
 

Innovative 
information systems 
for public transport

P o l i cy  A dv i C E  n ot e s

The CIVITAS Initiative is a European action that supports cities in the 

implementation of an integrated sustainable, clean and energy efficient 

transport policy. Lessons learned during the planning, implementation 

and operation phases of the activities are summarised in twelve Policy 

Advice Notes and give an idea on how to cope with urban transport 

problems which cities of the European Union have to face in the future.
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Overview

Descript ion of the measures

A good passenger information strategy helps 

to ease the access to the public transport net-

work for each person, whether they currently 

use public transport or not. Correct and reliable 

real-time information should be available for 

passengers before and during travelling to en-

able them to plan door-to-door journeys using 

the most appropriate departure time and route 

from the beginning to the end of their journey. 

Amongst other, the following information can 

be provided to the passengers: 

•	 Schedules and network maps, which are 

clear and coherent in terms of space, design 

and formulation

•	 Real-time and mode-specific arrival and 

departure times, timetable changes and de-

tours in traffic and alternative routes (if nec-

essary) 

•	 Information inside the vehicles about the 

route number, destination, the following 

stops and possible connections to other 

public transport lines and modes (on elec-

tronic displays and with voice announce-

ments)

In order to attract more people to 

use public transport, new informa-

tion strategies were implemented 

in European cities within CIVITAS II 

(2005 – 2009). Experience with plan-

ning and implementation processes 

was collected and is summarised in 

this Policy Advice Note.

Innovative information 
systems for public 
transport
Facilitate access to public transport by 
providing reliable information
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•	 Information about opportunities for inter-

modality, such as car-pooling, car-sharing, 

public bikes, bike and ride as well as park 

and ride facilities (e.g. information on availa-

ble parking space at park and ride facilities)

•	 Additional information enabling calculation 

of the most sustainable way of travelling

The information should be available at the right 

moment, at appropriate locations and through 

the appropriate media:

•	 Via variable message signs (VMS), on infor-

mation boards and on loudspeakers at the 

stops or inside the vehicles (on-trip)

•	 Via the internet (pre-trip and on-trip)

•	 At customer service centres (pre-trip)

•	 In printed brochures (pre-trip and on-trip)

•	 On touch screens at different locations of 

the city (pre-trip and on-trip)

•	 Via the telephone (Interactive Voice Re-

sponse – IVR, automated or staffed) (pre-trip 

and on-trip)

•	 Via mobile phones by using SMS (pre-trip 

and on-trip)

Information systems can also provide a per-

sonalised trip planning tool (e.g. through the in-

ternet or via mobile phone giving the customer 

the opportunity to plan the trip by indicating 

the origin and destination in a fixed timeframe. 

Furthermore, information about walking dis-

tances when transferring vehicle or transport 

mode or from a location to the next public 

transport stop can be provided. Environmental 

impacts and costs of trips with different trans-

port modes can be offered as well, including 

the calculation of the cheapest and most sus-

tainable way of travel. 

All information should be available in a barrier-

free format ensuring that those who are less 

computer literate, people with special needs, 

the elderly and visual impaired and deaf per-

sons have access to the information needed.

Target groups

The measures are targeted at public transport 

users, inhabitants of the city as well as at visi-

tors and tourists. Special attention should be 

paid also to persons with special needs, such 

as visually impaired or deaf people. 

Impacts and benef its

For the public

By improving the information on the public 

transport system, public transport can devel-

op as a real alternative to private car use. An 

increased use of public transport can reduce 

congestion and local climate issues. By pro-

viding integrated information intermodality can 

also be supported. Furthermore, better infor-

mation results in substantial time savings for 

current public transport customers because of 

the possibility of improved planning and inter-

modality.

For individuals

Each person using public transport, (or con-

templating its use) can benefit from the meas-

ure since reliable and real-time information 

makes journeys more efficient by minimising 

travel and waiting times and also helps to build 

confidence. It facilitates access to, and use of 

the public transport network 1.

