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Some background
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Google Transit launches as a 
“Labs” product. 

2005
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August 2007:
Google Transit launches for Humboldt County.

2005 2006 2007
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At launch, Humboldt County is one of
17 areas in North America with Google Transit.
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● Planning
● Scheduling
● Rostering
● Passenger 

Information
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WHY 
technology for 
passenger 
information?
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Focus on the 
Customer

Credit:
Selena Barlow, Transit Marketing LLC
Cliff Chambers, Mobility Planners LLC

Service 

Planning

Market 

Research

Marketing & 

Information

Customer 

Focus
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Customers Use 
Smartphones

Group Cellphone Smartphone
Cellphone, but not 

smartphone

Total 97% 85% 11%

Ages 18-29 100% 96% 4%

30-49 100% 95% 5%

50-64 97% 83% 12%

65+ 92% 61% 29%

White 97% 85% 11%

Black 99% 83% 15%

Hispanic 100% 85% 14%

Less than $30,000 97% 76% 19%

$30,000-$49,999 97% 83% 14%

$50,000-$74,999 97% 85% 12%

$75,000+ 100% 96% 3%

Urban 98% 89% 9%

Rural 94% 80% 14%
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Customers use Mobile Maps
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WHY technology for passenger information?

Makes transit 
easier to use

C. Cluett, S. Bregman, and J. 
Richman (2003). "Customer 
Preferences for Transit ATIS," 

Federal
Transit Administration. Available at
http://ntl.bts.gov/lib/jpodocs/repts
_te/13935/13935.pdf#sthash.jwn5O

ltr.dpuf
3

Reduces wait time,
perceived AND real

Brian Ferris, Kari Watkins, and Alan Borning 
(2010), "OneBusAway: results from providing 

realtime arrival information for public transit," 
in Proceedings of the 28th International CHI 

Conference on Human Factors in Computing 
Systems, Atlanta, Georgia, USA, pp. 1807-1816.
 Kari Edison Watkins, Brian Ferris, Alan Borning, 

G. Scott Rutherford, and David Layton (2011), 
"Where Is My Bus? Impact of mobile real-time 
information on the perceived and actual wait 

time of transit riders," Transportation 
Research Part A: Policy and Practice, Vol. 45 

pp. 839-848. 5

Earn trust
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WHY technology for passenger information?

Improve 
perceptions of 

transit

Dignity for 
passengers

Improves 
ridership
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WHAT
is high quality 
passenger 
information?
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WHAT is high quality passenger information?

Complete

All services, 

facilities, and 

information

Consistent

Offline and online 

information 

2 Accurate

Shows service 

changes and 

real-time
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● All services (Fixed-route, DRT, connecting)
● Accessibility
● Fares

1

WHAT is high quality passenger information?

Complete

All services, 

facilities, and 

information
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2 Accurate

Shows service 

changes and 

real-time

WHAT is high quality passenger information?

GTFS-Realtime for:
● ETAs
● Service changes and alerts
● Vehicle Positions
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● 3rd party apps (Google & Apple Maps, Transit app)
● Printed timetables & rider guides
● At-stop information (Printed and digital)
● On-vehicle signage
● Agency website

3

WHAT is high quality passenger information?

Consistent

Offline and online 

information
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HOW 
to implement 
great passenger 
information?
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HOW to implement great passenger information?

Look at the 
Passenger 
Experience

Brand & 
Information 
Consistency

Use the 
specs

GTFS & California 
Minimum Transit 
Data 
Requirements

2 Map IT 
systems

Build a Transit 
Stack
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1
Look at the 
Passenger 
Experience
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Passenger 
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Passenger 
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2 Map IT 
systems
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3
Use the 
specs
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Using Technology to 
Rebuild Ridership

Questions?
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