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Appendix A – Audit Sheets
1. Introduction

1.1 Background

1.1.1 This report forms part of the Stage 1 Report for the Wolverhampton Interchange Study. This report covers the research work undertaken by Atkins using primary data to understand the quality of the existing interchange facilities in Wolverhampton City Centre. The research undertaken comprised of two elements:
· Site Audits by different types of users;

· A series of Focus Groups comprising representatives of different user groups.

1.2 Change of Study Brief
1.2.1 The original Study Brief suggested that a series of Focus Groups and a programme of on-street surveys were undertake in order to ‘comprehensively identify the travel information requirements of passengers who will be using the Interchange ..’. However, during the Inception phase of the study, it was agreed that the on–street interviews may be of limited relevance, offering poor value for money and little over and above the information that would be gained from the Focus Groups. An alternative to the on-street surveys was a series of site audits whereby the existing quality and perceptions of the existing information provision and signage is recorded from the points of view of different types of user. This proposed approach was agreed and thus replaced the on-street surveys.

1.3 Aims of study

1.3.1 The main of this stage of the Wolverhampton Interchange Study is to investigate the perceptions and suggestions of different types of existing users regarding their passenger information requirements. These would then be considered during the early planning stages of the new Wolverhampton Interchange. 

1.4 Report structure

1.4.1 This report consists of three further sections:
· Section 2 details the Site Audits undertaken together with the findings;   

· Section 3 details the Focus Groups undertaken and summarises the common themes emerging; and 
· In Section 4 the Recommendations are summarised.
2. Site Audits
2.1 Introduction

2.1.1 Four audits were carried out at each of the following facilities:

· The Bus Station located between Pipers Row and the Ring Road;
· The Coach Station which is in fact a stand ( Stand A) within the Bus Station;

· The Rail Station on the other side of the Ring Road to the Bus Station, at the end of Railway Drive;

· The Metro stop (terminus) which is located at St Georges on Bilston Street.

2.1.2 Four audits were undertaken in order to gain a perspective on how different types of users perceive the information provision at the above facilities. 

2.1.3 The audits undertaken involved the following type of user:
· An elderly person;

· A Visually Impaired( VI) person;

· A deaf person;

· A Transport Planner.
2.1.4 The audits involving the elderly, visually impaired and deaf individuals were all accompanied by Atkins staff involved with the study. The objective of the audits was to assess the quality of the existing passenger information provision at the four locations. The aim of undertaking these audits is to help ensure that examples of good and bad existing practice, from the point of view of a variety of users, is taken into account at an early stage when designing passenger information for the new multi modal interchange in Wolverhampton City Centre.

2.1.5 In order to act as a prompt and in order to help ensure consistency between audits a,  template was produced as shown in Appendix A.

2.1.6 In addition to the audit of passenger information facilities at the four sites, an audit of the signage provided at each site and between each site was also undertaken. 

2.1.7 The results from each audit are presented separately in the following sections. The audit undertaken by the transport planner is presented first with each interchange facility being described in a separate section. As several common points were raised in each audit, to avoid repeating the same facts two or three times, in the descriptions for the other three audits, only issues that were not picked up in the transport planner audit are presented. 
2.1.8 The findings from the signage audit are presented as a separate section after the sections on the various audit. 
2.1.9 The audit templates in Appendix A are the facilities audits and the signage audit undertaken by the Visually Impaired auditor. These are included not only to show the templates developed for these audits but they also provide an example of how the templates were completed. The other completed audit forms are not included in the appendices but are available upon request.
2.2 Transport Planner Audits
Bus Station Audit

2.2.1 Overall, the quality of the information displays at the Bus Station appeared to be good. The information on each stand consisted of two types:
· Timetable information in a separate case for the services that called at that stand;

· General displays that gave information on which stand a particular service departed from. The display also included a bus station layout plan.  
2.2.2 More specific comments about the passenger information provision at the bus station are presented in the following sections.

2.2.3 Although speakers were visible throughout the bus stands, the audio information wasn’t providing passenger information on any of the audit days. 

2.2.4 There are no real time information displays at the bus station.

2.2.5 There was one Help Point providing audio passenger information by providing a direct link to Centro’s Hotline. However, bearing in mind the size of the bus station and the number of bus departures, there is probably a need for a second Help Point located away from the existing Help Point.

2.2.6 In terms of staffing, security staff were seen patrolling the bus station on two out of the three audit days. These people did not provide passenger information. The drivers that were starting or finishing a driving duty in the bus station were generally friendly and helpful, providing the requested passenger information. 
2.2.7 While undertaking the audits, the auditors were required to wear fluorescent jackets. As a result of this, several people thought that the auditors were employed by Centro and approached them requesting passenger information. This may indicate the need for Centro staff to roam around the bus station and be available to provide passenger information.
2.2.8 The customer information building provided good information on both coach and bus travel. However, the building did give the appearance of being a National Express Information Office. This building would certainly benefit from improved signage to indicate that bus passenger information was available. This improved signage could be in the form of a large illuminated Centro sign. In addition, the traditional ‘i’ sign for information could be prominent. This would then be consistent with the ‘i’ signs displayed on the city centre map by the Pipers Row entrance to the bus station.
2.2.9 The customer information building opened at 08:45 and closed at either 17:45 or 18:00. In the absence of real time information displays and Centro ‘Passenger Information’ staff after 18:00, it is considered that this closing time may be too early. Although passenger throughput numbers may drop after the evening peak period, the frequency of the bus services is also lower, thus the need for real time passenger information is probably greater. 

2.2.10 The bus station layout plans showed where the various stands were located, with a ‘you are here‘ indicator on some but not on all. Specifically the bus layout plan located just off Railway Drive on the north east side of the bus station did not have a ‘You are here’ indicator, which made it difficult for passengers to get their bearings and quickly find  their required bus stand.
2.2.11 As referred to earlier, there is a city centre map located between Pipers Row and the main entrance to the bus station. This was very useful except that it did not have the normal ‘You are Here’ indicator, thus it took slightly longer to get your bearings and appreciate where the Metro and rail station are located relative to the bus station. One confusing issue was that a coach station was marked on the map at Herbert St on the northern side of the Ring Road. This was confusing and may result in passengers walking past the National Express Coach Station at Stand A.
Coach Station Audit

2.2.12 The coach station is located at Stand A within the bus station which is immediately behind the customer information building.

2.2.13 The coach station could be located from within the bus station by referring to the displays and bus station layout plans displayed within several of the bus stands. However, it is questionable whether coach passengers would refer to the layout plans within the bus station in order to locate the coach station.

2.2.14 The customer information building was clearly visible by a National Express sign. Within this building, there were up to three staff providing information and ticket booking facilities. This was available between 08:45 and 18:00.
2.2.15 At Stand A itself, there is a display showing the destination and departure time for all the coach services that use Stand A. This display seemed to provide all the information required and it had an expiry date giving confidence that the information was still up-to-date.  However, not all the lights within Stand A were switched on. As a result, it was slightly gloomy.

Rail Station Audit

2.2.16 The information at the rail station was generally very good. There were timetable and information display boards, audio information, electronic displays, a Help Point, a recently refurbished booking office and on-platform staff available to respond to information queries.

2.2.17 The Help Point was located close to the intersection of the main entrance and the station platform. However it was not clearly visible and the signing to it was poor. In addition, on one of the audit days, when the button was pushed in order to request assistance or information, nobody answered. This happened on three occasions between 12:30 and 12:45 on 27th April 2004.

2.2.18 At the entrance to the station, opposite the booking office, there is an information display. This was partially obscured by a portable, Virgin information display. The display showed the layout of the station and also showed the City Centre. The Help Point wasn’t marked on the station layout plan and the Metro stop wasn’t shown on the City Centre plan. Also, the shading and colour scheme used to indicate the bus station resulted in the bus station’s location not being immediately obvious.
2.2.19 Overall, the rail station was probably the best in terms of information provision when compared to the Metro stop, bus station and the coach station.

Metro Stop, St Georges Audit

2.2.20 From a passenger information perspective, the Metro St Georges stop was very poor. The electronic display on one platform was not working while on the other, it did not offer real time information. The information displayed was ‘Metro is currently operating at an 8 minute frequency’
2.2.21 There were two Help Points neither of which were operating properly. Once activated, an operators voice from the Control Centre could be heard, but he could not hear the auditor at all. Thus he could not respond to a specific information or assistance request.

2.2.22 There was a route map by the old ticket machine, however the only other Metro information was displayed on a board that was located 20 metres away from the covered area of the platforms. There were several poster displays where it was expected that Metro information would be presented. However, despite the fact that one poster display case was empty, there was no Metro information to be found here.

2.2.23 The information display that could be found near to the Metro stop was close to Garrick St/ Market St junction. This display consisted of a timetable and fare information together with other information behind a perspex screen. The perspex was dirty, scratched and had some graffiti. The display was not undercover and was obviously not weatherproof. This was evident due to the fact that water had seeped behind the perspex causing discolouration. In addition, the timetables had slipped and rotated behind the perspex making them difficult to read. The display did not have its own illumination however some illumination was available as it was located relatively close to a street light.
2.2.24 Overall, the information display gave a very poor impression of the Metro system.
2.2.25 There was a tactile/braille station layout provided close to the information display. However, this was partially obscured by a news vendors stand. In addition, it was only likely to be encountered if somebody approached from the Garrick St direction. If you approached from any other direction, then you probably would not encounter the tactile/Braille station layout.

