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The nation’s growth and the need to meet mobility,
environmental, and energy objectives place demands on public
transit systems. Current systems, some of which are old and in need
of upgrading, must expand service area, increase service frequency,
and improve efficiency to serve these demands. Research is
necessary to solve operating problems, to adapt appropriate new
technologies from other industries, and to introduce innovationsinto
the transit industry. The Transit Cooperative Research Program
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industry can develop innovative near-term solutions to meet
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Report 213—Research for Public Transit: New Directions,
published in 1987 and based on astudy sponsored by the Urban Mass
Transportation Administration—now the Federal Transit Admin-
igtration (FTA). A report by the American Public Transportation
Association (APTA), Transportation 2000, also recognized the need
for local, problem-solving research. TCRP, modeled after the
longstanding and successful National Cooperative Highway
Research Program, undertakes research and other technical activities
in response to the needs of transit service providers. The scope of
TCRP includes a variety of transit research fields including plan-
ning, service configuration, equipment, facilities, operations, human
resources, maintenance, policy, and administrative practices.

TCRP was established under FTA sponsorship in July 1992.
Proposed by the U.S. Department of Transportation, TCRP was
authorized as part of the Intermoda Surface Transportation
Efficiency Act of 1991 (ISTEA). On May 13, 1992, amemorandum
agreement outlining TCRP operating procedures was executed by
the three cooperating organizations: FTA; the National Academies,
acting through the Transportation Research Board (TRB); and
the Transit Development Corporation, Inc. (TDC), a nonprofit
educational and research organization established by APTA.
TDC isresponsiblefor forming theindependent governing board,
designated as the TCRP Oversight and Project Selection (TOPS)
Committee.

Research problem statementsfor TCRP are solicited periodically
but may be submitted to TRB by anyone at any time. It is the
responsibility of the TOPS Committee to formulate the research
program by identifying the highest priority projects. As part of the
evaluation, the TOPS Committee defines funding levels and
expected products.

Once selected, each project is assigned to an expert panel,
appointed by the Transportation Research Board. The panels prepare
project statements (requests for proposals), select contractors, and
provide technical guidance and counsel throughout the life of the
project. The process for developing research problem statements and
selecting research agencies has been used by TRB in managing
cooperative research programs since 1962. As in other TRB activ-
ities, TCRP project panels serve voluntarily without compensation.

Because research cannot have the desired impact if products fail
to reach the intended audience, special emphasis is placed on
disseminating TCRP results to the intended end users of the
research: transit agencies, service providers, and suppliers. TRB
provides a series of research reports, syntheses of transit practice,
and other supporting material developed by TCRP research. APTA
will arrange for workshops, training aids, field visits, and other
activities to ensure that results are implemented by urban and rural
transit industry practitioners.

The TCRP provides a forum where transit agencies can
cooperatively address common operationa problems. The TCRP
results support and complement other ongoing transit research and
training programs.
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FOREWORD
By Gwen Chisholm

Saff Officer
Transportation Research
Board

TCRP Report 84: e-Transit: Electronic Business Srategies for Public Transportation
documents principles and techniques that are used in el ectronic 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 way's organi zations operate and conduct business. Opportunities
to lower transaction costs and improve efficiency have changed rel ationshi ps 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. Numeroustransit 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 technol ogies, 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 amultiple-volume series
under TCRP Report 84. The research program will identify, develop, and provide flexible,
ongoing, quick-response research designed to bring electronic business strategiesto 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 thistask
wasto identify and document lessonslearned 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 conceptsto theses services. Theweb featureswerereviewed in the context of cus-
tomer rel ationship management. The report provides an overview of theimplementation, tech-
nology, value creation, lessonslearned, and best practi ces associ ated 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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