1  Passenger Information. Core Brief of UITP. UITP, March 2001
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For companies

Public transport companies and public trans-

port authorities achieve a better image when 

providing real-time information and when using 

innovative information systems in their com-

munication with the users, resulting in higher 

customer satisfaction. The possibility of higher 

income might be a long-term benefit when the 

measures result in higher demand for pub-

lic transport. Besides passenger information, 

these systems can also be used for successful 

fleet management.

Framework condit ions 
for success

It helps if the local institutional framework, as 

well as the structure of the authorities and their 

different competencies, fosters the introduc-

tion of a shared multimodal information service 

with multiple stakeholders in order to establish 

an integrated information system. Exchange 

of information from different providers needs 

a clear agreement among all partners involved 

(Who is providing which information? Who is al-

lowed to use the information? Is the exchange 

in line with the national data protection law? 

How are the costs shared?). Finally, an “open 

systems” approach is recommended to avoid 

lock in to specific systems and to allow for later 

system upgrades supplied by other providers.

Implementation steps 
and timeline

When implementing measures that in-

troduce new information systems, the 

following issues must be taken into ac-

count. Introducing supportive measures 

can enhance effectiveness. It is also vital 

to identify a realistic schedule for imple-

mentation.

WORKING STEPS

1.	 Collecting the information required

•	 Analyses of the state of the art of available 

information technologies, organisational 

structures, stakeholders to be involved and 

sustainable financing schemes for estab-

lishment, operation and maintenance of the 

measures

•	 Evaluation of the current status of the infor-

mation infrastructure of the public transport 

system and the acceptance rate of its users

•	 Analysis of specific user needs including 

analysis of origin destination patterns, the 

needs of the elderly, the mobility impaired 

and users with special needs 

2.	 Especially in relation to the design and im-

plementation of multimodal, multi-operator 

information systems, it is important to es-

tablish a close cooperation and rela-

tionship of trust between the partners

3.	 Initiating the formal decisions required 

and organising the implementation team 
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4.	 Design of the overall system architec-

ture

•	 Defining the technical and functional specifi-

cations of an integrated information system

•	 Deciding on the information offered and 

format

•	 Selecting locations and media where infor-

mation should be offered

5.	 Initiating the call for tender to appoint 

specialists for the development and the 

provision of the new services

6.	 Development of the information serv-

ices in detail

•	 Definition of the data to be acquired

•	 Developing the contractual and business 

model for designers, equipment suppliers, 

contractors and service providers

•	 Creating an operational scheme

•	 Designing the software required

•	 Defining the design and characteristics of 

how the data will be provided

•	 Establishing a marketing campaign 

•	 Defining the monitoring and evaluation 

strategy

7.	 Commissioning and testing the sys-

tem (on a smaller scale)

8.	 Installing the system (on a broader scale)

9.	 Promotion of the new information 

services

10.	 Evaluation

•	 Monitoring the reliability and accuracy of 

the data provided

•	 Monitoring the costs and benefits of the in-

stalled system and comparison with a base 

case corresponding to the measure not 

having been implemented 

•	 Assessment of the customer satisfaction 

Accompanying measures to 
amplify posit ive  effects

General information, education and marketing 

campaigns for clean public transport can also 

be used to raise awareness concerning the 

new information services among the residents. 

Special services should be included for people 

with reduced mobility (e.g. providing voice in-

formation to people from speakers outside of 

the vehicle, including information about acces-

sible vehicles and bus stops). It is also possible 

to provide links with employers’ intranet sites 

to give tailored travel information including re-

al-time passenger information. 

All measures which generally enhance the 

quality of public transport in a city in general 

support the success of new public transport 

information systems. For example, the intro-

duction of new vehicles will create a synergy 

effect between new information systems and 

a general improvement of the public transport 

system.

Public transport prioritisation – introduction of 

such a measure, which is parallel to improved 

access to information, will result in “concrete” 

advantages for passengers (time savings) and 

better possibilities to inform them about it.

