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Abstract. The most preferred method for solving urban traffic problems is 
supporting the public transit systems. For this reason, enough information about 
the system should be offered to potential users. Lack of information about public 
transit system causes delays, dissatisfaction and passing to other transportation 
modes. In this study, two public surveys were made among public bus system 
users at city center bus stops in city of Eskisehir, TURKEY to learn their 
information level and general satisfaction about the bus system. 

1. Transportation System Properties of Eskisehir 
Eskisehir is a rapidly developing and industrializing city that situated at west of Turkey. 
The city of Eskisehir has a population of approximately 500000 inhabitants within the 
limits of the Metropolitan Municipality. In 2020, population will be 870000 according to 
projections of Metropolitan Municipality of Eskisehir. According to the Transportation 
Study & Feasibility Report, which was prepared by Istanbul Technical University 
Transportation Research Center, vehicle ownership is 129 for 1000 people in 2002. 
Between from 1998 to 2002, increases of motorized vehicles and automobiles numbers are 
given table 1. One of the causes of this rapid increase of vehicle ownership is 
dissatisfaction about the public transit system. Mobility rate (trip/day/person) is 0.68 with 
motor vehicles and this rate is predicted as 1.00 in 2020, according to the Transportation 
Study & Feasibility Report. 48% of total trips made by bus or paratransit, 24% service 
buses and 28% made by automobiles in 2002. 
 

Years Vehicle Types 
1998 2002 

Increase 
Ratio 

Automobiles 55008 70446 28% 
Motorized Vehicles 89083 109127 23% 

Table 1. Motorized vehicles and automobiles increases in Eskisehir 
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2. Importance of Information About Transit System  
The most preferred method for solving urban traffic problems is that support of public 
transit systems. For this reason, enough information about the system should be offered to 
potential users. Otherwise if people haven’t enough information, they can’t use the system 
effectively. 

A primary goal of transit information activities is to increase ridership or net revenues, 
preferably both. While increasing ridership is the predominant goal of most transit 
information activities, efforts may also focus on objectives of: 

• Retaining existing riders. 
• Increasing frequency of use of current riders. 
• Getting non-riders to try the system. 
• Decreasing automobile use through mode shifts to transit. 
• Increasing farebox revenues. 
• Enhancing off-peak ridership. 
• Attracting more riders faster to new services. 
• Increasing rider and general public awareness of available service options. 
• Improving the image of public transportation. 
• Building support for specific initiatives or projects. 
• Raising public awareness of transit service’s social and economic benefits. 
• Encouraging participation in related programs. 
Transit systems can use a wide variety of information services. However, passenger 

information materials are often not easily available, user-friendly, or up to date. In addition, 
the materials often assume that passengers already know about the transit system and the 
geographic area. As a result of this assumption, connections with other routes, lines, and 
systems are frequently omitted. Given that transit riders come from various demographic 
and socioeconomic backgrounds, it is important to design and prepare information 
materials that will meet the needs of all transit customers. 

Transit information can be presented in various ways (e.g., oral instruction, printed 
maps, signage at bus stops or on buses, and other oral or written instructions). Each type of 
aid has benefits and drawbacks. Although no single information aid can meet all of the 
information needs of transit passengers, a combination of information types will 
accommodate different learning styles, different levels of transit experience, and different 
stages of a rider’s transit trip. 

In Eskisehir, information about the public transit system is very insufficient for users. 
There are no maps, departure times etc. anywhere. There is only line number and 
destination point at major city center bus stops. And many bus stops don’t have any 
information about the system. 

The users’ information sources about the system are; the other passengers waiting on 
the bus stop and the bus drivers. But these two information sources have important 
problems. If the passengers don’t know the system very good, they can answers questions 
incorrectly and this causes more problems. And asking to bus drivers has causes important 
delays for the bus system. In addition to this, many bus drivers haven’t got detailed 
information about other bus lines.  So they can’t answer many questions. Other information 
source for passengers is control points. Transit authority has control points at only 4 
important bus stops. Their purpose is to control the bus departure times and to answer 
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passengers’ questions about the system. But this information sources are very insufficient 
for users. Consequently lack of information decreases the users and decreases the 
satisfaction about the system and tends the users to alternative modes. Especially shifting to 
automobile causes many problems.  

