determining whether they can travel by public transport. Providing
this information can help to facilitate travel by public transport.  

Rationale

Many members of the population are
affected by a permanent or a temporary
impairment, which affects their mobility.
Travellers with learning, physical or
sensory disabilities, people with mental
health illnesses, travellers carrying
luggage or travelling with young children,
pregnant women and older persons can
have travel difficulties.

Many of these conditions can make
travellers feel anxious, uncomfortable and
uncertain when travelling by public

transport, deterring travel.  Travellers may
assume that public transport cannot cater
for their needs.  Information to ease this
anxiety and to inform travellers of
accessible or enabling public transport
services may increase passenger
numbers, decreasing use of the private
car and decreasing the social isolation felt
by many people with disabilities.  

Telling the traveller

Existing PTI web sites provide information
about the accessibility of public transport;
the availability of assistance; how to

� The First Great Western site 
provides information for 
travellers with disabilities, 
including information about 
how arrange assistance, 
available on board assistance,
on board facilities, how to book
seats and discounted tickets 
available for travellers with 
disabilities 

� The site also provides 
comprehensive information 
about facilities at the 
interchange, although the two 
sections are not linked

� Contact details for further assistance are also provided
� Where icons are used, a text alternative should be provided to 

ensure that the information is available to as many users as 
possible Box 7.01



Public Transport Information Web Sites � The Best Practice Guide

93

D
eveloping Travel O

ptions

� The CityRail 
site offers a 
search facility,
allowing the 
user to access
information 
about each 
train station in 
the Sydney 
area

� The user 
can search 
either by 
facility or 
by station 

� The user can find out how accessible each station is and also whether the 
station is staffed, which can be important for users 
requiring assistance Box 7.02

arrange and get assistance when
travelling; orange badge parking; and
community transport schemes.  This
information is enabling in two ways.
Firstly, the traveller is informed about the
possibility of travel.  Secondly, the
traveller is reassured by the information.  

Travellers can be dissuaded from travel by
public transport because of fears of what
will happen if they fall ill.  Reassurance
that staff will be able to help, if necessary,
can give the user confidence and could
facilitate travel (Box 7.04).  

� The Transperth site includes a map of the 
interchange, indicating the principal 
facilities available for 
travellers with disabilities

� The SMRT site tells 
users that staff are 
trained in 
first aid Box 7.03 Box 7.04

� Activate the Passenger Alarm
Plugger in the train unless 
unless there is an emergency. 
If you are unwell, please 
alight at the next station 
and seek help from the 
station staff. They are 
trained in first aid and can 
help you with arrangements 
if you need further medical 
attention.



Public Transport Information Web Sites � The Best Practice Guide

94

D
eveloping Travel O

ptions

COMMUNITY TRANSPORT 

Many local and national community transport schemes are available to assist
travellers with disabilities, older people and people on low incomes with their travel.
Appropriate information about these schemes could help to facilitate travel and
increase social inclusion. 

Rationale

Community transport schemes, run by
local authorities and voluntary agencies at
both the local and national levels, are
provided to assist travellers who currently
have limited mobility, who may otherwise
face exclusion from the transport system.
Information about these schemes, not
only providing ‘how to’ information, but
also tailored information to answer
concerns and questions, is essential if the
schemes are to be successful.

Accessibility

A variety of information is given on
existing web sites.  Information about who
is eligible to use the schemes and their
cost, is essential.  Many users of
community schemes will be people with a
disability.   Information about the safety
and accessibility of the vehicles to
travellers – for example, which types of
and how many wheelchairs can be
accommodated – should be provided.
Some travellers may have carers and
information about whether carers can be
accommodated could facilitate travel.  

Information about staff

Information about the staff could also help
to reassure both travellers and carers.
Some travellers will require, or feel
reassured by the presence of, staff who
are medically trained, or who have

received advanced driver training or
training in driving travellers with special
needs.  The checks on the reliability and
personal suitability of the volunteers, for
example, police checks and
organisational monitoring and vetting
procedures, can help to reassure
travellers.  

Contact information

Contact details for enquiries, booking and
further information should be provided.
This gives a human face to a service that
should appear friendly and caring if it is to
be successful.  

Eligibility

Community transport is not provided only
for travellers with disabilities.  It is also
available, in some areas, for travellers on
low incomes or income benefits, or for
travellers in rural areas.  Information about
eligibility for the schemes is helpful to
users and can also reduce the number of
enquiries, reducing some costs for the
service provider.  

Language

Site providers should take care to ensure
that the information content is written in a
non-oppressive language, which is
sensitive to the traveller and is unlikely to
cause offence. Boxes 7.05 and 7.06
illustrate types of information available.
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� On the North East 
Lincolnshire site 
information is presented in 
a FAQ format, which is 
usable, informative and 
friendly

� Contact details are clearly 
visible

� Questions about many 
aspects of travel by these 
schemes are answered

� The user is clearly informed 
about how 
to book Box 7.05

� The Derbyshire and Derby City site provides contact details for further 
information

� Schemes are listed by areas 
� Users can click on the area in which they live to access 

information about facilities available to them Box 7.06
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COMPANY TRAVEL PLANS 

Information about company travel plans could help to increase awareness of
transport options and could help to promote modal change.  

Rationale

One in five peak hour car journeys are
commute journeys to or from work,
contributing towards pollution and
congestion problems.  In addition, many
organisations have limited car parking
spaces, causing frustration and discomfort
amongst employees.  Both the stress
associated with driving in heavy traffic and
staff lateness as a result of congestion
can have significant impacts upon
productivity.  

Company travel plans can have significant
benefits for local authorities, businesses
and employees.  Travel plans aim to
change the way that employees travel to
work, encouraging the increased use of

public transport and other non-car modes
and more sustainable use of the car
through, for example, car sharing, often
with the aim of reducing congestion and
alleviating car parking difficulties on site.  

Company travel plans have a number of
components, but often include: the
provision of better levels of information
about public transport; discounted fares,
perhaps for a trial period; company public
transport services; and the reduction of
parking availability, to encourage
employees to use public transport.
Information about company travel plans
can help to inform businesses and
employees of its benefits.  This may help
to inform a modal change, thereby
benefiting public transport providers.  

� The Cheshire County Council site provides extensive 
resources for employers 

� The site provides information targeted at employers 
about how to implement company travel plans, as 
illustrated by this navigation bar 

� Information takes a precedence over marketing and the 
site appears unbiased

� Comprehensive information in itself is an effective 
marketing tool

� The site gives online examples of company travel plans 
implemented by local organisations and provides contact
details for help and advice in the creation and 
implementation of a company travel plan 

� The peer support offered by and the language used within
the site is encouraging, informal and welcoming.  
The resources provided are useful and 
informative Box 7.07
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� On the 
Nottingham 
Travelwise site, 
company travel 
plans are placed
in an historical, 
policy and 
organisational 
context

� The benefits to 
the organisation
are emphasised

� Examples of 
company travel 
plans are 
provided, 
alongside 
evidence of their
success

� Organisations 
can contact 
commuter 
planners at 
organisations 
with company 
travel plans

Box 7.08

Employers

Information about company travel plans
can be targeted at two levels: the
employer and the employee.  Both levels
share a common goal: to inform the users
about the benefits of a company travel
plan, with the aim of promoting
behavioural change.  Many organisations
will be nervous about introducing a plan to
curb car transport to work, fearing

employee backlash.  They may also worry
about the financial resources involved in
implementing it.  Employees may worry
about the curb on their freedom to drive
their car; or will require information about
how to travel to work by ‘greener’ modes.
Information about company travel plans
could help to tackle these concerns, and
also give practical advice regarding the
implementation of the plan (Boxes 7.07
and 7.08). 

� A contact number for further help and advice is 
provided

� The site provides information and support for 
organisations contemplating a company travel plan



Box 7.09
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� The Nottingham Travelwise site offers people who work in the city centre the 
opportunity to have a personalised travel plan developed 
for them.  