Furthermore, it should be considered how the 

public transport information can be blended 

with other travel information to support pub-

lic transport as a convenient, safe and clean 

option for journeys. For example, information 

about tourist attractions or cultural heritage, 

shopping facilities and offers, can be tied to 

clean urban transport and the possibilities of 

inter-modality.
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Ti meframe

Depending on the kind of information measure 

and type of media chosen, the implementation 

phase of the measure varies (in CIVITAS II cities 

typically between 26 and 48 months).

•	 The development of an information strat-

egy for the public transport system requires 

about three months 

•	 The development of internet tools (e.g. a 

trip-planning module, a tool for the calcu-

lation of environmental impacts and travel 

costs) depends on the scope and complex-

ity of the facility and the quantity of the data 

to be integrated. Between 7 and 22 months 

were needed in CIVITAS II cities to create 

such tools and to integrate them.

•	 The time needed for the installation of the 

information signs varied between 5 and 24 

months in the CIVITAS II cities, depending 

on the number and kind of panels. For ex-

ample, the installation of ten real-time signs 

at public transport stops took around eight 

months.

What are  
the investments  
involved?

The following cost categories need to be con-

sidered:

•	 Equipment (hard- and software) and design 

of websites, internet- and mobile-phone trip 

planning tools

•	 Equipment for installation at stops, in sta-

tions and vehicles, which inform the users 

(e.g. signs, touch-screens)

•	 On-board equipment for buses and trams 

(e.g. GPS) and a central real-time prognosis 

server to manage and provide real-time in-

formation (hard- and software)

•	 Installation costs (e.g. installing real time 

signs, touch-screens, electrical supply to 

bus stops)

•	 Operation costs (hardware maintenance, 

software licence and operation, marketing 

and communication, costs for operations 

staff)

•	 Specific issues for interchanges (depending 

on the size of the interchange)

S
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In CIVITAS II cities, which introduced new in-

formation services, the following costs were in-

curred during the planning and implementation 

phases of the measures:

•	 EUR 8,000 for the purchase of equipment, 

hard- and software needed for the operation 

of a new mobility website as the basis for 

the trip planning module (Krakow, Poland)

•	 EUR 16,000 subcontracting for the design 

of a new website, operational and manage-

ment activities (Krakow, Poland)

•	 EUR 26,000 for 15 fixed touch-screens, 

seven information panels and seven parking 

service panels (Burgos, Spain)

•	 EUR 55,000 to equip 28 public transport 

stops with real time information signs (one 

panel costs around EUR 2,000, but EUR 

1,500 to 2,500 investment costs are needed 

additionally for each stop for the installation 

of a power supply line and the authorisation 

for the work) (Ploiesti, Romania)

•	 EUR 600 per month was needed in Ploiesti 

(Romania) to supply energy for the 28 pan-

els (60kwh/panel) 

•	 EUR 93,000 for 10 smaller monitors and 

EUR 186,000 for one large sign (Malmo, 

Sweden)

•	 EUR 1,793,500 to equip 426 vehicles of the 

public transport fleet (buses, trams, trolley-

buses) with electronic displays and auto-

matic stop calls (Tallinn, Estonia)

Revenues may be increased, to offset these 

costs, as more people are attracted to use 

public transport by an improved and tailored 

information system.

Main drivers that  
serve as precursors  
to success

The following factors listed below are the 

main drivers for the initiation as well as 

for an efficient and successful implemen-

tation of the measures described above:

•	 Good cooperation among the members of 

the project team, particularly in deciding 

upon the equipment and the information 

strategy

•	 Efficient coordination of the involvement of 

stakeholders

•	 Support from the highest political level that 

is convinced of the need for providing better 

passenger information (e.g. the local admin-

istration, city councils)

•	 Support and pressure from public transport 

passengers and residents of the city (espe-

cially people who use public transport as a 

single choice for travel)

•	 Inclusion of the new mobility information 

website within the official website of the city

•	 Clear regulations for exchanging information 

between all providers and users respecting 

data security, distribution of costs and rev-

enues etc. 
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Strategies  
for a successful 
implementation

Although the measures described here 

are not very controversial, a few recom-

mendations for a successful implementa-

tion are listed below. 