2.2.26 The station was unmanned, however whenever a vehicle arrived, the driver and the conductor were normally available to provide passenger information and assistance.

2.3 Visually Impaired Person Audit

Bus Station

2.3.1 Perspex covers on timetable display cases within the shelters were dirty in a few cases and thus difficult to read.
2.3.2 Reflection on the perspex case covers also caused a slight problem

2.3.3 On the audit day which was wet and overcast, not all the lights in the shelter areas were switched on. Some areas within the shelters were slightly dark and gloomy as a result making it difficult to read the timetables.

2.3.4 No audio information was heard on the audit day.

2.3.5 The Help Point should be presented in a different colour to contrast and thus stand out from the proliferation of yellow and green elsewhere.

2.3.6 Likewise, the entrances to the crossing points or walkways from one row of shelters to another would benefit from being in a different colour such as orange. This would help it stand out from the yellow and green surroundings.

2.3.7 The font size on the timetables and the information displays was reasonable.
2.3.8 It was not obvious that the customer information building provided both general public transport information as well as National Express information. 
Coach Station

2.3.9 Quality of coach passenger information was good, however it was a little dark and gloomy in Stand A.
Rail Station
2.3.10 The quality of passenger information on the rail station platforms was generally very good. The audio train arrival/departure information was particularly useful to those suffering a visual impairment.
2.3.11 The map in the station entrance showing where the rail station is in relation to the other modes was partially obscured by a mobile Virgin information display and was not seen by the VI auditor.
2.3.12 The audio Help Point was difficult to find even though it was located close to the intersection of the main station entrance and the platform. It would be more visible if it was highlighted in yellow or orange. It would also benefit from a ceiling mounted sign.

2.3.13 On the day of the audit by the VI person, the Help Point was tried on three occasions between 12:30 and 12:45 and on each occasion there was no response and thus the VI auditor did not receive any audible information from the Help Point.

Metro Stop St Georges

2.3.14 On reaching the corner of Pipers Row and Bilston St, the VI auditor could not see the Metro stop as it blended in with the background and became indistinguishable from the building work behind it. The stop would be more visible if it displayed a large roof mounted Metro or Centro symbol. 
2.3.15 The VI auditor did not find the Information and Timetable display until he was directed to it by the second auditor.
2.3.16 The VI auditor did not find the Tactile/Braille layout map of the station until he was directed to it by the second auditor. The Tactile/Braille map stand was partially obscured by a mobile newspaper vendors kiosk. It was thought that the Tactile/Braille map was poorly located and would only be encountered if somebody approached the Metro stop from the Garrick Street direction.

2.3.17 Both the audio Help Points were operating in ‘one-way mode’, thus the person in the control centre could be heard but he could not hear the information request of the person on the Metro platform. Thus the VI auditor did not receive any useful information. The only information offered by the Control Centre was ‘if you look down the tracks, you should see a metro arriving!’

2.3.18 When the Information and Timetable display was pointed out to the VI auditor, he couldn’t read most of it due to the fact that the Perspex screen was dirty, in poor condition and had some graffiti. In addition, the timetables had slipped and had rotated through 90 degrees.

2.4 Elderly Person Audit
Bus Station

2.4.1 There were dropped kerbs and on-road markings in all the appropriate places visited during the audits.
2.4.2 The correct stand for a specific bus departure was relatively easy to identify from the information displays but finding the actual stand was not so straightforward. 
2.4.3 During the audit ( 09:30 to 10:30), there were several drivers around, many of whom were helpful.

2.4.4 In some cases the print font size was on the small side after taking into account the height of the display.

2.4.5 The elderly auditor thought the customer information building should stay open after 17:30. 

Coach Station

2.4.6 The coach station wasn’t easy to find from the other bus stands. However it was very easy to find from the customer information building.

2.4.7 Audio information would have been useful, particularly if it gave information regarding the expected arrival time and the destination of the coach.
Rail Station

2.4.8 The destination display boards based on the platform was, initially, difficult to understand. In addition, the elderly auditor had some difficulty reading the information at the top of these large displays. 

2.4.9 The audible passenger arrival/departure information was regarded as particularly useful by the elderly auditor.
2.4.10 The elderly auditor did not really appreciate information that gave the destination of the train when she was looking for confirmation that the train was going to a specific destination.

2.4.11 The roof-mounted electronic displays gave good information although some of the higher ones were difficult to read.
2.4.12 The audio Help Point was difficult to find even though it was located close to the intersection of the main station entrance and the platform

Metro Stop, St Georges

2.4.13 The elderly auditor did not find the Information and Timetable display at all and thus cannot comment on its quality.

2.4.14 Both the audio Help Points were operating in ‘one-way mode’, thus the person in the control centre could be heard but he could not hear the information request of the person on the Metro platform. Thus the elderly auditor could not benefit from any specific information requests. 

2.4.15 When Metro pulled into the station, the Metro driver and conductor were both very helpful and provided all the passenger information requested

2.5 Deaf Person Audit
Introduction

A deaf user audit of the bus, coach, rail and metro stations was carried out on the 25th June 2004, between 1:30pm and 4.30pm, the weather was fine and sunny.  A deaf person provided by Wolverhampton City Council was escorted by transport planner from Atkins.  The following is a summary of the key issues identified.
Bus Station

The signage above the walkways between stands at the bus station directing pedestrians to the town centre and railway station were in the wrong position.  Deaf people often take longer to interpret written text and may be required to stand in the bus way to read the signs.  The use of symbols would be more appropriate here.
The Town Centre layout maps such as the one outside the main entrance to the bus station are very useful, the size of the print and colours used are excellent.  The map is relatively easy to interpret (large print and bright colours are essential).
The condition timetable casing and general waiting environment at some stops was regarded as poor, this suggests that the station could be subjected to more regular maintenance to provide a more pleasant interchange point.
There is a need for some kind of visual communication system, as audio systems do not accommodate for people with poor or no hearing, for example a screen with a sign language communicator providing timetable information.
The station is poorly lit and somewhat gloomy.  The auditor stated that the atmosphere around the station during the evening was intimidating and could be improved by better lighting provision.  Additional lighting would also make it easier for people to read smaller print or have visual impairments. Staff assistance at night time would be particularly beneficial for deaf people requiring travel assistance after the ticket office closes.
Coach Station

The coach stand at the bus station requires better lighting in order to improved the overall waiting ambiance.  This would make the waiting environment less intimidating in the evenings.

Communication with staff in the ticket office is often made more difficult by the assistant talking to the computer screen rather than the individual concerned. Staff in the ticket office at the bus/coach station would benefit from deaf persons awareness training.
The use of abbreviations and notes on timetables should be avoided where possible as this is confusing.

There is a need for a specialised textfones to provide travel assistance for the deaf.  At present telephone help points are useless for the totally deaf, since they can not hear the response given.
Rail Station

From the perspective of exiting the station, signs above the railway station main foyer exit are too high, they need to be located at a height that doesn’t divert the attention of deaf people away from what is going on around them.
There are too many signs around the station, and these can become confusing.  The map located near the cash point is in the wrong place, it would be better located outside the main entrance alongside improved signage to the town centre, metro station and bus/coach station.
As is the case at the coach station, communication with staff in the booking office is made difficult for the hearing impaired since face to face contact is not maintained, such that lip reading becomes an impossible option. Staff in the ticket office at the railway station would benefit from deaf persons awareness training.

The print used for timetable display boards around the station is too small and complicated.  Deaf people often struggle to interpret written text and therefore the use of timetable notes and abbreviations should be minimised.

The existing departure/arrival screens are old and need replacing.  Plasma screens would be better as the clarity is often better than digital display screens.  Audio systems are generally not of use to the deaf, unless they have hearing aids.
Metro Stop, St Georges

Existing help point for metro passengers is useless for the deaf, could be improved by the availability of a key pad based system.
Deaf people are not aware of the tram approaching warning signal (a bell that rings when a tram is approaching), there needs to be some kind of visual warning systems.

The auditor accidentally identified the passenger information board at the west end of the metro platform.  This information was exposed to the elements and needs to be located within the stop shelter.  Some fare information would be useful as negotiating fares with onboard inspectors can be especially difficult for the deaf.

The overhead digital next arrival displays were fully operational during the audit period.  The auditor found that these screens provided some useful information in terms of the estimated arrival times of the trams.  The deaf person suggested that these should be used more widely, for example at the bus and rail stations.

2.6 Signage Audit

2.6.1 During the audits of the four facilities, the opportunity was taken to audit the quality of the signage from one facility to another. This was undertaken by all the auditors. However, as the findings didn’t vary much from one auditor to another, the overall findings are summarised below.

Signage between Rail Station and Bus Station

2.6.2 From outside the customer information building in the bus station, there is a small sign on the side of the covered walkway that leads into Railway Drive indicating the direction of the rail station. This is sign is very difficult to see and is inconsistent in style with all the other signs to or from the rail station.