� This service helps to take the effort out of company travel plans Box 7.10

� The Stockley Park site was developed as a resource for commuters, as part of
the organisation’s company travel plan 

� The site explains the detail of the company travel plan and its aims and 
objectives 

� There are links to advice on how to get to Stockley Park by public transport, 
bus timetables, cycling to work and the car sharing database

� There are also visible contacts for further details, advice and support, including
the local bicycle user group

� The site helps to make compliance with the company travel plan easier
� The site is informative and persuasive without giving instructions 

and is thus more likely to gain employee support for the company travel plan 
organisations and provides contact details for help and advice in the creation
and implementation of a company travel plan 

� The peer support offered by and the language used within the
site is encouraging, informal and welcoming.  
The resources provided are useful and informative
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Employees

Employees will have different concerns
regarding the implementation of a
company travel plan in their organisation 
to the concerns of their employers.  The
lack of employee support can be a major
barrier in the implementation of a
company travel plan.  Thus, whether on
the company Internet or intranet, or on
the web sites of local authorities or
service providers, the information
provided for the employee should tackle
these concerns to ensure that the
company travel plan does not alienate
those most affected by the initiative (Box
7.09).  

In addition to information about the
benefits of company travel plans,
employees will wonder what the company
travel plan means for them and their
travel habits – and will need advice and
information about how to commute using
alternative modes (Box 7.10).  

Car sharing

Car sharing is a key component of many
companies’ travel plans.  Travellers,
however, have a number of key concerns
about car sharing, including concerns
about personal safety; loss of flexibility of
arrival and departure times (and,
therefore, of, freedom); and whether the
car sharers will be personally compatible.
These issues can be tackled by a car
sharing web site, which can not only
facilitate the scheme, through an online
database of participating sharers, but can
also positively market the scheme by
tackling user concerns.  Of central
importance is the inclusion of information
to assess the personal compatibility of car
sharers.  This is often at least as vital to
potential car sharers as geographical
compatibility.
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CYCLING AND WALKING

For many people, a journey by public transport would or could begin by cycling or
walking to the stop, station or interchange.  Cycling and walking strategies are now
part of the transport policies and plans of central government, local authorities and
corporate organisations. PTI web sites can provide practical information to enable
and encourage cycling and walking both in their own right and as a means of access
to public transport.   

Rationale

The goal of increasing cycle use and
increasing travel on foot, as part of a
modal shift towards more sustainable
modes of transport, is a key component of
central and local governments’ transport
policies and strategies.  It is also a
component of many organisations’ travel
plans.  Travellers may be nervous about
cycling and walking, concerned about
safety and security, or unaware of cycling
or walking facilities currently available.
Information can raise awareness and can

promote the benefits of cycling and
walking, providing practical advice and
answering travellers’ questions about
travel by these modes.  Public transport
operators providing information about the
carriage of bicycles on their service can
also help to facilitate the integration of
cycling with other modes.   

Cycling

The DETR discusses a number of key
aims within the national and local cycling

� Provision for and 
restrictions concerning 
cycle storage on trains is 
provided on the 
South West Trains site

� Details concerning the 
need or otherwise for 
booking and payment are 
given

� Advice is thorough, 
providing assurance to 
cyclists

Box 7.11



strategy47: cycle friendly infrastructure;
cycle parking and reduced bicycle theft;
improved cycle safety; and integration of
cycling with other modes.  Increased
public awareness in these areas is also a
key aim.  Information about the facilities
available to cyclists can be reassuring and
could facilitate travel by this mode (Box
7.11).  Information concerning cycle
parking facilities is also included.

Many types of information are necessary
to enable and promote cycling as a viable 

mode of transport.  Information about
cycle routes could encourage cycling and
promote safer cycling, informing users
about safe routes.  This information could
help to reassure cyclists, who may be
concerned about the safety of cycling
amongst traffic.  Potential cyclists may
also be concerned about the cycle paths
themselves (Box 7.12), which are often
removed from busy areas and may be
poorly lit.  Photographs of cycle routes
could help to reassure cyclists about the

safety of the routes.  Details about the
gradient, or upkeep of cycle paths, could
also assist cyclists when planning their
journeys.  

Information about secure cycle parking
and covered bicycle storage could
reassure cyclists about the security of
their bicycles, raising security awareness
and informing the cyclist about the
practicality of cycling to their destination or
a public access point.  Cyclists may also
require information about other facilities, 

including shower and change facilities;
rewards for cycling, particularly as a
component of a travel plan.

Many cyclists will not have passed a
cycling proficiency test and they may not
have cycled for a number of years.
Information about safety could not only
reassure the cyclist, but could advise
drivers about how to drive amongst
cyclists, whilst improving the safety of the
roads (Box 7.13).
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� A map of local 
cycle routes is 
provided on the 
Nottingham 
Travelwise site

� Secure cycle 
parking areas are 
also marked

� The map is busy 
and the key quite 
difficult to use – it is
designed 
principally for paper

Box 7.12
� Photographs of the routes, alongside information about 

gradient, may be useful to cyclists



Information about the benefits of cycling –
health, environmental and financial
benefits – may help to persuade users to
try cycling.  However, this information
alone will not encourage cycling – it
should be accompanied by practical
information about how to travel by this
mode.  

Walking

Travellers may have concerns about
walking, in particular, the safety of
walking.  Information about approved

routes, segregation of foot and road traffic
and street lighting could help to allay
these fears.  Walking is also seen to be
inconvenient and uncomfortable:
travellers may need to know about rest
areas, seating en route and the provision
of pedestrian crossings, to assist
pedestrians in crossing roads or
negotiating junctions.  

Information about these factors could
help travellers to travel on foot more
regularly and more safely.  

� The Nottingham 
Travelwise site 
provides 
information about 
how to cycle safely

� It presents tips
for cyclists and
car drivers 
about safety 
on the roads; 

� gives information about areas of the highway code that apply to cycling; 
� and presents some common road signs that affect cyclists and car drivers 

Box 7.13
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DEVELOPING THE PTI WEB SITE: 
THE SITE PROVIDER’S PERSPECTIVE

Why create a PTI web site?  Who should be involved?  What barriers and difficulties
do site providers face in creating PTI web sites?  This section examines these and
other questions, following discussions with existing site providers.

Interviews with 
site providers

In the course of the research for this best
practice guide, a number of interviews
with existing site providers were
undertaken.  The aims of these interviews
included: discovering the aims and
objectives of site providers in creating a
web site; the processes involved; the roles
taken by different departments and
personnel in web site development; the
barriers and difficulties faced by site
providers; and the resources used in the
creation and ongoing management of PTI
web sites.  This section discusses each of
these areas in turn, to highlight the
successes and difficulties experienced by
providers of web based PTI. 

Aims and objectives

The content and presentation of
information on the site, alongside
decisions over who will become involved
in its design and management, will largely
be determined by the aims and objectives
identified for the site.  Where these are
clear, then the creation, maintenance and
management of the site is likely to be
smoother and the assessment of success
clearer.

PTI web sites can fulfil a number of aims
and objectives.  In the course of the

interviews, it became apparent that for the
majority of site providers, neither the
objectives of the site, nor the best ways of
meeting these objectives, had been
clearly established at the start of the
design process. 

The majority of site providers suggested
that the failure to develop a clear set of
aims and objectives at the outset was a
mistake, causing problems in the design
of site content and presentation.  The lack
of aims and objectives can also create
difficulties in the development of a clear
business case for ongoing investment in
the site.  Site providers discussed a
number of (latterly identified) aims and
objectives of their sites.

Sales and marketing –
commercially driven sites

As an integral part of the organisation’s
marketing strategy, web sites can not only
be a vehicle for ticket sales, but can also
promote the organisation, as another
medium in marketing campaigns.  

For Anders Hanson of Midland Mainline,
the site, which was originally conceived as
an information medium only, is now also a
‘shop window’ for the organisation,
promoting the organisation’s services and
fulfilling a sales and marketing role. 



Organisational aims

A web site can promote and help to fulfil
organisational aims.  For Metro, the
principal objective of the site concurs with
the objective of the Passenger Transport
Authority: to enable and encourage use of
public transport.  In providing information
and support to existing and potential
public transport users, the site helps to
promote and enable the use of public
transport in West Yorkshire.  For Sarah
Clifford representing Stockley Park, the
provision of online traveller information is
an integral part of the organisation’s green
commuter plan. 

