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U.S. Department of Transportation
Federal Transit Administration



National Rural Transit Assistance Program

• Technical assistance center funded by 
FTA through the Section 5311 Program

• Provides free training materials and 
technical assistance to rural and tribal 
transit providers and state RTAPs

• Review Board – 14 state DOT and rural 
and tribal transit agency staff from 
across the country

o Currently soliciting nominations for new 
members in 2022-2023. Visit our News 
page for details and the nomination form.

• Learn more at nationalrtap.org

http://www.nationalrtap.org/


Speaker Introduction

Selena Barlow
Owner, Transit Marketing LLC
• More than 25 years of experience marketing public transportation 

services throughout the U.S.
• Her areas of expertise include marketing plan development, market 

research, community outreach, and creation of marketing tools and 
campaigns.

• Over the past decade, her work has focused on rural and small urban 
communities where marketing can have the greatest impact on ridership. 

• She holds an MBA, with focus on marketing, from the University of 
Arizona, and a BS in Advertising from the University of Florida.  



Public Transit Marketing

Customer Focused Websites



Six Class Series
Awareness Building 
Customer Focused Websites 
Passenger Guides and Signage
Community Based Marketing
 Improving the Passenger Experience
Transit Passenger Research

Awareness

Positive Image

Knowledge

Motivation

Trial Ridership

Retention

Regular Rider
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Passenger Information
The “Directions” for using 

public transit
A core element of your service
The first component of the 

passenger experience for 
many riders
Your most fundamental 

marketing tool



The New Rider Experience



What are new 
riders comparing 

you to?

Driving is 
Mindless Using Transit 

Requires 
Thinking



Driving is 
mindless and immediate…       

the default

Until it stops being the best option

Need or 
Inspiration

Reach adolescence
Lose ability to drive 

New job/school 

Traffic congestion

Need to use time 
better

Cost goes up

Car breaks down

Ride not available

Going somewhere 
unfamiliar

Parking not available

Climate change 
happens

What if they’ve 
never used 
transit before?

Where will they go for 
information?
Search Engine 
Your Website
Google Maps
Social Media
Telephone

Printed Guide
Bus Stop



Where will they go for information?
Most people will look for information on-line, 

even more so since the pandemic.

Your Website is very likely the first 
experience that many new riders will 
have with your transit system. 



You need to…
Make your website easy to find

• Simple URL
• Broadly communicated

www.xyztransit.org
vs
www.smallcity.state.gov/department/
publicworks/publictransit

http://www.xyztransit.org/
http://www.smallcity/department/publicworks/publictransit


You need to…
Make it easy to find

• Simple URL
• Broadly communicated

Make it easy to use
• Clean design
• Clear navigation



You need to…
Make it easy to find

• Simple URL
• Broadly communicated

Make it easy to use
• Clean design
• Clear navigation

Make a good first impression
• Positive, professional image

And most importantly…

https://www.pvtrans.org/


Answer the potential riders’ questions
Where can I go on public transit?
How do I get from here to there?
When/how often does it run?
How do I make a reservation?
Where do I catch it?
How much does it cost?
How do I pay?



How to create a
great transit website?



Key Truths of Web Design
Above the Scroll
What an internet user sees 

when they come to your 
homepage – without having 
to scroll or click on links.
This is your most valuable 

internet real estate.
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Key Truths of Web Design
Internet Users Don’t Read Much
People viewing websites don’t 

read….they scan.
Minimize text.
Use visuals and clear links to 

convey information quickly.
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Key Truths of Web Design
Most Transit Website Users are on a Mobile 
Device (65-75% in rural areas, higher in urban)
Many young and low-income riders are 

“smartphone” dependent for internet access.
Ensure that your website is mobile responsive 

– it works well on smartphones and tablets, as 
well as computers.