2.6.3 If this sign is spotted and followed, then the large red rail logo is visible on the multi storey car park adjacent to the main station. Following the route indicated, a sign is encountered on Railway Drive. This has high level arms attached to an upright with arms indicating the direction of the rail station (including red logo), the bus station and the Metro stop (including yellow logo). The station entrance is then clearly visible from this point onwards. Overall the signage is poor to adequate in this direction between the bus and rail station.
2.6.4 Moving from the rail station to the bus station, there is a poor quality roof mounted sign at the exit of the rail station indicating the direction of the bus station. From this point, one should then encounter the sign on Railway Drive described above. From this point the bus station is visible. Overall, the signage is adequate in this direction.

Signage between Rail Station and Coach Station

2.6.5 There is no signage from the rail station to the coach station, hence can be regarded as very poor.
2.6.6 In the coach station to rail station direction, the sign described in section 2.9.1 indicating the direction of the rail station is visible from the customer information building which is next to the Coach Station (Stand A). Overall the quality of the signage in this direction is poor to adequate.

Signage between Rail Station and Metro

2.6.7 There is no direct signage at the rail station indicating the direction of the Metro stop at St Georges. The nearest sign is on the bridge on Railway Drive 200 metres to 300 metres from the station exit. From Railway Drive, one needs to pick up the sign at Victoria Square which directs you to Metro along Pipers Row. A further sign is located opposite the Bus Station on Pipers Row directing people along Pipers Row. Finally, at the corner of Pipers Row and Bilston St, there is a final sign pointing in the direction of the Metro St Georges stop.

2.6.8 All these signs are of a consistent design being dark blue uprights with several arms pointing in the direction of the other transport facilities. They do not include distances, but they do include the red rail logo when pointing the direction to the rail station and they do include the yellow Metro logo when describing the direction to Metro St Georges. Apart from the lack of a sign at the exit of the rail station, the signage from the Rail Station to the Metro station is adequate to good.

2.6.9 In the Metro to rail station direction, the story is very similar. Once the direction sign is located at the corner of Bilston St and Piper’s Row, it is relatively straightforward to follow the signs to the Rail Station. However the problem involves locating the first sign as there is no actual sign on, or visible from the Metro platforms.
Signage between Bus Station and Metro

2.6.10 This is similar to that described above, except that the first sign is opposite the bus station on Pipers Row. 

2.6.11 The plans located within the stands at the bus station indicate where the rail station and the Metro station are in relation to the bus station.

Signage between Bus Station and Coach Station

2.6.12 The coach station is actually within the bus station thus signage from the coach station to the bus station is not required.

2.6.13 The plans on the information displays within the bus station do indicate where the coach station is in relation to the bus station.

Signage between Metro and Coach Station

2.6.14 No distinction made between bus and coach station.
2.7 Main Issues Emanating from the Audits 
· The provision of passenger information at the bus station and rail station is generally good, though the signage between the two could be improved.
· The passenger information at the coach station (Stand A) is adequate.

· The passenger information at the Metro St Georges stop is particularly poor and in need of attention and maintenance.

· The Information Building at the Bus Station would benefit from a large high level ‘i’ symbol. An additional benefit of this is that it would be consistent with the city centre maps.
· The city centre maps displayed between the bus station and Pipers Row and in the entrance area of the Railway Station need to be improved and made more consistent with the other information and signage at the four interchanges. For example the Metro stop should be marked, the coach station at Stand A of the bus station should be highlighted, the bus station itself should be more prominent and the map should include a ‘You are Here’ indicator.

· The Help Points at the Metro stop and at the rail station both require attention. At the Metro stop they were not working properly, operating in one way mode only. At the rail station, nobody responded thus staffing of this facility could be an issue. Also the Help Point at the station was not as visible as it should be and it lacked any signage. The Help Point at the bus station provided good passenger information, however it should also be made more visible and an area the size of the bus station with the passenger throughput it experiences, it should have a second Help Point;
· At the bus station, the entrance to the crossing points between one set of stands and the next would benefit from being highlighted in orange. The visually impaired auditor had difficulty distinguishing these entrances due to the fact that the yellow surround blended in with the general yellow and green colour scheme throughout the bus station.
· Logos and Identifiers. The Metro stop at St Georges should be made more visible by displaying a large roof mounted version (probably illuminated) of the yellow Metro logo. An additional benefit of this is that it would also be consistent with the logos presented on the signs between the four interchange facilities. In addition to the customer information building at the bus station displaying a large ‘i’ symbol, it should also display the Centro logo at a similar scale to the National Express sign. The impression given at the moment is that it is only a National Express booking office;
· Direction Signs between the interchange facilities. These are currently quite good however more are required. In addition, these signs would benefit from including an approximate walk distance;

· Real Time information. The Metro stop, bus station and the coach station would all benefit from good electronic displays giving real time or up to date passenger information. The system at the Metro stop wasn’t working properly and there is no facility at the bus or coach station to alert people of delays and cancellations;
· Opening Hours. All the auditors thought the Customer Information Building at the Bus Station should be open into the early evening.
· Staff Presence at the Bus Station. Centro staff should roam around the bus station and provide up to date information upon request. This appears to be required even during the hours that the Customer Information Building is open. It is an important requirement after the Customer Information Building is closed. If real time information is provided in the future, then the need for roaming staff presence may reduce.
3. Focus Groups
3.1 Introduction

3.1.1 Five focus groups were undertaken at Wolverhampton rail station with the following user groups:

· Bus Users – 17:30, 26th April 2004;

· Rail Users – 17:30,28th April 2004;

· Metro Users –17:30, 29th April 2004;

· Coach Users –17:30, 4th May 2004; and

· Infrequent Users – 17:30,5th May 2004.

3.1.2 These groups were recruited at the respective bus, rail, metro and coach stations and infrequent users were recruited from city centre car parks and on street.

3.1.3 In addition we undertook a separate focus group with a selected group of passenger users with either hearing, visual or mobility impairments on the afternoon of 5th May 2004. Linda Hardy from Wolverhampton City Council recruited the group attendees from her contacts with local organisations and groups. 

3.1.4 Each focus group followed a similar format, consisting of a number of prompts for the moderator to gain information on respondent’s views on existing passenger information at Wolverhampton interchange, other passenger information systems experienced elsewhere, signage to/from an interchange, new technology and suggestions on improvements to passenger information. The views of each focus group are detailed in the following sections. 

3.2 Bus User Group

3.2.1 Nine respondents attended the bus user group with all respondents using the bus station at least three times per week for a range of trips including for work and shopping purposes. Seven of the nine respondents also use other modes of public transport within Wolverhampton, typically metro due to the availability of joint bus and metro tickets.  

Existing Passenger Information Provision

3.2.2 The group felt the existing bus timetable information at the bus station was of good quality, easy to read and understand. However a couple of respondents found some display cases to be in poor condition  and others found the timetable font too small to read, especially for timetables set at the top of the timetable display case.    

“fonts too small,  but can understand it”

3.2.3 Respondents stated that the timetables do not match the actual time bus services arrive and depart from the bus station.   

“the buses never keep to the times on the timetable, they either run too early or are often late so it makes a mockery of the timetable information.”

3.2.4 Boards displaying timetable and route information are well located within the bus station, situated by each bus stand.  However, within each bus stand they are commonly located in places where people queue for the bus. This can cause problems when passengers try to read the display board timetables as people often think they want to get to the front of the bus queue.

“often people queue across the timetable display boards so you have to ask them to move and they automatically think you are jumping the queue”.

3.2.5 The bus station has several layout maps illustrating which bus services go from which bus stand. These maps are located at several points around the bus station which the respondents found useful the first few times they used the station. 

“I quickly found which stand I needed to be at to catch my bus”. 

3.2.6 The customer information building located at the front of the bus station is commonly used by respondents wanting to find out specific information such as whether a particular service is still operating.  This is particularly important to three of the respondents as their bus services, frequencies and routes are commonly changed by bus operators without informing the passengers. 

3.2.7 Other respondents stated they would ask bus drivers who were found around the bus station about passenger information; however respondents found that a driver’s helpfulness varied. 

3.2.8 Three respondents had phoned Centro Hotline to get passenger information and found the service useful. However there are sometimes problems with the lack of local knowledge, and not knowing key place names for certain bus services.

“Centro Hotline is alright; they don’t really know where places are though, such as Pendeford ”.

3.2.9 One respondent has used the Internet to access the travelline website and they found this easy to use and very helpful.

“you just plug in your a to b trip and it gives you the information”.

3.2.10 The bus station has an audible message system in place; however respondents stated that this is only used to tell people to stop smoking and dropping litter. 

“they should use it to say the 529 is running half hour late”

3.2.11 The majority of respondents if arriving at the bus station for the first time said they would walk to the customer information building to find out where they would need to catch their bus. Two respondents stated they would prefer to ask a bus driver or a uniformed person walking around the bus station.

3.2.12 The main concern with passenger information at the bus station is the lack of any real time information as all the respondents said they would rather stand and continue to wait at the bus stand instead of trying to seek information on bus delays just in case their bus arrives in the station and departs whilst they are in the customer information building

Passenger Information Showcards

3.2.13 The group were shown a number of passenger information showcards illustrating different approaches to passenger information both within the UK and Europe. The group were asked to comment on the various showcards and the most popular systems are given within the next section. 