Reaching a wider audience

In presenting information on the web,
providers can reach a wider audience
than would traditionally be reached
through other, more conventionally used
channels.  This audience can access
information about travel by public
transport more easily and without a
special trip or the effort that many
associate with planning a journey by
public transport.  For Charlie Nelson at
Caerphilly County Borough Council, the
aims of making existing public transport
information more widely available, seizing
the opportunity to widen awareness of
public transport in the area and providing
up to date information about service
changes, were all key drivers behind the
creation of a PTI web site 

A communications medium

For Gerry Price at London Coaches, the
primary aim of the web site was to further
develop the organisation’s communications
policy.  The web site was developed as a
two-way communications mechanism,

facilitating better and more effective
communications from the customer to the
organisation, as well as vice-versa.  The
growing email address list of registered
users of the site enables the site provider
to inform users of service changes and
late running trips, which then enables the
traveller to better plan their arrival at the
interchange.  

People involved and their roles

Who?

The personnel involved in the design,
creation and management of a PTI web
site will vary according to the site's aims
and objectives.  It is likely that a number of
departments will be involved in the
development and management of the site,
including: marketing; press and public
relations; IT and/or a web design
company; and information
providers/managers, both inside and
external to the company.  Customer
relations departments may also be
stakeholders, particularly where the site
offers users the opportunity to feedback;
legal and financial departments may be
involved, especially where the site offers
online booking and payment facilities; and
finally, the operations department may
contribute in providing real-time service
updates.

Leadership and co-operation

The need for clear leadership from senior
members of the organisation in the
creation, design and management of a
PTI web site, was emphasised by all site
providers involved in the interviews.  The
support of the Managing Director in the
creation and design of the London
Coaches web site was cited as a key
reason for its success.  Without clear
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leadership and effective project
management, there is the potential for
drift and for conflict between the differing
aims and objectives of different
departments.  

Relationships between involved
personnel

The relationships between the personnel
involved were seen to be a key factor in
the success of a PTI web site, particularly
at Metro.  

Without support from all involved
departments, many site providers found
that deadlines for copy were missed and
design discussions were obstructive.

Web design companies

Difficulties with web site design
companies were mentioned during a
number of interviews.  The good, well
established relationship between the site
provider and the external web design
company was seen to be crucial to the
successful implementation of the Metro
web site.  

For others, poor communication or
understanding of requirements was a
reason for site design that was
inconsistent with provider needs.  

The mismatch between visions for the
site, particularly the wish of web design
companies to include advanced cosmetic
features within the site, was cited as a
particular difficulty, but one that could
easily be overcome with effective
communication of requirements.  The
need for a clear vision of aims and
objectives for the site, before consulting
with web designers, was emphasised. 

Processes

Involvement of all departments

The initiation of the idea to create a PTI
web site should be followed by a group
meeting with all departments likely to be
involved in, or affected by, the site.  This
advice was universally offered by all
interviewees and related directly to the
need for strong cross-organisational
support for the site.  

The personnel who may become involved
in the development and management of a
PTI web site are outlined above.  Each
can have a vital contribution to make to
the site, because each has different skills
and experiences.  

Whilst strong leadership is necessary, the
co-operation of involved departments is
essential.  Where web development
involves all interested parties from the
start, the end result is likely to be
cohesive, having covered many
perspectives from within the organisation.
The resultant site will be ‘owned’ by all
parties, making co-operation more likely
and more possible.

Appropriation of resources

The primary difficulty identified by the site
providers interviewed related to
resources.  In the majority of cases, the
site providers underestimated not only
the resources necessary to design the
site, but, more commonly, those to
maintain and update it.  

Thus, the recognition and appropriation of
resources necessary for the creation and
management of the site, should be
identified at an early stage. 
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Assessment of other 
web PTI sites

Many sites followed the initial ‘think-tank’
meetings with an assessment of existing
traveller information sites, identifying
areas of best practice, developing an idea
of appropriate content and presentational
features to be included within their PTI
web site.  

Decisions on content and
presentation

The content of many sites is largely
determined by the aims and objectives
identified by the site providers.  The
presentation of this information, however,
is less clearly defined.  A number of site
providers suggested that usability was
the primary aim when designing the site.
However, some site providers suggested
that alternative objectives, including
marketing aims, the need for the site to fit
with corporate design and the direct
transfer of printed material onto the web,
became paramount, to the detriment of
site usability and usefulness.  

Involving the end user

Perhaps surprisingly, none of the site
providers interviewed had involved the
end user in the design and creation of
web sites.  For many, the non-
involvement of the end user from the start
was seen to be a mistake, necessitating
later redesign in response to feedback
once the site was launched.  The majority
of site providers interviewed had
subsequently involved end users in the
redesign and ongoing development of the
site, or were planning to.  Greater
understanding of the central role of the
user in success of the site was cited as
the reason for this increased involvement.

A target audience

Whilst actual involvement of end users in
design of sites was low, the majority of
site providers had developed a profile of
the target audience, which grew from the
development of aims and objectives and
helped to inform site design, in particular,
site content.  A clear vision of why the site
is being created and, related to this, who
the site providers wish to target, emerged
strongly as a key aspect of site
development.  The failure to develop a
profile of the target audience was cited by
some site providers as the primary
mistake in the development of their site.  

The development of a target audience for
local authority sites was seen to be more
difficult than for commercial
organisations.  This is in part related to
the fact that local authorities are less
used to developing a customer profile
than are commercial organisations.
However, it is mainly because of the
diverse community that local authority
sites are designed to serve.  To overcome
this problem, local authority sites can
develop a target audience for different
sections within the site.  

User feedback

Many sites have evolved in response to
user feedback.  The majority of site
providers interviewed regard user
feedback not only as useful, but also as
essential, in keeping the site fresh, up to
date and relevant to user needs.  Whilst
dealing with feedback has impacted upon
the resources needed to manage the site,
site providers suggested that it has also
been valuable in saving resources.  This
is not only in terms of personnel required
to monitor the site for mistakes and
broken links, but also in terms of the

106

D
eveloping the P

TI W
eb S

ite



Public Transport Information Web Sites � The Best Practice Guide

amount of printed material distributed and
the staff involved in handling enquiries
from the public.  Where feedback enables
amendment to include information that is
useful to other site users, the number of
enquiries received by the organisation
falls. 

Evolution of the site

The key finding from the interviews with
site providers is that PTI web sites are
evolutionary, growing as the potential
audience grows (and thus the user profile
changes); as technical developments
increase the possibilities of PTI on the
web; and as site providers learn more
about web design.  The majority of site
providers were surprised by the
evolutionary nature of their site,
contrasting this to the static nature of print
PTI.

Ongoing resources,
maintenance and management

The ongoing management and
maintenance of a PTI web site,
particularly of information currency and
internal and external links, requires both
staff time and ongoing financial
investment.  Site providers emphasised
that the creation of a PTI web site is not a
one-off cost, but requires continual
investment throughout the life of the site,
even if the site contains only ‘static’
information.  The failure to budget for
ongoing maintenance was seen as a key
failing, by the majority of site providers, in
the development of their PTI web site.

The impact of the evolutionary nature of
web design upon ongoing management
and resources has been found to be
significant. The site providers

emphasised the importance of adequate
budgeting for resources to enable web
site management and review from the
outset.  It was emphasised by the
majority of site providers that financial
resources were not the key problem.
Rather, the key problem faced by the
majority of site providers was the
shortage of personnel resources.

Barriers and difficulties faced

In summary, the key difficulties faced by
site providers were: lack of strong
leadership and focus in site development;
management of input from different
departments or information suppliers; and
difficulties in resourcing the ongoing
management of the site.  Each of these
can be tackled proactively during the
design and development process.  

Value for money?

When asked whether the site had been
successful in achieving the varied aims
and objectives, defined as achieving
‘value for money’, every site provider
interviewed stated that the site had been
a success.  It was suggested that the
success of the site can only be measured
against the site’s aims and objectives,
rather than against financial targets.  It
was also suggested that attempts to
measure direct financial returns from the
web sites were not possible, even for
sites that have sales as the direct aim.
Whilst some site providers measure the
success of the web site in terms of
volume of hits, others are more resigned
to the belief that the site is achieving its
aims despite having no direct,
quantitative proof of this.  
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The difficulties in convincing senior
members of the organisation of the
returns from a PTI web site and that
financial or personnel investment in the
site is justified were cited by a number of
existing site providers.  The potential
opposition from senior management, or
from financial controllers, to a project that
has little measurable return could inhibit
web development.  The importance of
gaining management approval and of
developing strong leadership for the
project were particularly emphasised in
relation to this issue.  It emerged strongly

that the development of a business case,
related to a clear vision of the aims and
objectives of the site, was crucial in
gaining critical management support for
the site.  