Political support 

The local technical committee of the project 

has to explain to politicians the project idea in 

detail, the implications and how the changes 

can affect the public transport system in the 

city. This may be necessary to avoid the politi-

cisation of the topic at a later stage that might 

provoke a change of the politicians’ support.

Acceptance

In order to assure that new services are ac-

cepted by the public, the following issues have 

to be taken into account:

•	 Public transport information should be un-

derstandable and easily accessible, clear 

and short

•	 Information should be easily distinguished 

from other surrounding systems

•	 Information should be current, correct and 

accurate

•	 Information should be adapted to different 

customer groups and their needs (especially 

taking into account visually and hearing im-

paired people)

•	 An efficient information system should facil-

itate passengers in planning their journeys 

from door to door whilst incorporating dif-

ferent forms of transport

Financial management

Adoption of advance information technol-

ogy requires significant financial investments, 

which have to be assured from the beginning 

of the project (e.g. by the regional or municipal 

transport authority). To assure the economic 

sustainability of the measure after the imple-

mentation, a specific business plan should be 

designed that includes costs and revenues 

generated from advertising, internal cost re-

ductions, and sales of specific customised in-

formation services, e.g. selling to other travel 

service providers. It is also recommended to 

ensure that the original tender includes ad-

equate technical back-up to ensure long term 

operation of the system.

Often the technical equipment for offering real-

time information at each bus shelter of a city 

is not possible for financial reasons. Therefore, 

it is reasonable to initially install such equip-

ment at the main transfer stations and impor-

tant stops. Less important stops can also be 

covered by mobile phone services.

Institution & Organisation

It is important to develop close cooperation 

between all partners and stakeholders involved 

(e.g. public transport operators). Sufficient la-

bour resources need to be planed in order to 

undertake the often time consuming imple-

mentation process. 

Private partners often have information that 

they retain as proprietary, and therefore it 

needs to be clearly defined which information 

can be shared and what revenues are foreseen 

for the vendors. Public partners can have dif-

ferent objectives which have to be adjusted in 

discussions and negotiations, as the concept 

of multimodal information instead of uni-modal 

information is rather new and some of the or-

ganisations may have other priorities (e.g. new 

infrastructure or rolling stock).
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Discussions with local architects and admin-

istrators responsible for historic conservation 

may be necessary in order to define the most 

suitable locations of the information panels 

and their appropriate design, which needs to 

be coherent with historical shape of the area 

affected. 

If implementation takes more than one year it 

is advisable to put the measure into the public 

transport development / mobility plan to se-

cure financial sources for the longer period.

Technical Aspects

It is essential to have some in-house and/or 

externally engaged technical knowledge of the 

solutions to be implemented in order to ensure 

the appropriate level of technical specification 

within the tender documentation, subsequent 

project scheduling and contract management. 

The same technical solution (hardware and 

software) should be chosen for all modes. In 

particular, the integration of existing systems 

needs to be considered in order to offer an 

intermodal information service for the whole 

public transport network. 

Existing signs, which are out-of-date and are 

not in line with the new systems, have to be 

upgraded or replaced to avoid misunderstand-

ing concerning differing information content. 

It is recommended that the installation of new 

information systems is incorporated within a 

wider transport information strategy.

Tests and studies have to be implemented to 

determine adequate systems for the data col-

lection. These systems have to work with a 

high degree of accuracy to predict travel times, 

because this is a pre-requisite for the whole 

information chain. Special attention should be 

paid if data are coming from different content 

providers.

Key elements to be 
considered

•	 When establishing an information system 

for public transport, people with reduced 

mobility can benefit especially from this 

as the services usually offer special serv-

ices for them (e.g. voice information from 

speakers outside of the vehicles)

•	 To ensure the acceptance of new services 

by public transport users, the information 

should be correct and the system has 

to be easily accessible; it should enable 

passengers to plan their journeys from 

door to door

•	 For financial reasons it is advisable to 

initially install the new techniques at the 

main transfer stations and important 

stops

•	 It has to be defined clearly which informa-

tion concerning private partners can be 

shared and what revenues are foreseen 

for the vendors

Who are the key 
people to be 
involved?