https://vvta.org/


Website Audiences/Content
New Riders

• Introduction to System
• Trip Planning/Reservations
• Route & Schedule Details
• How to Ride
• Tools for trip planning, real-time info, 

etc.
Regular Riders

• Easy access to trip planning, routes 
and schedules, real-time info, fares

• Notice of updates
• Purchase fare media
• Customer Service

Potential Employees
• Hiring

Board Members
• Meetings & Agenda

Media
• News releases

Community Members
• Policies
• Public Participation

Business Partners
• Contracting Info/RFPs
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Primary Focus 
on Riders: 
Above the 

Scroll



Above the Scroll

Primary 
Focus on 
New and 
Regular 
Riders

https://eldoradotransit.com/


Website Audiences

Secondary 
Focus: 

Below the Scroll 
or 

from Menu

Employees
• Hiring

Board Members
• Meetings & Agenda

Media
• News releases

Community Members
• Policies
• Public Participation

Business Partners
• Contracting Info/RFPs



Below the Scroll

Secondary 
Focus on 

Other 
Audiences



Below the Scroll

Secondary 
Focus on 

Other 
Audiences



These are 
exceptional 
times



Use Prime “Real Estate” to Answer Riders’ Questions
Where can I go on public transit?
How do I get from here to there?
When/how often does it run?
How do I make a reservation?
Where do I catch it?
How much does it cost?
How do I pay?
What is different due to the pandemic?



Where can I go on public 
transit?

Fixed Route System Map
Demand Response Service Area Map

Zoomable Maps



Where can I go on public transit?



Where can I go on public transit?

Interactive 
(clickable) Map 
including 
connecting 
system routes

trinitytransit.org
Trinity County, CA

http://trinitytransit.org/


Where can I go on transit?

Fully Interactive 
Google
System Map

https://sctransit.com/maps-schedules/


Where can I go on public transit?

Map that shows the 
interconnection of 
fixed route and 
demand response 
services

douglasrides.org 
Roseburg, OR



Where can I go on Dial-a-Ride?

kerntransit.org
Kern County, CA



Where can I go on Dial-a-Ride?



Where can I go on Dial-a-Ride?



Where can I go on Demand Response?

Ready Now – Demand Response Service
pvtrans.org
Pomona Valley, CA



Technical Tips - Maps
Clickable Maps – can be linked to more detailed maps or schedules
Leverage your GTFS to create Zoomable Google Maps for a route or 

the entire system
Repurpose artwork – create route and system maps that can be used 

both on-line, in print and on displays



Trip Planner
Route Maps & Schedules

DAR Reservation Instructions

How do I get from here to 
there?



How do I get from here to there?

A Google 
Powered Trip 
Planner is the 
easiest answer 
to this question

eldoradotransit.com
El Dorado County, CA

https://eldoradotransit.com/
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How do I get from here to there?

Trip Planners 
make it easy 
to plan trips 
across 
regions

nwconnector.org
Coastal Oregon

http://www.nworegontransit.org/


How do I get from here to there?

Program Finders 
help identify which 
demand response 
services can 
connect the rider’s 
origin and 
destination

pvtrans.org
Pomona Valley, CA

https://www.pvtrans.org/


How do I get from here to there?



Technical Tips – GTFS and Trip Planners
General Transit Feed Specification

• Routes, Stops, Schedules and Fares
• Realtime Info (GTFS Realtime)

Used by Google Maps and other apps to 
provide transit trip planning and information.
Powers the Google Trip Planner.
To add a trip planner to your website, create a 

form that sends a user to Google Maps.        
(Ask Google or your neighboring transit agency for code.)

Trip Planners make 
using transit easier by 

answering the question 
“How do I get from here 

to there?”

For Fixed Route Transit
GTFS 

is a must



Google Trip Planner



Demand Response Trip Planners
GTFS is currently fixed route only, but GTFS-Flex is in the works.
Program Finders - custom development is needed (but not too difficult 

according to my technical friends at Trillium Transit).



When and how often does it 
run?