Whilst the value for money of a PTI web
site cannot be shown easily over a short
period of time, through the development
of clear long term aims and objectives
and, it is hoped, through reference to this
guide, the benefits of investment can be
made clear.  
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3G Third Generation
4G Fourth Generation
AOL America On-Line, Inc
ATOC Association of Train Operating Companies
BT British Telecom
CDPD Cellular Device Packet Data
DDA Disability Discrimination Act
DETR Department of the Environment, Transport and the Regions
FAQ Frequently Asked Question
GPRS General Packet Radio Service
HTML Hyper Text Mark-up Language
IE Internet Explorer
ILT The Institute of Logistics and Transport
ISP Internet Service Provider
PC Personal Computer
PDA Personal Digital Assistant
PDF Portable Document Format
PTE Passenger Transport Executive
PTI Public Transport Information
RNIB Royal National Institute for the Blind
SMS Short Message Service
TRG Transportation Research Group
W3C World Wide Web Consortium
WAI Web Accessibility Initiative
WAP Wireless Application Protocol
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Alt tag
Abbreviation of ‘alternative tag’, meaning
the same as ‘alternative text’.  HTML
coding, often associated with a graphic,
that does not appear on the screen,
except on mouseover, where it is
displayed.  The text can be read by
browsers and is essential for users of
assistive software, for example, screen
readers.  

Below the fold
Where information is said to be below the
fold, it is below the area that is initially
displayed on the screen when the web
page is accessed.  The user must scroll
down to view this information.  Some
users may be unaware that more
information is displayed below the fold
and they may not scroll down.  Thus,
important information should always be
displayed above the fold and a clear
visual indication that information is held
below the fold should be given.  

Bobby testing
The Centre for Applied Special
Technology (CAST) provides a free online
tool for web developers called Bobby1.
Bobby is a programme that scans web
pages and assesses their usability
against a number of accessibility
guidelines, helping web developers to
identify changes that could be made to
the web site that could help users with
disabilities to use the site more easily.
After scanning a web site, Bobby
presents a list of priority one, two and
three errors, each of which, to varying
degrees, negatively affect the usability of
the site.  Bobby also tells the user why the
error may affect the usability of their site 

and suggests ways to fix the problem and
increase usability.  

Bookmark
A user's reference to a document on the
Internet, usually in the form of a URL and
a title.  Most browsers save a file of
bookmarks (often termed ‘favourites’), to
allow the user to quickly locate
documents to which they wish to refer
again.  

Breadcrumb trail / trailing
A breadcrumb trail is a visual display of
the path that the user has taken through
the web site.  This trail shows the user’s
current position in the site and, in
indicating the path that the user has
taken, clearly indicates the way back out
of the site.  This may promote confidence
and reduce feelings of being lost.  

Broken link
Where a hyperlink no longer applies,
because the referenced URL has
changed or the page has moved, the link
is said to be broken.  Clicking on the
broken link will result in an error
message.  

Browser
A browser is a piece of software, most
commonly Netscape Navigator or
Microsoft Internet Explorer, which is used
to request and display web pages.  

Favourites
See Bookmark.

Flash
An application, developed by Macromedia,
that allows site developers to add 
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animation, sound and interactivity to their
sites.  Flash is browser independent, yet
browsers need to be equipped with the
right plug-in for the application to work.  

Frames
Frames allow the site provider to display
two or more web pages on the same
screen at the same time.  Most
commonly, frames are used to display a
table of contents, which remains constant
whilst the information content of the
second frame changes.  

Heuristic
A general rule, or principle, that describes
a common property of usable interfaces.

Homepage
The top level entry point into a site,
usually the first page that a user sees.

Hotlink
See Hyperlink 

HTML / hypertext
HTML stands for Hyper Text Mark-up
Language, the main language of the web.
HTML defines the how a web page will
look and is made up of a variety of tags,
for example <P>, which denotes the start
of a new paragraph, or <I>, which
denotes the use of italics.  The HTML is
interpreted by the user’s browser and
displayed accordingly.  

Hyperlink
A piece of HTML coding that instructs the
browser to ‘jump’ to another page,
referenced within the hyperlink, when the
hyperlink is clicked.  

Icon
A small picture that represents a hyperlink
to another web page or site, or to an
application or programme.  

Image map
A graphic that contains a number of links,
each referenced by pixel co-ordinates
within the graphic.  

JavaScript
A scripting language that can be used in
conjunction with HTML to create dynamic,
or interactive web sites.  For example,
JavaScript can cause an area of the
screen to change when the mouse rolls
over that area; or can automatically
update site features, for example, the
date.  

Learnability
The extent to which a user can easily and
quickly learn the item.  

Mouseover / mouse roll over
When the mouse passes over a part of
the screen, it can activate scripting to
indicate to the user that there is a hidden
function, for example, that the area is
clickable.  For example, when a mouse
passes over a link, it may change colour,
or cause a picture to change.  

Navigation bar
A navigation bar displays the table of
contents of a web site, commonly at the
left hand side or the top of the main
content.  

PDF
Portable Document Format.  Developed
by Adobe Systems, PDF is a file format
for representing documents on the web.
PDF ensures that documents are viewed
exactly as intended by their authors.  PDF
is most often used in PTI web sites to
display print-ready timetables and maps.  

Plug-in
A file containing data used to alter,
enhance or extend the operation of a web
browser; for example, Flash and
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Shockwave.  These are stored locally and
are activated by embedded coding within
a web page.  

Script 
A program which interacts with other
programs or with a set of functions,
enabling information to be displayed in a
different way.  

Splash screen
An initial screen displayed by a site
provider, usually containing a title or
image as an introduction to the site.  

Thumbnail
A reduced size (both in terms of file size
and display size) or cropped image,
displayed as an alternative to and as a
link to its original full size image.  

URL
Universal Resource Locator, the standard
format to display the location of a
document on the Web.  Often known as a
web address.  

Usability engineering / usability
testing
Usability engineering or testing is the
name given to the testing of web sites,
involving users.  This usually involves
intended users using the web site to
perform information retrieval tasks, whilst
being monitored, to enable the site
developer to find and act upon any
problems with aspects of the site design.  

Utility
The extent to which a web page is usable,
useful and used2.  

Wallpaper 
The background pattern appearing
behind the text or images on web pages.  
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SITES SURVEYED

Site name URL Box reference

Arriva the Shires http://www.arriva-shires.com/ 3.40, 4.16
and Essex

Belfast City Airport http://www.belfastcityairport.com/ 3.07, 4.05

The Brighton and Hove http://www.buses.co.uk 3.06, 3.12, 3.15, 
Bus and Coach Company 3.26, 5.01, 5.07

British Airways http://www.british-airways.com 2.04

Buckinghamshire Travel http://www.buckscc.gov.uk/travelinfo 3.01, 3.20, 3.21, 
Information 3.32, 3.34, 3.39, 

5.17

Busview Washington http://busview.its.washington.edu/ 6.19
busview_launch.jsp

C2C http://www.c2c-online.com 2.01, 3.03, 3.28, 
3.44, 4.17, 4.23, 
6.18, 

Calmac Ferries http://www.calmac.co.uk/index.html 3.18, 3.41, 3.43

Cheshire County http://www.cheshire.gov.uk/travelwise 7.07
Council Travelwise

Chiltern Railways http://www.chilternrailways.co.uk 3.09, 3.17, 3.33, 
3.36, 3.51, 4.06, 
5.06, 5.13, 6.16

Cityrail http://www.cityrail.nsw.gov.au 7.02

Croydon Tramlink http://www.tramlink.net 3.37, 4.22, 5.18, 
6.07, 6.14

Derbyshire and Derby City http://www.derbysbus.net 2.02, 3.14, 3.29, 
3.38, 4.12, 4.27, 
5.12, 5.22, 6.11, 
7.06

