
Marketing Workshop #3: Passenger Information

March 10, 2022, 2:00-3:30 PM ET

U.S. Department of Transportation
Federal Transit Administration



Participation Guidelines

• Presentation: Participants will be muted

• Q&A and Workshop: You can unmute to ask 
questions or share comments

• Throughout: Put questions and comments in chat

• Workshop: ~5 volunteers will share their agency’s 
passenger guide and ideas for improvement

• The slides and a recording of the presentation only 
will be posted to our Webinars page

• Fill out the  brief survey at the end



National Rural Transit Assistance Program

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

• 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

o Soliciting nominations for new members 
in 2022-2023. Visit our News page for 
details and the form. Due 3-31-22.

• 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.
• Areas of expertise include marketing plan development, market research, 

community outreach, and creation of marketing tools and campaigns.
• Much of 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

More Passenger Information Tools
Passenger Guides, Signage and Apps



Six Class Series
Awareness Building 
Customer Focused Websites 
More Passenger Information Tools
Community Based Marketing
Transit Passenger Research
 Improving the Passenger Experience

Awareness

Positive Image

Knowledge

Motivation

Trial Ridership

Retention

Regular Rider
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Passenger Information
The first component of the 

passenger experience for 
many riders
The “Directions” for using 

public transit
A core element of your service
Your most fundamental 

marketing tool



Websites are 
the Swiss Army Tool 

of passenger info
But they require the potential rider to seek them out



Other Passenger Info Tools Offer Different Advantages
They are better for some passengers
They are what is needed at specific 

points in time
They lend themselves to specific 

purposes
They serve as promotional tools
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More Passenger Information Tools
Printed Passenger Guides
Community Displays
Bus Stop Signs and Displays
Customer Facing Apps
Front Line Staff



Answer Rider’s 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?



Answer Rider’s Questions..
…but consider when each tool will 

be used and what questions are 
most relevant at that time
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Passenger Guides



Printed Guide
For some new riders, your 

printed passenger guide will 
be their first experience with 
your transit service. 
For regular riders it may be a 

handy reference.



Printed Guide
Provide a clear overview without overwhelming or confusing.
Fixed Route
System Map
Schedules
Fares & How to
Ways to learn more

• Website
• Apps
• Customer Service
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Printed Guide
Provide a clear overview without overwhelming or confusing.

Demand Response
Map
Eligibility
Hours/Days of Operation
Registration/Reservation 
Fares & How to
Ways to learn more

• Customer Service
• Website
• App
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One Guide or Several?
Single Guide for All Services
 If services operate as a “network” 
To provides the big picture
Simplifies distribution
Encourage cross-use of routes 

and services

Fold out vs Schedule Booklet
Size/complexity of system map
Number of schedules
Do you want to use the guide as a 

wall display
Ability to use maps and schedules 

in a coordinated way



One Guide: Folded vs Booklet?



One Guide or Several?
Individual Guides or Schedules
 If services have distinctly different 

service areas and target markets
 If there are too many 

routes/services to include in a 
single guide
 If some route schedules change 

frequently while others do not



Overview + Individual Route Guides



Some Basic Design Elements



Maps
Can Answer Many Questions



Maps can answer…
Where can I go on transit?
Can I get to…?
How do I get from here to 

there?
Where do I catch the bus?
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Map Best Practices
Make it functional
Use legible type sizes
Color code routes
Have a clear legend
Use detail maps for important 

locations or congested areas
Show key destinations
Show both fixed route and 

demand response services
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Every Map is Unique
What does your map need to communicate?



Fixed Routes, 
Destinations, 
Connections and 
Details
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Destinations, 
Connections and 
Details



Demand 
Response 
service area with 
specific 
destinations



Demand 
Response service 
area with multiple 
zones



Demand 
Response and 
Fixed Route 
Services with 
different service 
days



Schedules
When do I catch the bus?

Schedules are Challenging



Schedules
Reading 
schedules is a 
challenge for most 
new riders

50

step 1
(destination)

step 1
(destination)

step 2
(my house)

step 3
(transfer point)

step 4
(destination timing point)

step 5
(transfer timing point)

step 6
(transfer 
timing point)

step 7
(origination)



Schedule Best Practices
Make them as clear as 

possible 
Use them in tandem 

with maps
Clearly define 

direction
Clearly identify 

timepoints
Specify days operated







Detailed Intercity Schedule with Context





Hourly 
Timepoint 
Schedule





Design & Readability Matter



Offer Trip Planning Alternatives



How much does it cost?