3.2.14 The system below shows information for all bus services using the bus station. The group regarded this system as being very useful,  especially if it was located at each bus stand so passengers can be fully informed on all bus service times departing the bus station. In addition, this information display was favoured particularly if the departure information was updated to take account of delays and cancellations.
3.2.15 Consequently passengers who could catch a number of different bus services to their destination could make a judgement on which bus will arrive and depart the bus station first and hence stand at the relevant bus stand.

“This would be good in the bus station allowing me to see which of my buses goes first”.
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Figure 3.1: Bus Departure Information Screen at a Bus Station
3.2.16 Real time information at the individual bus stops was also discussed with the group and they all regarded the system below as being good and useful at each stand within the bus station. 
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Figure 3.2: Real Time Information Screens at Individual Bus Stops

3.2.17 Those respondents with mobile phones thought the text alerts as shown below would be useful. However the cost would need to be close to the cost of a normal text 10p compared to say £1.00.

“Would be useful if the journey was important, if you had to get to your destination at a certain time, because you really need to know about delays but I would not use it for everyday use.”
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Figure 3.3: Mobile Phone Text Alert Screen

Passenger Signage

3.2.18 Passenger signage between the bus, metro, rail and coach stations around Wolverhampton as detailed in Section 2 is adequate. It is recognised that the type and level of information provided by passenger signs is important to passengers’ especially new visitors to the city centre wanting to access the various interchanges.  The following signs were shown to the group and respondents were asked to vote on their preferred sign. Each sign illustrates a different way of informing the public about the direction of the bus station, with some signs providing a distance, direction and a walk time in minutes. 

Figure 3.4: Different Passenger Signage
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3.2.19 One respondent found that the signs with the least amount of information were more helpful as passengers could then judge for themselves the distance and how long it would take to reach the bus station. However the rest of the group disagreed with these comments.

3.2.20 One respondent stated they did not like a distance on the signs as they “couldn’t visualise say 500 metres”.
3.2.21 Several respondents stated they preferred the walk time in minutes but felt passengers would have to make a judgement on seeing a sign which stated a 5 minute walk, as this may mean a 20 minute walk to some with walking difficulties or a 15 minute walk for a parent with a toddler.

3.2.22 These group discussions lead to eight people preferring the sign which gives a distance to the bus station and only one person voted for the walk time sign.

Passenger Information Improvements

3.2.23 The provision of departure information systems based on that shown in Figure 3.1 was suggested by all nine respondents as a key improvement to the existing passenger transport provision at the bus station. Furthermore the majority of respondents stated they would prefer to have new technology such as real time systems in the bus station rather then a number of customer information officers roaming around the bus station.  

 “ trying to find five members of staff at the bus station when its cold and its wet – the real time information will always be there and available”

3.2.24 Respondents also stated they would find it useful to have information on other public transport services at the bus station. For example you could get off a bus and walk to an information display screen which could inform passengers of when the next metro is due or list the next set of trains departing from the rail station. 

3.2.25 Because joint ticketing is provided for bus and metro more respondents said they are more likely to switch between these two modes than any other to make their journey if one of their services was not running.

3.2.26 Other types of passenger information the group stated they would find useful include information on the different fares available, and information stating whether the next vehicle is low floor and fully accessible.

“sometimes parents are there waiting to get onto these new low floor buses with their pushchairs and the old vehicle turns up so they end up having to wait until the next low floor bus arrives”

Good Practice: Passenger Information 

3.2.27 West Bromwich bus station was mentioned by a number of respondents in terms of useful passenger information as it currently operates a real time information system for bus services entering the bus station.

“West Bromwich bus station will tell you if its coming in late or if its already gone…..so you can get another bus or catch the Metro”

3.3 Rail User Group

3.3.1 Nine respondents attended the rail user group with over half of the respondents using the rail station at least once per week for a range of trips including work, shopping and for visiting friends and relatives. All nine respondents stated they also use other modes of public transport within Wolverhampton, typically bus services to get to and from either the rail of metro stations.   

Existing Passenger Information Provision

3.3.2 All the respondents felt that passenger information provided at the rail station was good in terms of the timetables available, electronic real time TV displays and the number of customer information staff available during the day.

3.3.3 The majority of respondents who catch the train for work purposes find they quickly get to know the timetable and which platform to catch their train so they only use the electronic real time TV  displays to check if their train is delayed.  

“tend to know the train times and where to go to catch them so I don’t often need timetables or help”.

3.3.4 The summer and winter timetable changes are not well advertised.

3.3.5 The electronic real time TV displays are regarded by the group as good and work well especially the platform displays informing passengers what stations are served and expected arrival time for their particular train service.

“The screens are constantly being updated so you believe the information to be correct.”

3.3.6 Observations at the station found that the two electronic TV displays on the station concourse cause congestion at peak times in front of the main entrance point accessing the station platforms. Passengers congregate here to watch the displays informing them of which platform their train departs from and the expected arrival time of their train at the station. 

3.3.7 Although these TV displays are highly regarded by passengers, when the system broke last winter these display remained unusable for approximately two months which caused a lot of confusion and disruption.  

3.3.8 Some of the group stated they would prefer to see a system similar to that at Birmingham New Street where the display boards show all the stations served by the various train services located on the platform. However one respondent commented there is a lack of space in the concourse to provide a similar system to Birmingham New Street.

3.3.9 Respondents who use the trains less frequently and those using trains for longer journeys such as to London or Manchester will phone either the Centro Hotline or National Rail Enquiries to ask about train times, fares and where possible purchase tickets in advance.

3.3.10 Respondents who make less frequent rail journeys stated that there is a lack of information readily available on typical fares from Wolverhampton.

“Never know how much the train ticket will be…would be useful if there was a board saying typical fares from Wolverhampton to say Birmingham, London and Stafford.”

3.3.11 All respondents felt the audible messages were very useful at the rail station but the quality, clearness and helpfulness of the announcements vary in quality and helpfulness, depending on the announcer.

3.3.12 Over half of the respondents had experienced long queues at the booking office, especially at peak times and respondents now expect these and plan accordingly.  

“when I need to renew my monthly pass I tend to go up of a lunchtime but know I will have to queue for about 20 minutes as they are so busy….you find people who don’t use the trains very often find this frustrating when they have a train to catch and are stuck in a queue”.

3.3.13 Site observations and comments from group respondents stated that there are a number of very helpful Virgin customer information staff around the platforms and station concourse during the day informing passengers of train times and platform departures. However comments were made by a number of respondents on the lack of staff available after 19.00 pm.  
Passenger Information Showcards

3.3.14 The group were shown a number of passenger information showcards illustrating different approaches to passenger information both within the UK and Europe. The group were asked to comment on the various showcards and the most popular systems are detailed in this section.
3.3.15 All nine respondents use local bus services as well as rail services and hence suggested the introduction of a real time information system similar to that shown in Figure 3.1 for the bus station.  

3.3.16 Respondents agreed that the rail station would benefit from TFT or plasma screens similar to those illustrated in Figure 3.5 and used at Birmingham New Street which list the stations served by the particular train service. These screens would ideally be located somewhere central on the concourse and allow the removal of the existing TV display screens.
3.3.17 Those respondents with mobile phones and who use the rail services regularly all stated they would find text alerts useful.  One respondent already used the available WAP technology on their phone to find out about train times from Wolverhampton.
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Figure 3.5: TFT Rail Departure Screen

Passenger Signage

3.3.18 The passenger signs illustrated in Figure 3.4 were shown to the group and respondents were asked to vote on their preferred sign. Each sign illustrates a different way of informing the public about the direction of the bus station, with some signs providing a distance, direction and a walk time in minutes.
3.3.19 The most popular sign voted by the respondents was the one illustrating the direction of the bus station with a distance whether this be in metres of yards. Two respondents preferred the walk time sign giving an average number of minutes to the bus station.

3.3.20 A further comment made by one respondent and agreed by the group was to include, where possible, the international signs for a bus, train, coach and metro to help foreign travellers.

Passenger Information Improvements

3.3.21 Respondents were keen to have a similar system to that provided at Birmingham New Street with real time TFT or plasma screens informing passengers of which platform their train departs from, time of departure and which stations are served. 

3.3.22 Respondents also stated they would find it useful to have information on other public transport services at the rail station. For example you could get off a train and walk to an information display screen which could inform passengers when the next metro is due or list bus services departing from the bus station. 

3.3.23 Other recommendations included the provision of a number of Virgin customer information staff in the evening to help improve the perception of personal security around the rail station.

Good Practice: Passenger Information 

3.3.24 Birmingham New Street has good passenger information, especially with the new electronic TFT/plasma screens on the concourse which displays the train services and all the stations served.

3.3.25 West Bromwich Bus Station’s real time information was praised as was the proximity of the bus and metro station.

3.3.26 Two group members preferred the Euston rail departure boards because they were so large and easy to see from a distance with the rest of the crowds. 

3.4 Metro User Group

3.4.1 Only three respondents attended the metro user group with two of the three using the metro everyday for either work or leisure purposes.  All three respondents stated they also use other modes of public transport within Wolverhampton, typically bus services due to the availability of joint metro and bus tickets.  
3.4.2 Existing Passenger Information Provision

3.4.3 All three respondents stated they felt the existing passenger information was good with the real time information system. They are satisfied with the real time information displays showing either “a normal service is in operation” or “metro every 8 minutes”  as the respondents said they don’t really need to know exactly how long the next metro will be in terms of x number of minutes away as long as they know it is running as normal. 