EasyJet http://www.easyjet.com 3.12, 4.08, 5.02, 
6.01, 6.06, 6.17

Eurostar http://www.eurostar.com

First Badgerline http://www.firstbadgerline.co.uk 3.11, 3.42, 4.24

First Great Western Trains http://www.great-western-trains.co.uk 3.46, 5.09, 6.13, 
7.01



Site name URL Box reference

Getting Around the http://www.gettingaround. 3.02
Eastriding eastrinding.gov.uk

GMPTE http://www.gmpte.gov.uk 3.19, 3.55, 4.09, 
4.26

Great North Eastern http://www.gner.co.uk
Railways

Gwynedd Council http://www.gwynedd.gov.uk/
index.english.htm

Heathrow Express http://www.heathrowexpress.co.uk 3.31, 3.47

Integrated Transport http://www.131500.com.au 6.08
Information for Sydney

Kowloon Motor Bus http://www.kmb.com.hk/english.php? 3.48
Company

Leeds Bradford http://lbia.co.uk
International Airport

London Luton Airport http://www.london-luton.com 3.57, 4.07, 4.13, 
6.04, 6.12, 6.15

Metro West Yorkshire http://www.metro-wyorks.co.uk 3.10

Metrobus http://www.metrobus.co.uk 3.54, 5.04, 5.11

Midland Mainline http://www.midlandmainline.com 3.24, 4.18, 4.25

National Express http://www.gobycoach.com 3.25, 3.52, 4.19, 
6.02, 6.03, 6.05

National Rail http://www.nationalrail.co.uk 2.03

Nextbus Information http://www.nextbus.com/predictor/ 4.04
Sydney newUserWelcome.htm?userID=40581

North Kent Express http://www.londoncoaches.com/
north_kent_express.ht

Northern Spirit http://www.northern-spirit.co.uk 3.08, 4.02, 4.10

Nottingham City Transport http://www.nctx.co.uk 3.45, 4.11, 5.05

Nottingham Travelwise http://www.nottinghamtravelwise. 3.50, 3.53, 4.01, 
org.uk 4.21, 7.08, 7.10, 

7.12, 7.13

Oxford Brookes University http://www.brookes.ac.uk/findus 5.03

Public Transport in http://www.caerphilly.gov.uk/pubtrans.html 4.03, 4.14
Caerphilly

Public Transport in http://www.nelincs.gov.uk/IC/traffic/ 7.05
North East Lincolnshire publictransport/publictransport.htm
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Site name URL Box reference

Public Transport in Surrey http://ww2.surreycc.gov.uk/env/ 3.23, 3.56, 4.15, 
Passeng.nsf/webpagesall/Passenger 5.19, 5.24
+Transport?OpenDocument

Railtrack Rail 
Timetables Online http://www.railtrack.co.uk/travel 5.20, 5.23

Reading Buses http://www.reading-buses.co.uk 3.04

Ryan Air http://www.ryanair.com

Scottish Citylink http://www.citylink.co.uk/index.html 3.30

Singapore Mass Transit http://www.smrt.com.sg/smrt/index.htm 6.10, 7.04

South West Trains http://www.swtrains.co.uk 7.11

Stagecoach, Oxford http://www.stagecoach-oxford.co.uk 5.08

Stansted Express http://www.stanstedexpress.com

Stockley Park http://www.stockleypark.co.uk/travel/l 3.16, 3.22, 5.10, 
index.htm 5.15, 7.09

Strathclyde Passenger http://www.spt.co.uk
Transport

Thames Trains http://www.thamestrains.co.uk

TheTrainLine http://www.thetrainline.com

Transperth http://www.transperth.wa.gov.au/ 5.21, 7.03

Transport for London http://www.transportforlondon.gov.uk 3.35, 6.09

Trent and Barton Buses http://www.trentbuses.co.uk

Truronian http://www.truronian.co.uk

Unilink http://www.soton.ac.uk/~unilink 4.20, 5.14

Virgin Trains http://www.virgintrains.co.uk 3.27

West Somerset Railways http://www.west-somerset-railway.co.uk

Wightlink http://www.wightlink.co.uk

Wycombe bus co. http://www.wycombebus.co.uk 3.05
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BOX REFERENCES AND URLs

Box reference URL and Site Visit Date

2.01 http://www.c2c-online.com/site/index.htm (cropped) 07/11/00
2.02 http://www.derbysbus.net (cropped) 08/11/00
2.03 http://www.nationalrail.co.uk/info/disabled/fs_disabled.htm 

(cropped) 26/02/01
2.04 http://www.british-airways.com/airportinfo/docs/Check-in.shtml  

(cropped) 26/02/01
3.01 http://www.pindar.co.uk/bucks (cropped) 01/11/00
3.02 http://www.gettingaround.eastriding.gov.uk (cropped) 10/11/00
3.03 http://www.c2c-online.com/site/index.htm (cropped) 07/11/00

3.04 http://www.reading-buses.co.uk/tt_001rbp_1_1A.htm 
(cropped) 22/11/00

3.05 http://www.wycombebus.co.uk (cropped) 21/11/00
3.06 http://www.buses.co.uk/bustimes/welcome.htm (cropped) 06/11/00
3.07 http://www.belfastcityairport.com (cropped) 16/11/00
3.08 http://www.northern-spirit.co.uk (cropped) 16/11/00
3.09 http://www.chilternrailways.co.uk (cropped) 08/11/00
3.10 http://www.metro-wyorks.gov.uk/routemaps/mainroutemapsframe.html 

(cropped) 15/11/00

3.11 http://www.firstbadgerline.co.uk (cropped) 09/11/00)
3.12 http://www.buses.co.uk/careers/welcome.htm (cropped) 28/11/00
3.13 http://www.easyjet.com/en (cropped) 22/11/00
3.14 http://www.derbysbus.net (cropped) 09/11/00
3.15 http://access.adobe.com/perl/convertPDF.pl (cropped) 06/11/00
3.16 http://www.stockleypark.co.uk/travel/index.html 28/11/00
3.17 http://www.chilternrailways.co.uk (cropped) 08/11/00
3.18 http://www.calmac.co.uk/nnews_frameset.html (cropped) 08/11/00
3.19 http://www.gmpte.gov.uk/help.htm (cropped) 01/12/00
3.20 http://www.buckscc.gov.uk/travelinfo (cropped) 01/12/00
3.21 http://www.pindar.co.uk/bucks (cropped) 01/11/00

http://www.pindar.co.uk/bucks/tt/002wyo8a.htm (cropped) 01/11/00
3.22 http://www.stockleypark.co.uk/travel/index.html (cropped) 21/11/00
3.23 http://ww2.surreycc.gov.uk/env/Passeng.nsf/webpagesall/ 

Passenger+Transport?OpenDocument (cropped) 22/11/00
3.24 http://www.midlandmainline.com (cropped) 15/11/00
3.25 http://www.gobycoach.com (cropped) 13/11/00
3.26 http://www.buses.co.uk (cropped) 01/11/00
3.27 http://www.virgintrains.co.uk/ (cropped) 28/2/01



Box reference URL and Site Visit Date

3.28 http://www.c2c-online.co.uk/site/index.htm (cropped) 07/11/00
3.29 http://www.derbysbus.co.uk (cropped) 01/11/00
3.30 http://www.citylink.co.uk/index.html (cropped) 22/11/00
3.31 http://www.heathrowexpress.co.uk (cropped) 13/11/00
3.32 http://www.pindar.co.uk/bucks (cropped) 01/11/00
3.33 http://www.chiltern-railways.co.uk (cropped) 01/12/00
3.34 http://www.pindar.co.uk/bucks (cropped) 01/12/00
3.35 http://www.transportforlondon.gov.uk/wnt_text.shtml 

