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FOREWORD
By Gwen Chisholm

Staff Officer
Transportation Research

Board

TCRP Report 84: e-Transit: Electronic Business Strategies for Public Transportation
documents principles and techniques that are used in electronic business strategies for pub-
lic transportation. TCRP Report 84 is being be published as multiple volumes. Volume 4:
Advanced Features of Transit Websites explores the potential of the following advanced
website features for the transit industry: automated itinerary planners, real-time customer
information, e-mail notification systems, and customer relationship management. This
report may be used by senior managers, website design managers, operations managers, and
technical and other professional employees. 

The Internet and other new information and communication technologies are revolu-
tionizing the way services are delivered and organizations are structured. Electronic busi-
ness processes change the ways organizations operate and conduct business. Opportunities
to lower transaction costs and improve efficiency have changed relationships between tran-
sit agencies and their suppliers and customers, and electronic business processes are likely
to change industry structures in the longer term. Portals for transactions in government-to-
government and business-to-government marketplaces are offered through diverse organi-
zations. Numerous transit agencies are preparing to offer customized itinerary planning and
fare media purchasing over the Internet.

The declining costs of communications, data storage, and data retrieval are accelerat-
ing the opportunities spawned by the Internet and other information and communications
technologies. Choosing and sequencing investments in technologies, processes, and people
to reduce costs and increase productivity present challenges to the transit manager, who
must weigh the costs, benefits, and risks of changing the ways services are delivered. To
assist in meeting such challenges, TCRP Project J-09 is producing a multiple-volume series
under TCRP Report 84. The research program will identify, develop, and provide flexible,
ongoing, quick-response research designed to bring electronic business strategies to public
transportation and mobility management. 

Volume 4: Advanced Features of Transit Websites is the fourth volume in the TCRP
Report 84 series; the report is in portable document format (pdf) on CRP-CD-34. Multisys-
tems, Inc., prepared the report with assistance from Matthew Coogan. The objective of this task
was to identify and document lessons learned regarding the potential of incorporating advanced
web features into the transit industry. The focus is on automated itinerary planning systems,
real-time transit information, e-mail notification, and the application of customer relationship
management concepts to theses services. The web features were reviewed in the context of cus-
tomer relationship management. The report provides an overview of the implementation, tech-
nology, value creation, lessons learned, and best practices associated with web-based advanced
features. The study findings reveal that an investment in advanced website features offers the
potential to provide significant benefits to the customer and the transit industry.

Volumes issued under TCRP Report 84 may be found on the TRB website at national
academies.org/trb.
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