3.4.4 The respondents stated that they do not need any further information provided as the felt the help points gave them all the information they require. They find the help points are very useful and helpful.

“I left my bag on the Metro once and as it pulled away I pressed the help point to tell them and they said the driver would hold onto it and bring it back on his return journey …so it came back to Wolverhampton on the return Metro journey and I picked it up from the driver”.

3.4.5 This statement is supported by the following statement from a respondent attending the rail user group session.

3.4.6 “I was at the Metro stop late one night and I was the only person waiting at the platform so I pressed the help point and the bloke said a Metro will be along in 4 minutes and not to worry as he was watching me …..which was good but then I also felt oh…I’m being watched”
3.4.7 However comments from other focus group respondents who use metro contradicted this positive feedback by stating that the system was often not working ie the customer information officer could not hear anything or the phone did not get answered.

“I pressed the help button waited for it to be picked up and as I walked away 5 minutes later I could still here it ringing out”.

3.4.8 The group also felt the metro drivers were very friendly and helpful compared to other public transport drivers especially bus drivers.

Passenger Information Showcards

3.4.9 The group were shown a number of passenger information showcards illustrating different approaches to passenger information both within the UK and Europe. The group were asked to comment on the various showcards and the most popular systems are given within the next section.

3.4.10 None of the respondents had any need for direct improvements to the metro station passenger information however real time information displays showing bus service arrivals at the bus station was popular with the group, especially if they get placed at each stand so you can choose which bus to catch if you can catch two different services to your destination.

3.4.11 None of the group would use the text message alerts because the frequency of the metro is generally good.

“the only thing we would need to know about was if it had stopped running”.

Passenger Signage

3.4.12 The passenger signs illustrated in Figure 3.4 were shown to the group and respondents were asked to vote on their preferred sign. Each sign illustrates a different way of informing the public about the direction of the bus station, with some signs providing a distance, direction and a walk time in minutes.
3.4.13 All three respondents preferred the walk time sign giving an average number of minutes to the bus station.

Passenger Information Improvements

3.4.14 The only passenger transport information improvement directly related to the metro stop related to the provision of information on other public transport services. For example you could get off a metro and walk to an information display screen which could inform passengers of the train departures from the rail station and/or a list bus services departing from the bus station. 

Good Practice: Passenger Information 

3.4.15 West Bromwich bus station was mentioned by two respondents as a good interchange, especially with reference to the real time information.

3.4.16 Birmingham New Street rail station was recommended in terms of the electronic TFT or plasma rail departure boards in the concourse and Manchester Piccadilly for its connectivity between rail and bus services right outside the station. The free city centre bus service is always running and there is always a bus waiting for you when you arrive off your train. 

“Manchester Piccadilly train station is a bit like an airport terminal with all the different types of information”.

3.5 Coach User Group

3.5.1 Ten respondents attended the coach user group with over half of the respondents using the coach station at least twice per month for a range of trips including work, and visiting friends and relatives. All ten respondents stated they also use other modes of public transport within Wolverhampton, typically bus services to get to and from the coach station.   

Existing Passenger Information

3.5.2 The National Express timetable is shown clearly in display boards in Stand A, which all respondents found easy to read and understand giving times of coach departures from Wolverhampton to key destinations.

3.5.3 Respondents got coach departure times from either the National Express phone line or through the National Express booking office at the bus station. Respondents stated that the staff are friendly and helpful and timetables are provided on displays for passengers to take away.

3.5.4 However, concerns were raised about the opening times of the booking office as they shut between 17:30 and 18:00 and hence information is limited to the timetable display boards within Stand A after this time.

“can’t get any information from the booking office after 17.30 which is a pain if the coach is late” 

3.5.5 No real time information exist at the coach station and hence this can cause real problems if the coach gets held up in motorway traffic and could be delayed for up to an hour .

“There is no way to find out how long the delay is”.

3.5.6 The coach station, Stand A, as part of the bus station has an audible message system but like the bus station this is only used to inform people to stop smoking and dropping litter. This system could be better used for informing passengers of journey delays. 

3.5.7 The majority of respondents stated that they make their connecting journey by either taxi or bus, the taxi rank is near the rail station, some 5 minute walk away from Stand A and the buses may have stopped operating by the time the coach arrives back to Wolverhampton which can leave passengers slightly stranded when they arrive at the coach station.
3.5.8 In this type of circumstance it would be useful to have a help point close by with a person informing you of travel possibilities of getting passengers to their end destination, such as a dedicated taxi company providing taxis.

“I have been to a couple of concerts where we have arrived back late, after midnight and there is nothing around, buses have stopped, metro has stopped and there are no signs of taxi’s unless you go into the city centre”.

Passenger Information Showcards

3.5.9 The group were shown a number of passenger information showcards illustrating different approaches to passenger information both within the UK and Europe. The group were asked to comment on the various showcards and the most popular systems are given within the next section.

3.5.10 The group liked the real time information display informing passengers when each service was due in. All thought this would work well at the bus station for all services so when you got off your coach you can see what time your bus is due in to get you home.

3.5.11 Text alert messages were not popular within the group as respondents said they would not like to pay a lot for this service, especially as coach users are not everyday users.

Passenger Signage 

3.5.12 The passenger signs illustrated in Figure 3.4 were shown to the group and respondents were asked to vote on their preferred sign. Each sign illustrates a different way of informing the public about the direction of the bus station, with some signs providing a distance, direction and a walk time in minutes.
3.5.13 The most popular sign voted by the respondents illustrating the bus station direction by a distance either in metres or yards. 
Passenger Information Improvements

3.5.14 The provision of real time information systems similar to that shown in Figure 3.1 was suggested by all respondents as a key improvement to the existing passenger transport provision at the coach station, Stand A. 

3.5.15 All respondents agreed it would be useful to have more members of customer service staff roaming around the bus/coach station providing people with up to date real time information

3.5.16 The group agreed that a separate waiting room should be provided for coach travellers as they may have to wait up to an hour if a coach is running late. Also they only have 3 or 4 seats in Stand A and there is little room for luggage.

3.5.17 There were no strong feelings for an integrated passenger system with the rail station to allow people to change mode of transport if they found the coach was delayed for a period of time, as most passengers have paid in advance and could not afford to then pay for a train ticket as well.

Good Practice: Passenger Information 

3.5.18 Digbeth coach station has more facilities available to the passenger and passenger information is more readily available.

3.6 Infrequent User Group

3.6.1 Eleven respondents attended the infrequent user group with over half of the respondents using public transport twice or more per week. The remaining five respondents use public transport only occasionally when visiting friends and relatives or for other leisure purposes.   

Existing Passenger Information
3.6.2 The respondents discussed passenger transport information for all the stations, bus, coach (Stand A), metro and rail, with the following section detailing their opinions and views.

3.6.3 Respondents stated that there is a lack of bus timetables at bus stops along the routes and also at the bus stand in the bus station due to vandalism.

“problem with kids pulling down timetables at bus stops and not being replaced” 

3.6.4 There is a lack of customer service staff around the bus station especially when the customer information building is closed. Hence, irregular bus user respondents stated they tend to turn up and wait for buses at the bus station and do not go and seek further information.

3.6.5 Irregular rail user respondents said they phone the Centro Hotline to find the times of trains to their destination.  

3.6.6 The departure boards at the train station and the electronic real time TV displays at the front of the concourse only show the end destination of the trains and not the stations the service stops at during its journey. These irregular users found this information limiting and had to walk to the platform to find whether it stopped at their stop. This is a particular problem for trains to Birmingham when the services operate a fast direct and local service from Wolverhampton.

“you end up having to go to a few platforms to find which train goes first and is the quickest to Birmingham”

3.6.7 Respondents stated the audible messages at the rail station vary between announcer, some are very good and others tend to speak too quickly and mumble through the announcements.

3.6.8 There is a lack of information available on typical fares, fare stages and the different travel passes.

3.6.9 One respondent felt that the quality and provision of passenger transport information acts as a barrier to them using public transport, in that the information is confusing especially when timetables are in 24 hour clock.

Passenger Information Showcards

3.6.10 The group were shown a number of passenger information showcards illustrating different approaches to passenger information both within the UK and Europe. The group were asked to comment on the various showcards and the most popular systems are given within the next section.

3.6.11 There was concern by a number of respondents that any type of real time displays such as those in Figure 3.1 would get vandalised unless a proactive system of CCTV coverage was also installed to prevent vandalism.

3.6.12 The group liked the idea of the mobile text alerts but as irregular users they would not want to pay a regular standing charge for this service. 

Passenger Signage 

3.6.13 The passenger signs illustrated in Figure 3.4 were shown to the group and respondents were asked to vote on their preferred sign. Each sign illustrates a different way of informing the public about the direction of the bus station, with some signs providing a distance, direction and a walk time in minutes.
3.6.14 The most popular sign voted by the respondents was the sign including a distance in metres, not yards. 

Passenger Information Improvements

3.6.15 There were discussions about what passenger information could be provided at bus stops along the route as vandalism is a concern with such things like Real Time Information and Help Points.

“what the bus station could do with is like the train station monitors saying – delayed or when its arriving and departing”

“What would be good at the bus station is one or two people dedicated to giving information to passengers.”