(cropped) 14/11/00
3.36 http://www.chilternrailways.co.uk/ (cropped) 01/12/00
3.37 http://www.tramlink.net/menu.htm (cropped) 08/11/00
3.38 http://www.derbysbus.net (cropped) 09/11/00
3.39 http://www.pindar.co.uk/bucks/browse.html (cropped) 06/11/00
3.40 http://www.arriva-shires.com (cropped) 30/10/00
3.41 http://www.calmac.co.uk/news_frameset.html (cropped) 07/11/00
3.42 http://www.firstbadgerline.co.uk 09/11/00
3.43 http://www.calmac.co.uk/help_frameset.html 07/11/00
3.44 http://www.c2c-online.co.uk/site/index.htm (cropped) 07/11/00
3.45 http://www.nctx.co.uk, 12/12/00
3.46 http://www.great-western-trains.co.uk (cropped) 10/11/00
3.47 http://www.heathrowexpress.co.uk (cropped) 13/11/00
3.48 http://www.kmb.com.hk (cropped) 14/12/00
3.49 Diagram of pyramidal and spider’s web information structures 
3.50 http://www.nottinghamtravelwise.org.uk (cropped) 16/11/00
3.51 http://www.chilternrailways.co.uk (cropped) 08/11/00
3.52 http://www.gobycoach.com/misc/products.cfm?Name=Feedback 

(cropped) 13/11/00

3.53 http://www.nottinghamtravelwise.org.uk (cropped) 21/11/00
3.54 http://www.metrobus.co.uk (cropped) 14/11/00
3.55 http://www.gmpte.gov.uk/aboutus/accessib/useful/accd2d.htm 

(cropped) 13/11/00

3.56 http://ww2.surreycc.gov.uk/environment/Passenger.nsf/ 
cefa90d8fdebd4c90025652400555089/a567fc2daeeba
a0c002568ea00600517?
OpenDocument (cropped) 22/11/00

3.57 http://www.london-luton.co.uk (cropped) 11/12/00
4.01 http://www.nottinghamtravelwise.org.uk (cropped) 16/11/00
4.02 http://www.northern-spirit.co.uk (cropped) 16/11/00
4.03 http://www.caerphilly.gov.uk/pubtrans.html (cropped) 23/11/00
4.04 http://www.nextbus.com (cropped) 14/12/00
4.05 http://www.belfastcityairport.com (cropped) 03/11/00
4.06 http://www.chilternrailways.co.uk (cropped) 8/11/00
4.07 http://www.london-luton.com/default.htm (cropped) 14/11/00
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Box reference URL and Site Visit Date

4.08 http://www.easyjet.com/en/contact/faq.html (cropped) 06/12/00
4.09 http://www.gmpte.gov.uk/help.htm (cropped) 06/12/00
4.10 http://www.nothern-spirit.co.uk/tpmap/mapfarme.html 

(cropped) 16/11/00

4.11 Top right corner of frame http://www.nctx.co.uk 16/11/00
4.12 http://www.derbysbus.net (cropped) 16/11/00
4.13 http://www.london-luton.com (cropped) 16/11/00
4.14 http://www.caerphilly.gov.uk/contact.html (cropped) 23/11/00

4.15 http://ww2.surreycc.gov.uk/env/Passeng.nsf/ Feedback?
OpenForm&ParentUnid=F6AA24063C026D2600 
2569520049A1BA (cropped) 22/11/00

4.16 http://www.arriva-shires.com/feedback.htm (cropped) 20/11/00
4.17 http://www.c2c-online.com/site/conta/conta_1a1a.htm 

(cropped) 13/11/00
4.18 http://www.midlandmainline.com/default.htm (cropped) 15/11/00

4.19 http://www.gobycoach.com/misc/products.cfm?Name=Feedback.htm 
(cropped) 13/11/00

4.20 http://www.soton.ac.uk/~unilink/feedback.html (cropped) 23/11/00
4.21 http://www.nottinghamtravelwise.org.uk (cropped) 21/11/00
4.22 http://www.tramlink.net (cropped) 11/12/00
4.23 http://www.c2c-online.com/site/news/news_1a.htm (cropped) 6/12/00

http://www.c2c-online.com/site/live/live_1a.htm (cropped) 6/12/00
4.24 http://www.firstbadgerline.co.uk/banes/newsf.htm (cropped) 10/11/100
4.25 http://www.midlandmainline.com (cropped) 15/11/00
4.26 http://www.gmpte.gov.uk/travelin/latestse.htm (cropped) 13/11/00
4.27 http://www.derbysbus.net (cropped) 09/11/00
5.01 http://www.buses.co.uk/careers/destin.pdf (cropped) 06/11/00
5.02 http://www.easyjet.com/en (cropped) 22/11/00
5.03 http://www.brookes.ac.uk/findus/ (cropped) 26/2/01
5.04 http://www.metrobus.co.uk (cropped) 14/11/00
5.05 http://www.nctx.co.uk/images/Nottm Map.pdf 16/11/00
5.06 http://www.chilternrailways.co.uk (cropped) 16/11/00
5.07 http://www.buses.co.ukbustimes/tt1.pdf (cropped) 06/11/00
5.08 http://www.stagecoach-oxford.co.uk/timetables/index.html 

(cropped) 28/2/01

5.09 http://www.great-western-trains.co.uk/travel_information/ 
timetable_24august2000/table1/swansea_london/t1_s_l_mf_01.html 
(cropped) 10/11/00

5.10 http://www.stockleypark.co.uk/travel/timetables/index.html 
(cropped) 21/11/00

5.11 http://www.metrobus.co.uk (cropped) 14/11/00
5.12 http://www.derbysbus.net (cropped) 09/11/00
5.13 http://www.chilternrailways.co.uk (cropped) 08/11/00
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Box reference URL and Site Visit Date

5.14 http://www.soton.ac.uk/~unilink/routes/services.html 
(cropped) 23/11/00

5.15 http://www.stockleypark.co.uk/travel/timetables/index.html 
(cropped) 21/11/00

5.16 Diagram of pyramidal structure for the presentation of timetable 
information

5.17 http://www.pindar.co.uk/bucks/tt/345csndx.htm (cropped) 06/11/00
http://www.pindar.co.uk/bucks/tt/wyndx.htm (cropped) 06/11/00
http://www.pindar.co.uk/bucks/tt/345csndx.htm (cropped) 06/11/00
http://www.pindar.co.uk/bucks/tt/345cs08f.htm (cropped) 06/11/00

5.18 http://www.tramlink.net/menu.htm (cropped) 09/11/00
5.19 http://www.pindar.com/scc/Scripts/Surrey_JP.cgi, linked from Surrey 

Passenger Transport 
(cropped) 22/11/00

5.20 http://212.87.65.227/bin/query.exe/en (cropped) 12/12/00
5.21 http://www.transpert.wa.gov.au/framesets/mf_journey.htm 

(cropped) 14/12/00

5.22 http://www.ukbus.co.uk/cgi/journey planner.exe?c=derb&x=0&s=y&, 
linked from www.derbysbus.net (cropped) 09/11/00

5.23 http://212.87.65.227/bin/query.exe/en (cropped) 12/12/00
http://212.87.65.227/bin/query.exe/en (cropped) 12/12/00

5.24 http://www.pindar.com/scc/Scripts/Surrey_JP.cgi, linked from Surrey 
Passenger Transport 
(cropped) 22/11/00

6.01 http://www.easyjet.com/brains/list.plx (cropped) 22/11/00
http://www.easyjet.com/en/onlineSales.html (cropped)  13/12/00

6.02 http://www.gobycoach.com/TravelEnq/TravelEnq.cfm?Step=4 
(cropped) 13/12/00

6.03 https://www.gobycoach.com/Purchase/BuyTkt.cfm?Step=1 13/12/00
6.04 http://www.london-luton.com/default.htm (cropped) 14/11/00
6.05 https://www.gobycoach.com/Purchase/BuyTkt.cfm?Step=1 13/12/00
6.06 http://www.easyjet.com/brains/list.plx (cropped) 22/11/00
6.07 http://www.tramlink.net/menu.htm (cropped) 08/11/00
6.08 http://www.131500.com.au/Pages/travel_tips.html (cropped) 14/12/00
6.09 http://www.transportforlondon.gov.uk/buses/phb_home.shtml 

(cropped) 14/11/00
6.10 http://www.smrt.com.sg/info_usingmrt.htm (cropped) 14/12/00
6.11 http://www.derbysbus.net (cropped) 09/11/00
6.12 http://www.london-luton.co.uk (cropped) 11/12/00
6.13 http://www.great-western-trains.co.uk/

travel_information/station_amenities.html (cropped) 10/11/00

6.14 http://www.tramlink.net/menu.htm (cropped) 08/11/00
6.15 http://www.london-luton.co.uk (cropped) 11/12/00
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Box reference URL and Site Visit Date