Stakeholders

The following stakeholder organisations / indi-

viduals should be involved as informal advisors 

or supporters:

•	 Potential and current public transport us-

ers, car drivers, commuters, students and 

visitors of cities should be involved in focus 

groups and workshops. In general, they can 

be supportive for such activities because 

they are directly influenced by the impacts. 
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•	 Communication should also be fostered 

with elderly and handicapped persons to be 

sure that the new services are adapted to 

their special needs

•	 Close cooperation must be established with 

the transport operators because they are 

the entities that have to provide the trans-

port and travel information to be used for 

the new services

•	 Local or regional businesses can support 

the measures as stakeholders as well if they 

are going to implement an integrated trans-

port plan for their employees. They can offer 

information on the awareness of their work-

ers and their needs concerning information 

provision.

•	 Advertising companies which might be in-

terested in getting access to new space and 

new categories of potential consumers. They 

also might be considered as partners in de-

veloping business models for the implemen-

tation and development of the measure.

Main project  partners 

The following institutions and persons should 

be integrated as partners and decision-makers 

for the measure implementation and are critical 

to the success of the actions.

Decision makers

Usually, the initiators and decision-makers 

for these measures are the city councils and 

municipalities as well as transport authorities 

and departments. Additionally, also the pub-

lic transport operators or authorities can start 

to introduce new information services. In that 

case it is important that such a system is part 

of an integrated information system.

Operators

The operator and organiser of the information 

system is usually the transport operator, but 

information for the platforms is provided from 

different institutions (e.g. the police or traffic 

control centre, municipality, national traffic in-

formation providers, parking companies, other 

transport companies).

Financers 

The public transport operator is committed 

to pay for the equipment at the stops and on 

the vehicles as well as for the hard- and soft-

ware of the system. Financial support should 

be given also by the city council or the public 

transport authority.

Others

Private companies should be involved to pro-

vide the city with the necessary technical in-

formation and to support the installation of the 

IT systems for traffic monitoring and electronic 

panels for real-time information. IT experts 

should also be engaged to develop differently 

available applications, for example, in relation 

to the internet or on the mobile phone. Also 

as partners, mobile telecom operators can be 

involved as potential providers of the services 

(e.g. for SMS-services).

Research institutions or environmental pro-

tection agencies should be integrated as par-

ticipants of the measure as well. For example, 

they can deal with the evaluation of the meas-

ure (e.g. accuracy of the information provided).
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Enumeration of practical examples 
from CIVITAS II

Within CIVITAS II 10 cities implemented measures dealing with new information 

services in their city: 

Burgos (Spain): Infomobility tools

Genoa (Italy): Intermodal infomobility platform

Krakow (Poland): Intermodal infomobility platform

La Rochelle (France): Real-time information system

Malmo (Sweden): Mobile internet services connecting to bus information; Use of real time applica-

tions for journey planning

Ploiesti (Romania): Implementation of a real time information system for public transport

Preston (United Kingdom): Information dissemination

Suceava (Romania): Improved public transport information; Information and awareness rising

Tallinn (Estonia): Automatic stop calls & info sign in bus

Toulouse (France): Development of an integrated multimodal traveller information system

GET  MORE  INFORMAT ION ON www.civitas.eu



www.civitas.eu
The CIVITAS website contains information about 
CIVITAS-related news and events. It provides an 
overview of all CIVITAS projects, CIVITAS cities 
and maintains contact details of over 600 people 
working within CIVITAS.

In addition, you get in-depth knowledge of more 
than 650 innovative showcases from the CIVI-
TAS demonstration cities. 

Visit the CIVITAS website and search for prime ex-
amples of experiences in sustainable urban trans-
port currently being undertaken in cities. If any of 
the ideas suit your city, or you are just interested in 
learning more, you may then contact the relevant 
person responsible for this measure.
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