3.6.16 The group felt that real time/electronic information gave the feeling of it being more up to date.

“at least you know that electronic is going to be more up to date than paper timetables”

3.6.17 Suggestions were made by two respondents to print information in other languages.

3.6.18 The group felt that more customer information staff would help in providing passenger information, improved security and reducing vandalism. 

“I’m sure everyone would rather speak to someone rather than rely on a piece a paper that has been displayed for 10 years” 

Good Practice: Passenger Information 

3.6.19 Respondents who had used Birmingham New Street highly regard the new electronic real time TFT or plasma displays at the front of the station concourse showing the departures and all the stations served on that service.

3.6.20 West Bromwich bus station was given as a good example for passenger information.

3.6.21 Nuneaton rail station has a touch screen information display which was well regarded by one respondent.

3.7 Disabled Group 

3.7.1 Nine respondents attended the disabled user group with over half of the respondents using public transport at least twice per week.
Existing Passenger Information 

3.7.2 Commonly passenger information such as timetables and display boards are set at a height for standing people and not for passengers in wheelchairs. Also the glare and reflection from some displays boards makes reading the timetables very difficult.
“fine if you want to only read the bottom half of a timetable”.

3.7.3 Timetables are difficult to understand for those with learning disabilities and they could be made easier with use of different colours for different bus services. In addition the contrast of timetables needs to be improved with a dark background and light font most suitable for the visually impaired.

3.7.4 The timetable display boards for one service within the bus station are often separated in to two display boards, one showing the time table and the other the route plan. 

“Two separate posters at each bus stand, one telling you the number of the bus and the other one tells you the timetable of the bus so it would help if they were amalgamated in one display board.”

3.7.5 Mobility impaired and wheelchair bound respondents stated that the uncertainty of catching a fully accessible vehicle for both stages of their journey prevents them from using buses.  
“There is no way of finding out whether the bus back will be fully accessible, hence you may have to wait for a couple of buses to pass before a low floor vehicles comes along …the uncertainty is the problem.”
3.7.6 Similarly for those with impaired mobility to access rail services requires advance planning.
“ I have to book a taxi to get me to the station as I can’t rely on buses then have to ask for help from staff to get me via the lifts to the right platform and then onto the ramp and onto the train.” 

“you lose that turn up and go aspect”

3.7.7 There is a lack of passenger information suitable for those with hearing difficulties at the rail, bus and coach station. The rail station messages can be mumbled and difficult to hear especially if you are partially deaf.
3.7.8 The passenger information at the rail station in terms of electronic displays is good for those with some level of visual impairment unlike the dot matrix information at the Metro station which caused concern for those with some level of visual impairment.

3.7.9 Only one respondent knew of the Braille map near St Georges Metro station.

3.7.10 The visually impaired respondents using bus services commonly ask the driver and other passengers to tell them when they get to their stop. 

3.7.11 Three of the respondents stated that some bus operators will not allow guide dogs on their buses and other operators will try to avoid stopping to pick up visually impaired passengers.

“if we are waiting at a bus stop and there is no one else waiting then the bus will often drive straight passed us”.

Passenger Information Showcards

3.7.12 The respondents stated that not too much information can be displayed on display boards and messages that are scrolling are difficult for those with learning difficulties. 

“need to provide information on a one page screen for each service for a minute and then go onto the next service screen , like at rail station electronic TV displays”.

3.7.13 Colour coding is good but need to make sure the contrast is strong such as a dark background and light, large sized font. 
3.7.14 Also capital letters should only be used for the first letter of the word and not for the whole word.

3.7.15 Text message alerts would be useful for regular public transport uses but would need the price of this service to be similar to sending a text such as 10 pence.

Passenger Signage 

3.7.16 The passenger signs illustrated in Figure 3.4 were shown to the group and respondents were asked to vote on their preferred sign. Each sign illustrates a different way of informing the public about the direction of the bus station, with some signs providing a distance, direction and a walk time in minutes.
3.7.17 Preference was given to the signs showing a walk distance, however the signs should also have a wheelchair sign to show that it’s fully accessible for all users.

3.7.18 It was commented that not many visually impaired people can actually read Braille and hence verbal messages are preferred for the visually impaired respondents.
Passenger Information Improvements

3.7.19 Operator staff should be trained in customer care which is specifically tailored for disabled users.  
3.7.20 All the respondents stated there should be a balance between the number of customer information staff and more new technology passenger information to allow people the choice.

3.7.21 More fully accessible vehicles are required and audible messages need to be improved at all stations. 
Good Practice: Passenger Information 

3.7.22 West Bromwich was again citied as a good interchange for passenger information.

3.7.23 Birmingham New Street is a very easy station to get around if you have pre-booked help in advance and works well. However, if you just turn up, the station is very confusing for those with impaired vision.

3.8 Rail Passenger Committee Consultation

3.8.1 In addition to the above focus groups, Atkins undertook consultation with the Midlands Rail Passenger Committee (RPC). The RPC undertook station audits at Wolverhampton rail station in 2001 and 2003 assessing the following:

· Passenger Information Systems;

· Other station facilities and standards;

· Booking Office and Staff;

· Self Service Ticket Machines;

· Penalty Fares and Automatic Ticket Gates;

· Car park; and

· Cycle Facilities 

3.8.2 General comments made on passenger information support the findings detailed in Section 2 of this report including the following comments:

· The booking office can be very busy during peak times, with long queues regularly persisting;
· The station concourse has too many posters, display boards and advertisement hoardings, which should be reduced and provide key information to rail travellers;

· Information should be provided on the  bus and metro stations and a city centre map should be displayed; and

· A customer information staff member and member of staff to help with disabled travellers should be in a very prominent place on the rail station concourse;

3.8.3 Other comments from a telephone conversation with the RPC highlighted the following points of concern:

· The level of public announcements is poor at the interchange;
· The customer information building at the bus/coach station should be open for  longer;

· It was felt that bus users late at night would rather wait for a bus in the city centre then walk to the bus station and stand and wait at the bus station;

· The St Georges Metro station is not well signposted from the rail station; and

· Fare information is lacking at the interchange;

3.8.4 The RPC citied both West Bromwich and Walsall bus stations as good practice with reference to meeting passengers information requirements.

3.9 Summary of Common Themes
3.9.1 The various user group discussion held for each focus group highlighted a number of common themes as detailed below:

· The bus and coach station (Stand A) lack any real time information provision;
· The bus and coach station (Stand A) lack the proper use of the audible message system, it is currently only used to inform passengers not to drop litter and to refrain from smoking;

· The opening times of the customer information building raised concerns by many respondents, especially those using coach services;

· There was a mixed response from group members as to whether they would prefer real time information systems or more roaming customer information staff within the bus and coach station  - many thought a balance should be reached;

· Concern over vandalism of  a new passenger information system,  would need to introduce a system along with either CCTV or more evening security staff;

· The number of Virgin customer information staff at the rail station during the day was commended, however respondents had observed this number to  reduce after 19:00 pm;

· There is variation in the clearness and helpfulness of the audible messages at the rail station, depending on the announcer;

· The electronic real time TV displays on the rail station concourse should provide the stations served not just the end station destination;

· Generally there is a lack of good passenger information available for disabled users, due to display boards being set too high, unclear timetable font, unclear or lack of audible messages and limited customer information staff;

· The majority of Metro user respondents were satisfied as the services run frequently so respondents felt there was little need for passenger information; 

4. Recommendations
4.1 Introduction

4.1.1 The main recommendations emerging from the various site audits and the focus groups of different users are summarised below. These are all suggestions that should be taken into account from a passenger information and signage point of view, when designing the new Wolverhampton Interchange.
4.2 Site Audits
4.2.1 The provision of passenger information at the bus station and rail station is generally good, though the signage between the two should be improved.

4.2.2 The passenger information at the Metro St Georges stop is particularly poor and in serious need of attention and maintenance.

4.2.3 The customer information building at the Bus Station would benefit from a large high level ‘i’ symbol. An additional benefit of this is that it would be consistent with the city centre maps.

4.2.4 The city centre maps displayed between the bus station and Pipers Row and in the entrance area of the rail station need to be improved and made more consistent with the other information and signage at the four interchanges. For example the Metro stop should be marked, the coach station at Stand A of the bus station should be highlighted, the bus station itself should be more prominent and the map should include a ‘You are Here’ indicator.

4.2.5 The Help Points at the Metro stop and at the rail station both require attention. At the Metro stop they were not working properly, operating in one way mode only. At the rail station, nobody responded (on one audit day) thus staffing of this facility could be an issue. Also the Help Point at the station was not as visible as it should be and it lacked any signage. The Help Point at the bus station provided good passenger information, however it should also be made more visible. Also, an area the size of the bus station with the passenger throughput it experiences, it should have a second Help Point;

4.2.6 At the bus station, the entrance to the crossing points between one set of stands and the next would benefit from being highlighted in orange. The visually impaired auditor had difficulty distinguishing these entrances due to the fact that the yellow surround blended in with the general yellow and green colour scheme throughout the bus station.