6.16 http://www.chilternrailways.co.uk (cropped) 08/11/00
6.17 http://www.easyjet.com/en/information/arrivals.asp (cropped) 14/11/00
6.18 http://www.c2c-online.com/site/live/cis/stations/Chafford.htm 

(cropped) 07/11/00

6.19 http://busview.its.washingotn.edu/busview_launch.jsp 
(cropped) 14/12/00

7.01 http://www.great-western-trains.co.uk/services/disabled/disabled.html
(cropped) 28/11/00 
http://www.great-western-trains.co.uk/ travel_information/
station_amenities.html (cropped) 10/11/00

7.02 http://www.cityrail.nsw.gov.au/facilities/index.htm (cropped) 15/12/00
7.03 http://www.131500.com.au/accessible/stationmaps/9025205-

beckenham.pdf (cropped) 14/12/00

7.04 http://www.smrt.com.sg/smrt/index_mrtserv.htm (cropped) 14/12/00

7.05 http://www.nelincs.gov.uk/IC/traffic/publictransport/dialaride.htm 
(cropped) 16/11/00

7.06 http://www.derbysbus.net (cropped) 09/11/00
7.07 http://www.cheshire.gov.uk/travelwise/commuter/foreword.htm 

(cropped) 1/3/01

7.08 http://www.nottinghamtravelwise.org.uk (cropped) 01/12/00
7.09 http://www.stockleypark.co.uk/travel/index.html 21/11/00
7.10 http://www.nottinghamtravelwise.org.uk (cropped) 01/12/00
7.11 http://www.swtrains.co.uk/ourservices/
7.12 http://utc.nottscc.gov.uk/index.htm (cropped) 04/12/00
7.13 http://www.utc.notscc.gov.uk/index.htm (cropped) 04/12/00
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NEW TECHNOLOGY

As the application of the Internet changes, so too will the provision of Internet based
public transport information.  This section examines the likely future technological
developments and relates these developments to PTI.  

Three key developments

The use of the web is changing fast, as
new technologies come on-stream, which
in turn lead to new service markets and
the ability to meet previously unidentified
user requirements.  This then leads to
new products and services to meet those
requirements.  Rapid change in
technology and product potential is
evident in several areas, but three themes
have emerged worldwide in the last 1 - 2
years.  These are, firstly, the rise of mobile
communications; secondly, a movement
towards convergence of different
communications equipment and services;
and thirdly a growth in multi-feature public
access Internet terminals (Internet-
enabled 'kiosks').

The theme of ‘convergence’ is important
because it affects several different areas:
for instance it involves the ‘merger’ of
mobile devices and personal computers
(PCs), of PCs and home televisions and of
public access points with electronic
purchasing facilities.  However, all these
three themes will make access to the
Internet, and specifically to the web, much
easier and faster.  At the same time they
will lead to new types of web sites, which
may have some very different
characteristics from existing web sites
accessed via PCs.

This section examines these three themes
and then relates back to the design

elements of PTI web sites discussed in
earlier sections.

Mobile devices

By the year 2002 the number of web
enabled non-PC devices is expected to
account for over 50% of usage.  By the
end of 2005, some experts predict that the
installed base of Wireless Application
Protocol (WAP) enabled phones will reach
1.2 billion - or over 90% of all handsets48.

However, currently, mobile devices for
accessing the Internet through WAP have
slow speeds and there are only limited
applications for individual portals
(although some do relate to public
transport).  Against this, whilst WAP is
generally considered to have been over-
promoted on its launch in 1999 and early
2000, it is helpful to think of WAP as the
first stage in a new way of accessing the
Internet, with new characteristics.  When
this new way is combined with post-WAP
technologies, which are planned to offer
considerably higher performance than
does WAP, then the virtues of mobile
access to the Internet become clearer. 

The effect of new mobile
technologies on mobile Internet
applications

New technologies in mobile
communications are rapidly enhancing



and changing the Internet-capabilities of
mobile devices.  WAP, which enables
mobile phones to connect to the Internet
in a limited way, is already with us.
However, the next generation of mobile
devices will have much greater
functionality and this could well result in
the rapid development of large numbers of
web sites specifically for mobile devices.

Existing digital mobile networks will be
enhanced by General Packet Radio
Service (GPRS).  This introduces packet
data transmission, enabling ‘always on’
access.  This means that users can
choose to be permanently logged on to
services such as e-mail, but do not have
to pay for these services unless sending
or receiving information.  GPRS is a step
towards third generation (3G), which,
following the introduction of WAP, will
enable high-speed data and multimedia
services on the move, anywhere, anytime.
In integrating broadband radio
communications and IP-based services,
3G lays the groundwork for advanced
mobile Internet services, including
personalised portals, ‘infotainment’,
mobile commerce and unified messaging.
New technologies, such as Bluetooth,
which will enable separate devices to
communicate using wireless technology,
also support the developments of 3G and
the later fourth generation (4G)
applications built on global seamless
roaming.

The mobile Internet is expected to
revolutionise the way people shop and
manage their finances, with, for example,
mobile commerce transaction capabilities
that are simple and secure.  Examples of
expected mobile applications outside the
public transport field include reminders of
bill payments, navigation systems within a
supermarket, to access the correct shelf
easily, and personalised share-trading
steps geared to the users' interests.

These are all focused pieces of
information, which the user ‘on the move’
may well value.

Characteristics of Internet sites
for the new mobile technologies

The first WAP sites already herald some
of the trends that are likely to emerge in
mobile-targeted web sites.  Mobile
communication to the Internet is likely to
be different from PC communication, in a
number of ways:

� Mobile web sites will be simpler, 
probably much simpler, with, at least
initially, proportionately more use of
text.  This is because mobile devices
can only display a small amount of
information on-screen, due to a
number of limitations.  While the
limitation of bandwidth (affecting
graphic complexity and resolution) is
only a temporary one, which will be
disappear as the new 3G and other
technologies come on-stream, other
limitations are likely to be more
permanent.  These include a limited
screen-size and a limited battery
power 

� Web sites may be delivered by a
limited range of suppliers, delivering
information and services in a more
standardised format.  This is
because, at least initially, before
technologies like General Packet 
Radio Switching (GPRS) are 
available, mobile communication to
web sites for many users is only
enabled through individual service
companies making deals, perhaps
exclusive deals, with the user's
mobile Internet Service Provider
(ISP).  It is possible that these early
entrants to the market will quickly 
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gain competitive edge and will drive
'de facto' standards for mobile web 
site display and menu structures

� Access to the Internet via mobile 
devices is likely to involve more 
'push' technology: mobile users need
the information they require 'now'
and the user will have a more
'personal' relationship with his mobile
phone than he does with his PC.  It
will be possible for web site providers
to target unsolicited but relevant 
e-mail messages to mobile phone
users to meet their needs at a 
specific time.  Indeed, it will be
possible for users to program their 
devices to request such 'proactive' 
information from the web site or
service provider

� Web sites will need to be very
focussed on what the user
specifically requires.  Users will not
want to spend time (and money, at 
comparatively high call charge rates) 
'browsing' web sites on a mobile
phone 

� Mobile devices will soon be able to 
locate where the user is.  This opens
up many new possibilities for web 
site applications over mobile phones, 
and these may well involve
partnerships between consumer 
service providers in very different
fields to offer an integrated
information service to users

� Web sites may need to be designed
so that they are accessible over a
number of different types of mobile
device.  Devices enabling mobile
connection to the Internet include the 
following: 

- Digital Phones: enabled for
WAP, or for Imode, the
Japanese-led alternative, which 
has been hugely successful,
with 4 million subscribers in its 
first 12 months

- Personal Digital Assistants 
(PDAs) and Palm-top PCs.  With
a bigger screen than a mobile
phone and with the capability of
loading proprietary databases, 
they can display much more
sophisticated graphics than 
mobile phones currently can.
Internet applications are being
developed for these devices 

- Smartphones.  These are bigger
than a feature phone but smaller
than a Pocket PC and offer a
range of enhanced services. For
instance, voice and rich wireless
data capabilities in one device
or, with a device targeted at
business users, the ability to
manage schedules and to
synchronise databases such as
Microsoft Exchange and Lotus
Notes. Some may have PDA
capabilities 