Fares
Clarity
Show options
Define categories clearly
 If there are zones, define them 

and/or show them on the map or 
schedules.
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Fares
Clarity
Show options
Define categories clearly
 If there are zones, define them 

and/or show them on the map 
or schedules.



Demand Response Guides
How do I make a reservation?

There’s generally more to it than the phone number



Demand Response
Reservation Instructions
Think like a person who has never used 

your service before.
Be clear and complete, but succinct.
Focus on facts that are important to most

riders.
Refer to your website or a users-manual for 

detailed rules and exceptions.



32
8 ½ X 11
pages



1 8 ½ X 11 page









Multilingual
When possible, integrate 

English and non-English info 
into a single info tool for ease 
of distribution/access
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Displays
Passenger Information as a Promotional Tool



Passenger Guide Displays
Through broad distribution a printed 

guide can be used as a promotional 
tool for building awareness. 
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Permanent Info Displays
 Info Displays at high traffic 

locations offer broad exposure 
and long-term promotional value
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Permanent Info Displays
 Info Displays at high traffic 

locations offer broad exposure 
and long-term promotional value
Displays can be customized for 

the audience and location
Locations

• Colleges & Schools
• Social Service Offices
• Medical Facilities
• Employment Centers
• Public Facilities



Bus Stop Signage



Bus Stop Signage
Basic Functions
Awareness - provides 24/7 

advertising
Let’s rider know they are in the 

right place
Connects potential riders with 

additional information sources 
(website, phone, and more)
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Beyond the basics
Additional info at the Bus Stop is 

most important for…
• New Riders
• Tourists or transient users
• Spontaneous riders



What routes 
serve this 
stop?



Where does this 
bus go and when?



What times does the 
bus serve this stop?



Where am I and 
where can I go 
from here?



Stop Specific Info Display
Stop specific information panel 

created in MS Publisher
Customized for each stop with 

addition of:
• Stop number
• Digital decals
• “You are Here” symbol

Printed on digital printer, placed in 
standard 11 X 17 sign holder



Stop Specific Info Display

Route Map 
• Fixed Route & Demand Response
• You are Here Designation

Schedule 
• Stop specific departure times
• Demand Response Hours and Contact

Mobile Fare Payment Info
QR Code or directions for realtime info



Changeable Information Panels



Info Display at the Transit Center
Changeable Panel in permanent 

fixture.
Complete information for routes 

serving transit center.



Info Display at the Transit Center
Changeable Panel in permanent 

fixture.
Complete information for routes 

serving transit center.



Creating Passenger Info Tools



Technical Tips
Templates in National RTAP 

Marketing Toolkit
Creating Maps and Schedules 

in Publisher and Excel 
Using Publisher to Customize 

Bus Stop Displays



Guide Templates for Publisher



Map and Schedule Maker Tools

MS Publisher MS Excel



Google Maps - mymaps.google.com 
Not print quality 

maps
Good to provide to a 

graphic artist as a 
starting point or as a 
base to draw over



Graphic Design Assistance
Worthwhile investment -

especially for maps
Create distinct elements that can 

be reformatted and repurposed for 
varied uses

• Passenger Guide
• Website
• Info Displays

Ask for jpgs, vector art (.eps files) 
and native artwork (.ai files)

Community College graphics 
students
Free lance graphic artist
Free graphics software 

• Alternatives to Adobe Illustrator
• Inkscape
• Gravit

• Mapping???
• Mapline

• Steep learning curve







Custom 
displays for 
each stop or 
location



Custom 
displays for 
each stop or 
location



Custom Info Display
Create base artwork with map, 

header and footer 
Use to create master page in 

Microsoft Publisher
Customize page for each stop 

with addition of “digital decals” 
and “You are Here” symbol
Print on digital color printer, 

placed in standard 11 X 17 sign 
holder



Graphic Design Assistance
Free lance graphic artist
Community College graphics 

students
Free graphics software 

• Alternatives to Adobe Illustrator
• Inkscape
• Gravit

• Steep learning curve



Graphic Design Cost Examples
Fixed Route Guide (legal/tabloid)
System Map & Schedules
Fares & General Info
4-5 route system guide: 

• $2,500-$5,000
10-12 route system guide: 

• $5,000-$8,000
Map only 

• $250-500/route

Demand Response Guide (letter)
Service Area Map
Fares
Reservation & General Info
$500-$2,000



Customer Info Apps



Apps
What are apps for?