4.2.7 The Metro stop at St Georges should be made more visible by displaying a large roof mounted version (probably illuminated) of the yellow Metro logo. An additional benefit of this is that it would also be consistent with the logos presented on the signs between the four interchange facilities. In addition to the customer information building at the bus station displaying a large ‘i’ symbol, it should also display the Centro logo at a similar scale to the National Express sign. The impression given at the moment is that it is only a National Express booking office;

4.2.8 The direction signs between the interchange facilities are currently quite good however more are required. In addition, these signs would benefit from including an approximate walk distance;

4.2.9 The Metro stop, bus station and the coach station would all benefit from good electronic displays giving real time or up to date passenger information. The system at the Metro stop wasn’t working properly and there is no facility at the bus or coach station to alert people of delays and cancellations;

4.2.10 The Customer Information Building at the Bus Station should stay open beyond 18:00 into the early evening.

4.2.11 Centro staff should roam around the bus station and provide up to date information upon request. This appears to be required even during the hours that the Customer Information Building is open. It is an important requirement after the Customer Information Building is closed. If real time information is provided in the future, then the need for roaming staff presence may reduce.

4.3 Focus Groups
4.3.1 A number of recommendation and improvements have developed out of the focus group discussions as follows:
· The provision of real time information systems similar to that shown in Figure 3.1 for the bus station and coach drivers provided that the departure time took into account any significant delays;  
· The provision of passenger information for other public transport modes.  For example you could get off a bus and walk to an information display screen which could inform passengers of when the next metro is due or list the next set of trains departing from the rail station; 

· Other types of passenger information required including fares information, and, at the bus station, information stating which vehicles are low floor and fully accessible;
· Good practice passenger information systems were citied at Birmingham New Street (TFT or plasma screens on main concourse), West Bromwich and Walsall bus stations (real time information) and Manchester Piccadilly (bus/rail integration of services); 
· Other recommendations included the provision of a number of customer information staff in the evening to help improve the perception of personal security around the rail station;
· There should be a balance between the number of customer information staff and more new technology passenger information to allow people the choice;

· The group felt that more customer information staff would help in both in providing passenger information, improved security and reducing vandalism; 

· Public transport staff should be trained in customer care which is specifically tailored for disabled users; and  

· More fully accessible vehicles are required and audible messages need to be improved at all stations. 

Appendix A – Audit sheets
1. Coach
2. Bus

3. Metro

4. Rail

5. Example Audit sheet

6. Signage Audit sheet (3 pages)
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[image: image16.emf]Location Coach Station Date 23/06/2004 Time 13:30 Weather Dry and Sunny Auditor NDM

What passenger information is currently available at the above location (please tick)

Timetables



Display Boards



Audible Information Electronic Display Boards

Help Points



Booking Office Staff



Other Staff



Other (please specify)

How would you rate each of the passenger information types identified above ?

Please specify in the relevant boxes below what the information provision is like and also score according to the five point scale given beneath the table. 

 Does it show the 

information you require 

yes/no/in part

Score

Timetables

Yes the information is 

generally all there although 

some people may struggle to 

interpret the timetable format

Poor

Display Boards

Poor

Electronic Display Boards

N/A N/A

Audible Information

Audible information is not 

useful for deaf people, more 

visual information displays are 

required.

N/A

Help Points

N/A N/A

Booking Office Staff

The office should be open 

later in the evenings, this 

would improve the 

atmosphere of the station at 

night and stop young people 

loitering in the evenings

Adequate

Other Staff

N/A N/A

Any Other (please specify)

N/A N/A

Five Point Scale

Excellent New in appearance, clear and easily to understand up to date passenger information

Good Clear and up to date passenger information

Adequate Clear passenger information, but not that up to date

Poor  Out of date passenger information which is difficult to understand and read due to damaged appearance

Very Poor No passenger information available

Passenger Information Audit

N/A

N/A

Visibility is good, although the 

lighting above the boards was 

broken and may cause problems 

during the evening.

N/A

N/A

N/A

The ticket office is clearly 

identifiable, however its isn't clear 

that the office gives information on 

bus times.

N/A

N/A

N/A

N/A

N/A

Office well laid out and clean.  Information 

sheets are plentiful and useful.

There needs to be more pedestrian 

right of way at the station, as deaf 

people are particularly vulnerable to 

passing traffic

N/A

Height was good.  Needs to be more 

boards stating where the coach stand 

is located.

N/A

N/A

N/A

Help desks are appropriately laid out.

N/A

N/A

N/A N/A

N/A

None heard during the audit.

N/A

The information provided by staff in the 

ticket office is usually accurate.  Not clear 

that the information office provides bus 

information as well as coach information.

N/A

This is not useful for deaf people.

N/A

The coach station was at Stand A, and 

the display poster at the bus station 

was quite clear in stating where the 

coach stand was located.  Symbols 

warning of baggage theft were unclear 

and

Information was upto date Height was ok

Communication is difficult, as staff 

often look at computer and therefore lip 

reading is made even more difficult.  

Staff are usually good at providing clear 

written instructions, buit sometimes 

appear intimidated by deaf people that 

can't speak properly. 

The condition of the timetable casing was 

good, no evidence of Graffiti, but could do 

with a clean.

Good visbility during day & 

night/poor visbility

The coach departure stand was 

poorly illuminated and overhead 

lighting was broken, this makes it 

difficult to read the information.

Information was reasonably up to date, 

although not much of it, largely restricted 

to warnings.

Could be cleaner.  Sometimes warning 

symbols are not always clear e.g. baggage 

theft symbol. 

Up to date/out of date information

Clear & understandable/confusing 

information

The peson was able to understand the 

information displayed relatively easily, 

although the abbreviated notes were 

difficult to understand

Located too high/low/just right Good condition/evidence of graffiti

[image: image17.emf]Location Bus Station Date 25th June 2004 Time 13:30 Weather Dry and Sunny Auditor NDM

What passenger information is currently available at the above location (please tick)

Timetables



Display Boards



Audible Information



Electronic Display Boards

Help Points



Booking Office Staff



Other Staff Other (please specify)

How would you rate each of the passenger information types identified above ?

Please specify in the relevant boxes below what the information provision is like and also score according to the five point scale given beneath the table. 

 Does it show the 

information you require 

yes/no/in part

Score

Timetables

Didn't really understand the 

format of the timetable, but 

once explained by the 

interpreter thought was ok.  

But auditor stated that other 

deaf people may find this 

difficult to interpret

Poor

Display Boards

Some information about how 

much the fare is between the 

bus station and specific stop 

locations.  Communication 

with drivers can be difficult 

when negotiating fares. Some 

reference to further 

information would be useful 

e.g. text fone number, centro 

hotline etc.

Poor

Electronic Display Boards

 Information on service delays 

like they have at train stations 

would be useful

N/A

Audible Information

No N/A

Help Points

Not Identified Very Poor

Booking Office Staff

The office should be open 

later in the evenings, this 

would improve the 

atmosphere of the station at 

night and stop young people 

loitering in the evenings

Adequate

Other Staff

Not really Very Poor

Any Other (please specify)

N/A N/A

Five Point Scale

Excellent New in appearance, clear and easily to understand up to date passenger information

Good Clear and up to date passenger information

Adequate Clear passenger information, but not that up to date

Poor  Out of date passenger information which is difficult to understand and read due to damaged appearance

Very Poor No passenger information available

The timetable casing was a bit grubby and 

could be brighter.  Little evidence of graffiti

Good visbility during day & 

night/poor visbility

Some of the lighting around the 

station isn't that great (broken) and 

the station can be particularly 

intimidating in the evening.

The display board shows a map of the 

station and its position in relation to the 

town centre.  The display clearly shows 

where the coaches depart from.

Boards do not stand out enough, they 

need to be better illuminated and need 

cleaning up.  The information presented 

has been damaged by rain.  Need to have 

information boards on all approaches to 

the station.

Up to date/out of date information

Clear & understandable/confusing 

information

The auditor did not find the information 

easy presented in timetables easy to 

follow, although he was relatively 

unfamiliar using them.  He would prefer to 

ask somebody in the ticket office.

Located too high/low/just right Good condition/evidence of graffiti

The position is quite good, information 

boards are best slightly above eye 

level.  The ticket office is very useful, 

but communicating with staff can be 

intimidating.  The auditor tends to pick 

up a bundle of leaflets and work out 

journey plan independently.

Communication is difficult, as staff often 

look at computer and therefore lip reading 

is made even more difficult.  Staff are 

usually good at providing clear written 

instructions, buit sometimes appear 

intimidated by deaf people that can't 

speak properly. 

The stand names are located to high 

and divert deaf peoples attention away 

from the dangers of traffic.  There 

needs to be more information boards 

around the station that are easier for 

people to spot.

N/A N/A

N/A

A telephone help point is totally useless 

for deaf people, as some can't speak at 

all and can't hear the response on the 

other end of the line anyway.

Staff are often not available to provide 

assistance at the bus station

Rather than using letters to describe bus 

stands, it would be more useful to have 

destination names.  The display board 

relies on people being able to understand 

maps.  Good to have more visual display 

rather than lots of writing and use of long 

words.

Timetable appeared to be upto date at all 

the stops observed.

N/A

No Audible system was heard.  Visual 

information as contained at Birmingham 

New Street Station would be more 

suitable for the deaf community

N/A N/A

N/A

Not Identified

Help desks are appropriately laid out.

N/A

Signage for town centre, ticket office 

etc. is often located too high and 

people need to stand in the road to 

read information (deaf people often 

take longer to do this and can't hear 

bus traffic)

Communication with staff is difficult, but 

less intimidating that approaching 

members of the public.