- In car appliances.  The wireless
phone is expected to ‘migrate
out of the box’ and into other
devices, including in-car
navigation and information
systems.  These systems may
well have the capability of
integrating with web sites.  One
example would be where a 
remote database on a web site
contains the graphical
representation of streets,
buildings, and physical
characteristics of a large urban
area.  Blocks of this database
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could be transmitted in rapid
sequence to a vehicle, where a
program would permit the 
occupants to visualise the
environment ahead

Other characteristics of mobile
connections to the Web in the future are
likely to include the following:

� Speed is not expected to be an issue 
in the future, compared to current 
WAP web sites.  At present, services 
such as BT Cellnet's Genie deliver 
information at a speed of 9,600 bits 
of information a second. With GPRS 
the speed could rise to 100,000 bits
per second

� Services available will have
mushroomed.  By allowing mobile to 
be in ‘always-connected’ state GPRS 
(or other, related  services like
Cellular Device Packet Data 
(CDPD)) will bring the Internet closer 
to mobile

� It is expected that interactivity (links 
between services) will also have
mushroomed

� Services may well be targeted at
teens: there has been a phenomenal 
success for Short Message Service
(SMS) among teenagers on mobile
phones in Europe, and in Japan the 
focus of the successful I-Mode model 
has been on merging entertainment 
and wireless

� Content will be customised for users

� Mobile Internet connectivity could
include new methods of
communication, such as tactile 
screens and voice recognition

� 'Bluetooth' technology will enable
different types of device to talk to
each other, thus increasing the
number of different potential
applications

Future public transport
applications for mobile devices

Given the extensive range of applications
likely to be available on mobile devices
and the range of different types of mobile
devices themselves, it is helpful to think in
terms of ‘Internet communication’ rather
than ‘Web site access’.  Because
although web sites clearly will be
accessed from mobile devices, much of
the communication could involve
messages (or a string of ‘two-way text
conversation’ between the user's mobile
device and a database lying behind a
web site or belonging to another device).
For instance, a traveller's hand-held
mobile device might in the future
communicate directly with a computer on
a bus or coach rather than with a web site
on a server.

The sort of public transport applications
available to mobile users may include the
following: 

� Real-time information: this is almost
here now (for instance Kizoom's
WAP service giving details of train
service disruptions is, at the time of
writing, soon to be launched), but is 
expected to become much more
common)

� Integration of Public Transport
information with related information
on things such as tourist attractions,
and nearby service establishments,
e.g. restaurants, cinemas
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� Locational maps

� Interactive locational guidance (text,
audio)

� Products to public transport users on
the move (e.g. arranging taxis to 
connect with a late-running trains

Convergence

Interactive TV

As well as mobile devices, the theme of
convergence covers areas including the
merger of the television and the PC and
the merger of call centres with the
Internet.

Already, interactive TV is available in the
UK.  Sky Digital subscribers, for instance,
connect their TV to their phone, and can
use the on-screen ‘buttons’ or a special
keypad, to order goods and services
direct from their TV.  The service is slow,
however, and uses the normal telephone
line (via a special connector) as the
communication means.  Interactive TV in
the future is expected to involve the
interactive aspect of the TV using the
same communications channel as that
used to deliver TV programs.  

Broadband technology will enable the
user to download videos for viewing ‘on
demand’, and to carry out on the TV
actions that would previously have been
done on PCs.  For instance, broadband
trial results in Europe indicate that
consumers' willingness to buy online is
around eight times higher than existing
narrowband technology.  This is because
of the quality of content, speed and
convenience. 

Combined with digital technology giving
much better picture and audio resolution

this makes the TV the viewing medium of
choice. According to the Media
Guardian49, five million US homes now
have broadband access.  One TV
network has been running an interactive
version of ‘Who Wants to be a
Millionaire?’ over the web.  This means
that viewers can both watch the show and
play at the same time via their PCs.  It has
been a huge success for viewers with
PCs in the same room as their TVs.
However, whilst the UK has a
comparatively low PC penetration
compared to the US it has a very high TV
penetration and a much higher level of
digital TV.  The spread of digital TV in the
UK and the rest of Europe means that the
potential to integrate TV and PC
applications is high.  This is underlined by
recent mergers of entertainment /
traditional media companies with Internet
companies, such as the 2000 merger of
TimeWarner with America On-Line Inc. (AOL).

Possible implications of this convergence
for web sites include the following: 

� A greater nesting of web sites, with
TV Web portals perhaps restricting or
‘guiding’ users to certain web sites 

� A greater emphasis on selling in web
sites: advertising clearly already has
a pivotal role in much TV.  Indeed, 
purchasing may become a 
fundamental characteristic of
converged interactive TV / Web
connectivity.  As far as public
transport is concerned this is likely to
include new opportunities for selling
season tickets and combined travel /
attraction tickets

Web-linked Payphones

After an initial experimental phase, BT is
now rolling-out the installation of
'Multiphones': combined payphones and
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Internet kiosks which offer a range of free
Internet services such as connections to
web sites giving street maps and web
sites showing local 'gig guides'.  These
therefore bring a convergence of Web
Access and telephony.  Although
interaction between different web sites
and 'smart features' on these payphones
is an issue here, an important challenge
relates to the use of 'virtual keyboards'
and how to use them to enter data into
the appropriate part of the screen.  Thus
best practise will be an issue in respect of
the general usability of such devices, as
well as specifically concerning PTI sites.

Web Call Centres

Call Centres are increasingly being linked
into web sites to provide an interactive
'helpline'.  The Call Centre operator will
already have much information about the
user, either from an on-screen form that
the user has completed, or by automated
functions which enable the web site to
elicit information from observing the
user's web site usage.  Use of such call
centres is costly, and so where they exist
to provide a more personal service to web
site users it will be important for web sites
to be easy to follow and user-friendly, to
minimise their use.

Web-based Kiosks

Kiosks are set to grow in number
because they offer the ease of access of
mobile devices, if they are placed in
strategic locations, combined with not
only the functionality of large PC-type
screens, but also the ability to print out
useful web pages and the ability to order
and pay for goods and services using a
smartcard.
Journey Planners provide a good

example of a suitable public transport
application, but other useful applications
include season ticket purchases,
combined travel / cinema or theatre ticket
purchases, and direction-finders and
other maps.

Here, both trust and personalisation are
important: users need to feel secure
using such devices: they also need  be
able to use them quickly, with
personalisation (perhaps provided
through use of a smartcard) enabling
users to move automatically to the part of
a site that is most relevant to them.

The effect on PTI web sites

As already indicated, new public transport
applications are likely to be developed for
the new types of Internet-access
hardware resulting from these themes.
These may include the following:

� Ticket purchase from mobile devices
or from public access-devices using
personalised smartcards

� Integrated public transport/add-on
tickets (for example, combining
public transport with cinemas,
restaurants, theatres)

� Personalised PTI applications

� Locational services

The following design features and site
characteristics will be very important for
Internet access to PTI-related
applications over this new hardware: 

� Intuitive and easy-to-understand
menus, involving a minimum number
of keystrokes
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� Short-cuts for experienced users and 
for regular travellers

� Trustworthiness and reliability, both
of data and of the service provider

� Specifically, the assurance of
security in all transactions 
undertaken

� The ability to personalise content of
web sites easily 

� The ability for users to indicate
whether or not they are a regular or 
an occasional user of the service for
which information is requested, thus 
influencing the way in which 
information is presented to them 

� The development of commonly-
accepted design formats or key-
stroke combinations / patterns to
access what are likely to be
commonly-used and popular PTI 
features, such as real-time stop-
specific information, information on 
service disruptions, and journey
planning

� The ability to link easily and 
seamlessly to other related
applications

The importance of user-focussed web
site design is likely to be even greater for
these new means of access than for
existing PC-accessed web sites. 

It is quite possible that the new emphasis
on these characteristics will feed through
to the design of PC-based web sites and
to users' expectations of them.  If that is
the case, then we can expect that PTI
web site good practise in the future might
involve a heightened importance for
consistency, currency, easy-to-use and
logical hotlinks, fast download time, good
information organisation and easy
navigation.  Just as interface design will
be critical for web sites on the new
hardware, it may become critical for PC-
accessed web sites too.  
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