3. Public Surveys  
In Eskisehir, 48% of total trips were made by bus or paratransit in 2002. Two public 
surveys were carried out to find out transit users’ current information level and sources of 
information. 300 users attended to first survey which was made by authors in December 
2000 at city center bus stops. Then 282 users attended to second survey which was 
performed by Anadolu University Highway and Traffic Department students on 20th 
December 2004 at city center bus stops. Second survey results are given with figures 
below. Questions are below the figures. First survey results are given in parentheses in 
figures. 
 
 

10-20min
30%
(20%)

<10min
56%
(75%)

>20min
14%
(5%)

   

>10min
9%
(8%)

<10min
41%
(41%)

No
50%
(51%)

 Figure 1. How many minutes have you  Figure 2. Do you know when the bus is  
been waiting?                                         going to come? 
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Rarely
18%
(4%)

1-2 in a 
week
21%

(32%)

Everyday
61%

(64%)

    

Yes
43%

(32%)

No
50%

(62%)

Don't 
know 
night 

depar-
tures
7%

(6%)

 Figure 3. Frequency of bus usage Figure 4. Do you know every departure time 
of the bus that you mostly use? 

 

Asks to 
other 

waiters
26%

(11%)

Asks to 
bus 

drivers
38%

(10%)

Waits at 
bus stop

36%
(79%)

   

1
40%

3
19%

4
9%

5
12%

2
20%  Figure 5. How do you learn the departure  Figure 6. Give a point between 1-5 for  

time of the bus?  sufficiency of information at bus stops. 
   
 

1
30%

2
13%

4
13%

5
16%

3
28%    

No
24% Yes

76%

 Figure 7. Give a point between 1-5 for      Figure 8. Do you know, 4 days later all the  
satisfaction for general bus system?   bus and paratransit system will change? 
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1
34%

3
19%

4
8%

5
15%

2
24%    

No
41%

Yes
 59%

 Fig. 9. Give a point between 1-5 for level   Fig. 10. Do you know, 10 days later ticket  
of information about new transit system  costs will increase between 43% and  
which will start 4 days later?  100%? 

4. Conclusions 
As shown in fig 2-4-6, lack of information about transit system is very much in Eskisehir. 
Consequently, as shown in fig.1, average waiting time for transit users is very long. This is 
one of the factors which is increasing dissatisfaction about the public transit system (fig 7) 
and decreasing usage of public transit system (fig3). Cause of lack of information about the 
system is having unreliable information sources (fig 5). 

According to the Transportation Study & Feasibility Report (TSFR), which was 
prepared by Istanbul Technical University Transportation Research Center, a light rail 
transit system (ESTRAM) is suggested to counteract the growing impact of increasing 
passenger demand, car ownership level and congestion level, all of which are beginning to 
adversely impact the economic development of the city.  

The construction works started in September 2002 and ESTRAM was started to carry 
passengers on 24 December 2004. At the same time bus and paratransit routes has changed 
and a new smart electronic fare collection system has started. As shown in fig 8-9-10, a lot 
of people haven’t got enough information about the new system only 4 days ago. 

Because of errors in planning new transit system and lack of information about the new 
system, a lot of problems they were occurred and a lot of people delayed to work place or 
school at the first morning peak and late to their homes at the evening peak. At the first 
evening big protests in front of the building of Metropolitan Municipality of Eskisehir 
occurred. 
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Turkey is a rapidly developing country. Today car ownership is very low compared to 
developed countries. But the ratio is increasing rapidly and people tend to private car usage 
instead of transit. This will generate a lot of problems in next years. For this reason, transit 
system should be cared and supported. Transit authority should think that “Every user is a 
customer and customer is first”. For customer satisfaction and increasing riders, Transit 
authority should give enough information about transit system. If people haven’t enough 
information, they can’t use the system effectively. 

The followings can be proposed for a solution in the order of importance: 
1. Announcement of departure times and route maps at bus stops would increase level 

of information about bus system.  
2. .Brochures including route map and departure times can be handed out or sold.  
3. New technologies such as internet and wap for this kind of knowledge can be used 
4. A telephone information system about bus system can be adopted as a solution.   
5. Real time electronic timetables at major bus stops showing the expected time of the 

next bus can be use. 
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