Timetables for Fixed Routes
Hours of service and reservation requirements for Demand 

Response



When and how often does it run?
Quick access to 

timetables for each route



When and how often does it run?
Quick Access to 

Timetables for each route
• Timetables in HTML are a 

best practices
• They are readable by 

screen readers and 
viewable by search 
engines

• PDF option for printing



When and how often does it run?
Quick access to 

timetables for each route
Highlight frequency on 

system map



When does it run?
Demand Response

• Clearly define service days & hours
• Advance reservation requirements
• When reservations can be made
• Arrival window
• Return trip policy



Does it run on time?



Real-Time on Your 
Website

Offering the option of 
trip planning and real-
time arrival estimates 
to serve different 
needs

juneaucapitaltransit.org
Juneau, AK
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Real-Time Info on Your Website

Vehicle location 
Display

sunline.org
Coachella Valley, CA



Real-Time on Your Website

Link to vendor app



Where do I catch it?
Trip Planner

Route maps with bus stop locations
Zoomable Map with bus stops



Trip Planners Show Bus Stop Locations



Zoomable Maps (based on your GTFS)

Ridethecapitalt.org
Helena, MT



Static Route Maps Can Show Bus Stops



How much does it cost?
Fare Chart or Calculator

Passes and Pass Sales Locations
On-line Pass Sales

Mobile Fare Payment



Sometimes fares are simple to communicate
Bus Fare $1.50

Two hour ticket, good systemwide
Seniors (65+), Disabled and Youth (under 18) $.75

All Day Unlimited Pass $4.00
Seniors (65+), Disabled and Youth (under 18) $2.00



…and sometimes they’re not



On-line  Fare Calculator

For Zoned 
Fixed Route 
System

mendocinotransit.org
Ukiah, CA



On-Line Fare Calculator

For Demand 
Response Zones

ridecartsak.org
Kenai, AK

https://applications.trilliumtransit.com/GTFSMap/carts/


Easy to 
Compare Fare 
Options



Includes fares in GTFS so they show up in trip 
plans



How to Buy Passes & Tickets?
On-line Pass Sales
Pass Sales Locations
Mobile Ticketing
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What is different 
due to the 
pandemic?
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Secondary Content
From Menu
How to Ride Info

• Accessibility
• Bicycles
• Park & Ride
• Connecting Services
• Holiday Schedule
• On-board Rules



How to Ride Menu



Secondary Content
From Menu
How to Ride Info

• Accessibility
• Bicycles
• Park & Ride
• Connecting Services
• Holiday Schedule
• On-board Rules

Below the Scroll
About Us
Detailed Contact Info
News Articles & Releases
Board Members Information

• Governing Board Members
• Meetings and Agenda

Policies
• ADA Policies
• Civil Rights/Title VI Policy

Employment
Doing Business



Primary Content (above the scroll)



Secondary Content (below the scroll)



Technical Tips - Platform
Considerations

• Expense 
• Development Expertise
• Ease of Updating 
• Portability

Options
• Transit specific: National RTAP Web 

Builder
• Proprietary: Squarespace/Wix
• Open source: 

WordPress/Drupal/Joomla



National RTAP Web-Builder
Free. 
Supported by RTAP Staff. 
Transit-specific tools.

This is a great deal if you don’t 
have cash, and do have time 
to design, build, and learn how 
to manage a website (with 
help).



Proprietary/Commercial
Such as SquareSpace and Wix.
Dependable and versatile for 

active editing.

These proprietary systems have 
free or low-cost subscription 
fees.
Require work, but flexible.
Your staff might have specific 

experience.



Open Source/Contracted – Such as Wordpress
Delivers a custom website 

tailored to your agency needs.
Requires cash up front 

($5,000-$250,000).
Allows for custom, 

professional design.
Allows for custom backend 

management tools.
 In-house staff can do updates.
Fully portable.



