
Electronic Service Update 
I f ti R d i P j tInformation Re-design Project

London Travelwatch
Dec 2011

8 December 2011 1



ESUI Re-design
Why
• A key objective for Transport for London (TfL) is to provide its customers with 

acc rate and timel Real Time Information (RTI) in order to enable them to

g

accurate and timely Real Time Information (RTI) in order to enable them to 
make informed decisions about their journey options

Vision
• Review the way service update information is presented on all TfL ESUB       

screens and other channels (primarily the TfL website and mobile applications)
• To be fully prepared for the Olympics and other big eventsy p p y p g

How
• Conduct customer research and test concepts
• Working group with representatives from LU DLR/OG Operations NOC GNM• Working group with representatives from LU, DLR/OG, Operations, NOC, GNM   

and Marketing to advise on design and business rules
• Phase 1: multiple service status, group disrupted lines at the top, one 

information box remove the blueinformation  box, remove the blue
• Phase 2: Olympics page, Severe weather/Strike page, time of delays and local 

information.  Changes to TfL webpage, mobile and 3rd party apps. Public 
URL
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Customer Research and Testing

• Pan TfL working group representing LU NOC, CSS, IM LU & 
Rail Marketing, Journey Planner Services, Group New Media 

d C t R h d d tand Customer Research produced concepts

• Customer testing validated and filtered concepts

• Working group and design company, we are: London 
developed concepts into designs and conducted customer 
testingtesting
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Customer Testing ResultsCustomer Testing Results
• The majority of commuters preferred the placement of disrupted• The majority of commuters preferred the placement of disrupted 

lines together at the top of the board in alphabetical order

• This design made it easier to identify lines with ‘Good Service’ 

• Grouping ‘Minor delays’ with ‘Good service’ was intuitive -
understood that both would not require them to change their 
routeroute

• Lines grouped alphabetically by disruption was more effective 
than blue background

• No information required for ‘Minor delays’

• Participants understood that there was a good service on any p g y
part of the line not specified by a disruption notification



Customer Testing Results
• Commuters did not request the cause of any disruption - the 

cause did not give them any indication of the severity of the 
delaydelay

• Commuters knew the alternative routes they would need to take 
if they were facing a disruption They did not expect thisif they were facing a disruption. They did not expect this 
information to be included on the ESUB.

• Commuters felt that the following items were important to themCommuters felt that the following items were important to them 
when there was a disruption to their journey:
– Line and location of disruption
– Severity of the disruptionSeverity of the disruption
– Time impact of the disruption (Phase 2)



RecommendationsRecommendations
To optimise the ESUB for commuters, the research suggested
the follo ing recommendations hich ere all implemented inthe following recommendations which were all implemented in 

Phase 1:

• Separate out the disrupted lines and include these at the top of p p p
the board

• The group of disrupted lines and undisrupted lines should then 
be ordered alphabeticallybe ordered alphabetically

• Group the lines with ‘Minor delays’ and ‘Good service’ at the 
bottom of the board

• Do not include location information for ‘Minor delays’

• Do not include a ‘Good service on rest of line’ indicator for linesDo not include a Good service on rest of line  indicator for lines 
with multiple statuses

• Do not include alternative route information for disrupted lines



Type of ESUB

• Challenge on different formats – size & 
technologytechnology

• Where we don’t have them

• Roll-out to OVG and DLR

8 December 2011 7



Example of new design
for large ESUBs
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Example of newExample of new 
design for older
ESUBs

8 December 2011 9



Overflow template
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Phase 2 Scopep
To be delivered by May 2012:
• Public URL• Public URL
• Latency between the NOC and the Journey Planner team
• Severe disruptions/weather/strike template

Ti f d l TBC• Time of delays - TBC
• Local information - TBC
• Olympics information
• One home for all external feeds
• Updating all other TfL media i.e. website, mobile Apps, staff view

• We can provide an update in the new year
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Provisional Example of Phase 2 
screenscreen
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