• Apps do not take the place of your 
website, printed schedules or 
customer service.

• Apps do some specific functions 
very well.

• Apps provide information quickly 
and easily on mobile devices when 
customers are traveling.

What apps can do well
• Trip Planning
• Comparing Modes
• Real-time Transit Information
• Trip Requests for Demand Response
• Mobility-as-a-Service (MAAS) – all of 

the above
• Fare Payment



Trip Planning Apps
Most Useful Apps:

• GTFS Based
• Broadly used by customers
• Work across systems
• Public & Free
• Continually updated and 

improved

Google Maps
Apple Maps
Transit
Moovit
One Bus Away



Trip Planning Apps
Functions

• Provides Transit Trip Planning
• Compares Modes
• Shows Fares (if included in GTFS)
• Provide “audio” directions
• Realtime Information (GTFS 

Realtime)
• Fare Payment can be integrated
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Real Time Apps
Functions

• Provide Realtime Information 
• May include Trip Planning

Popular
• Transit
• Moovit
• Google Maps
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Functions

• Provide Realtime Information 
• May include Trip Planning

Popular
• Transit
• Moovit
• Google Maps



Demand Response Apps
Trip requests
Trip tracking
Fare payment
Automated Calls or Texts

• Confirmations
• Ride on way 



Promote Trip Planning and 
Reservation Apps in Printed Guide



Front Line Staff



Front Line Staff
For some riders, transit employees 

are a primary source of passenger 
information
Make it an explicit part of the job for 

front line staff
 Include it in training – customer 

service AND passenger information



Summary



Passenger Information
The first component of the 

passenger experience for 
many riders
The “Directions” for using 

public transit
A core element of your service
Your most fundamental 

marketing tool



Passenger Information Tools
Website
Passenger Guides
Community Info Displays
Bus Stop Signage and Displays
Apps
Front Line Staff

http://trinitytransit.org/
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Selena Barlow
Transit Marketing LLC

selenabarlow@transitmarketing.com
520.322.9607



Upcoming Marketing Related Webinars

Marketing Workshop 4: 
Community Based Marketing 

April 5, 2:00-3:30 PM ET

Tools for Marketing & Trip Planning: 
Website Builder & GTFS Builder

April 20, 2:00-3:15 PM ET – Save the Date

GTFS: Three Steps to Trip Planning
May 19, May 26, June 9, 1:00-2:00 PM ET

Marketing Workshop 5: 
Transit Passenger Research

May 24, 2:00-3:30 PM ET – Save the Date

Marketing Workshop 6: 
Improving the Passenger Experience
June 28, 2:00-3:30 PM ET – Save the Date

Register at: 
nationalrtap.org/Webinars

http://www.nationalrtap.org/Training/Webinars


Other Upcoming Events

WEBINARS
nationalrtap.org/Webinars

Building Better Bus Stops: Planning and 
Partnerships 

March 14, 2022, 2:00-3:00 PM ET

Risky Business: Transit Insurance and 
Risk Management

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

ROUNDTABLES
nationalrtap.org/Peer-Roundtables-

and-Chats

Intercity Bus Peer Roundtable
March 16, 2:00-3:30 PM ET

Tribal Transit Peer Roundtable
March 28, 2:30-4:00 PM ET

Everyone on the Bus Twitter Chat
April 12, 2:00-3:00 PM ET

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


Workshop

How to evaluate and improve our passenger guides
• Does the guide answer the questions riders have?
• How useful is the guide in introducing new riders to your services? 
• How useful is the guide in providing a resource for regular riders? 
• Is the guide easy to understand or confusing?
• Is the information included in the guide too much, not enough or just right?



Thank You!
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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

http://www.nationalrtap.org/
mailto:info@nationalrtap.org
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