Technical Tips - Accessibility
Plan for Usability by All

• All users
• All devices
• One website

HTML Schedules (not image or 
PDF)
Text tags for images
Google Translate (professional 

translation of key info if relevant)
Mobile Responsiveness



Desktop



Translated



Laptop



Tablet



Smartphone



Mobile Responsiveness
Making info easily available on 

mobile devices will help  integrate 
transit into riders’ lives.
Many young and low-income riders 

are “smartphone” dependent for 
internet access.
So, make sure your website is 

mobile friendly!

www.vvta.org 

https://vvta.org/


Beyond Information



Engagement
Feedback
Sign up for Alerts
Join mailing list
Social media links
Customer Surveys
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Promotional Tool
Landing pages for 

targeted marketing
• QR Code

URL to learn more
• Bus graphics
• Bus stop sign
• Advertising
• Posters and Brochures
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Key Takeaways
Website is the first experience for 

many new users
Make it easy to find
Focus home page, above the 

scroll, on the transit user
Answer potential rider questions
Design for mobile responsiveness
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Key Takeaways
Website is the first experience for 

many new users
Make it easy to find
Focus home page, above the 

scroll, on the transit user
Answer potential rider questions
Design for easy navigation and 

mobile responsiveness

https://vvta.org/


Selena Barlow
Transit Marketing LLC

selenabarlow@transitmarketing.com
520.322.9607



Workshop

5-6 Volunteers
2 minutes: Participant shares experience

1. Did the website answer your questions about how to make a trip?
2. What elements or features did you find particularly helpful?
3. What important questions were not answered?
4. How did your own website compare to others – did you find opportunities for improving your own 

website?
5. How did the experience make you feel about trying public transportation?

2 minutes: Discuss & provide feedback



Upcoming National RTAP Events

WEBINARS
nationalrtap.org/Webinars

Marketing Workshop #3: Passenger Information
March 10, 2:00-3:30 PM ET, Save the Date

Building Better Bus Stops: Planning & Partnerships 
March 14, 2022, 2:00-3:00 PM ET

Risky Business: Transit Insurance & Risk 
Management

March 31, 2022, 2:00-3:30 PM ET

ROUNDTABLES
nationalrtap.org/Peer-

Roundtables-and-Chats

Books in Transit Group - The 
Accidental Bus Driver

February 17, 11:00 AM-12:00 PM

Intercity Bus Peer Roundtable
March 16, 2:00-3:00 PM ET

http://www.nationalrtap.org/Training/Webinars
https://www.nationalrtap.org/Training/Peer-Roundtables-and-Chats


TACL: The Transportation Technical Assistance Coordination Library

http://transportation-tacl.org

Provides access to rural and tribal transportation coordination 
resources across technical assistance (TA) centers and the 
Federal Transit Administration (FTA).

The FTA-funded TA centers participating in this ongoing work 
with links to their coordination resources are:
• National Aging & Disability Transportation Center (NADTC)

• National Center for Applied Transit Technology (N-CATT)

• National Center for Mobility Management (NCMM)

• National Rural Transit Assistance Program (National RTAP)

• Shared-Use Mobility Center (SUMC)

Learn about TACL Webinar
February 22, 2:00-3:00 PM ET

nationalrtap.org/Training/Webinars

https://www.transit.dot.gov/coordinating-council-access-and-mobility
https://www.nadtc.org/coordination/
https://n-catt.org/coordinating-council-on-access-and-mobility-ccam/
https://nationalcenterformobilitymanagement.org/by-topic/coordination/
https://www.nationalrtap.org/Toolkits/Transit-Managers-Toolkit/Operations-and-Planning/Coordination-and-Mobility-Management
https://learn.sharedusemobilitycenter.org/search/?keyword=coordination&topics=&doctypes=&resourcetypes=learning_module,casestudy,multimedia,overview,metro&modes=&partners=&orderby=relevance&tab=tile
http://transportation-tacl.org/
http://www.nationalrtap.org/Training/Webinars


Thank You!

National Rural Transit Assistance Program
888-589-6821 | nationalrtap.org | info@nationalrtap.org 

Find us on Facebook, Twitter, YouTube, LinkedIn & Instagram

U.S. Department of Transportation
Federal Transit Administration
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http://www.nationalrtap.org/
mailto:info@nationalrtap.org
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