The help point was not identified by the 

auditor.  The auditor would choose to get 

assistance from the ticket office, they 

would otherwise have to try and ask a 

member of the public.

The information provided by staff in the 

ticket office is usually accurate.  Not clear 

that the information office provides bus 

information as well as coach information.

N/A

N/A

Not Identified

Office well laid out and clean.  Information 

sheets are plentiful and useful.

Passenger Information Audit

N/A

The overall atmosphere in the bus station 

is not very nice.

Print size was particularly small, 

need to be bigger for both deaf 

and partially sighted people.  

Better lighting needed for night-

time.

N/A

N/A

Not Identified

The ticket office is clearly 

identifiable, however its isn't clear 

that the office gives information on 

bus times.

Not always available, particularly 

during the evening.

Overall the station is poorly lit is 

intimidating for people, particularly 

at night time

[image: image18.emf]Location Metro Stop Date 25th June 2004 Time 13:30 Weather Dry and Sunny Auditor NDM

What passenger information is currently available at the above location (please tick)

Timetables Display Boards



Audible Information Electronic Display Boards



Help Points



Booking Office Staff Other Staff Other (please specify)

How would you rate each of the passenger information types identified above ?

Please specify in the relevant boxes below what the information provision is like and also score according to the five point scale given beneath the table. 

 Does it show the 

information you require 

yes/no/in part

Score

Timetables

N/A N/A

Display Boards

Information on fares would be 

useful so that deaf people can 

get fare ready in advance to 

avoid communication 

problems with Metro 

conductor

Adequate

Electronic Display Boards

Enough information is 

provided to make journey

Good

Audible Information

No Audible Systems (N/A) Very Poor

Help Points

Don't know

Very Poor for 

Deaf People

Booking Office Staff

N/A N/A

Other Staff

None observed N/A

Any Other (please specify)

In part, could give better 

warning

Poor

Five Point Scale

Excellent New in appearance, clear and easily to understand up to date passenger information

Good Clear and up to date passenger information

Adequate Clear passenger information, but not that up to date

Poor  Out of date passenger information which is difficult to understand and read due to damaged appearance

Very Poor No passenger information available

N/A

Good visbility during day & 

night/poor visbility

N/A

Display boards only really showed a 

schematic diagram of the route. But this 

was regarded as useful.

Board at the end of the platform was 

generally in good condition.

Up to date/out of date information

Clear & understandable/confusing 

information

N/A

Located too high/low/just right Good condition/evidence of graffiti

Overall the route diagram was useful, 

however most information was located 

too far from the stop at far end of 

platform

None observed N/A

N/A

None observed

Information is up to date.  Real time 

information is useful

No Audible Systems (N/A)

The Metro assistance points were audible 

facilities and therefore are totally useless 

for the profoundly deaf.

N/A

Easy to understand and digital display of 

arrival time is excellent

No Audible Systems (N/A)

Of now use to people without hearing, so 

has never used it

Deaf People can not hear the tram 

warning bell.  The tram warning sign 

should have a better symbol, the text is 

not always useful to deaf people and 

should be larger

N/A

Although minimal information was 

provided at the shelter, a majority of 

the information was located on a board 

at the extremity of the platform where 

there was no shelter.

Height is ok, not too high.

No Audible Systems (N/A)

Height is ok

N/A

None observed

Tram warning sign is hidden behind 

traffic signals and not clearly visible

None observed

Excellent condition.  Clean.

No Audible Systems (N/A)

Did not test it as person would never 

choose to use it

N/A

Passenger Information Audit

None observed

Condition ok

Visibility of the writing is poor, due 

to print size used.  Also the board 

was difficult to find in the first place

Good visibility

No Audible Systems (N/A)

Visibility is ok

N/A

None observed

Partially obstructed by traffic 

signals

[image: image19.emf]Location Bus  station Date 14/04/2004 Time 9.30 am  Weather Dry & sunny Auditor Kelly Harris

What passenger information is currently available at the above location (please tick)

Timetables



Display Boards Audible Information Electronic Display Boards



Help Points Booking Office Staff



Other Staff



Other (please specify)

How would you rate each of the passenger information types identified above ?

Please specify in the relevant boxes below what the information provision is like and also score according to the five point scale given beneath the table. 

 Does it show the 

information you require 

yes/no/in part

Score

Timetables

Yes although they should be 

kept up to date

Adequate

Display Boards

N/A Very poor

Electronic Display Boards

Yes although the directional 

signage to the bus stands 

would help

Good

Audible Information

N/A Very Poor

Help Points

N/A Very Poor

Booking Office Staff

Yes Good

Other Staff

In part as not all bus drives will 

know the other routes

Poor

Any Other (please specify)

N/A Very Poor

Five Point Scale

Excellent New in appearance, clear and easily to understand up to date passenger information

Good Clear and up to date passenger information

Adequate Clear passenger information, but not that up to date

Poor  Out of date passenger information which is difficult to understand and read due to damaged appearance

Very Poor No passenger information available

N/A

N/A N/A N/A N/A N/A

Bus drivers were hanging around at 

certain places which were apporachable 

and provided information on departing 

services

Easy to understand information

Bus drivers avialibility can not be relied 

on to gain passenger information as 

they may not always be there

N/A

N/A

Two members of staff providing up to date 

departure times and bus stands 

Easy to understand information

Booking office is some distance from 

the bus stands and you could lose your 

place in the queue or miss your bus 

whilst talking to the staff

Good clean booking office

Good lighting during the day but 

booking office closes at 18.00 so 

no information can be provided 

after this time

N/A N/A N/A N/A

Good visibility, though font was a 

little small from a distance

N/A N/A N/A N/A N/A

Up to date information telling what bus 

service was going from which stand

Information was very helpful although 

you had to find where the relevant 

stand was, which was a little more 

difficult

Located in the right place though 

directional signage to where each 

stand was would be helpful

Good condition

The bus stands have poor lighting 

and not directly over the timetable 

casings  so of an evening it would 

be difficult to read 

N/A N/A N/A N/A N/A

Timetables in casing were dated Winter 

2003 but the timetables provided in the 

booking office were up to date

Both stes of timetables were easy to 

understand though the ones in the 

casing were highlighted for departure 

times from the bus station which helped

Timetable casings were located at the 

right height and located half way down 

the bus stand. The timetablesprovided 

in the booking office were also located 

in a good position 

Timtetable cases could do with improving 

due to a lot of scratches on the casing 

made it difficutl to read the small print. 

Timetables in the booking office were 

displayed well

Passenger Information Audit

Example

Up to date/out of date information

Clear & understandable/confusing 

information

Located too high/low/just right Good condition/evidence of graffiti

Good visbility during day & 

night/poor visbility

[image: image20.emf]Walk along each of the below routes and appraise the quality and appropriateness of the following

Page 1

Walk route

Are directional signs visible 

from origin/start point ?

Are the directions clearly 

displayed & easy to understand 

?

Are the signs consistent in style 

and format ?

Are the signs positioned and located at 

the right places ?. Any other comments (please specify)

Rail Station to Metro Station

No,.Metro would be difficult to 

find from the railway station, the 

signing is particularly poor and 

doesn't accurately reflect where 

the nearest metro stop is located.

The signs from the station are 

often too small, and would benefit 

from greater use of pictures.  

Signage is too high up, it distracts 

your attention away from the 

traffic.

Generally the type of signing used 

following exit from the station is 

consistent.

The signposting from Railway Drive does 

not direct you to the metro stop in the most 

efficient way.

There needs to signposts directing you to the 

metro stop via the bus station.  There needs to 

be a series of 'you are here type city centre 

maps' in visible locations.  Some indication of 

how long it takes to get there or distance in 

metres would be usefu

Metro Station to Rail Station

There is no sign posting clearly 

visible from the metro stop.

Black and white signage is clear, 

good for reading.  Symbols for bus 

station etc. on all signs would be 

useful.  Reasonable easy to 

understand, you tend to be alright 

once on piper's row.

Yes

Sigposts should be visible for the town 

centre immediately after alighting the tram.

There needs to be a series of 'you are here 

type city centre maps' in visible locations.  

Some indication of how long it takes to get 

there or distance in metres would be useful.  

Symbols would be a good idea - for those that 

are less literate.

Rail Station to Bus Station 

The sign above the main exit 

does direct you initially to the 

main bus station

There is a sign to the bus station 

on Railway Drive.

Style fairly consistent.

The directional signing in the railway 

station is too far above head height, it 

needs to be lower.  You are required to 

stand in the crossing to read the directional 

signage.

There needs to be a series of 'you are here 

type city centre maps' in visible locations.  

Some indication of how long it takes to get 

there or distance in metres would be useful.  

Symbols would be a good idea - for those that 

are less literate.There is ge

Bus Station to Rail Station

Railway station is just about 

visible from the bus station

Sign for the railway station on 

Piper's Row is pointing in the 

wrong direction.

Style fairly consistent, although the 

blue and white signs can sometimes 

be confusing.

Signposts on walkway through the bus 

stands are in the wrong place.  You are 

required to stand in the crossing to read 

the directional signage.

There needs to be a series of 'you are here 

type city centre maps' in visible locations.  

Some indication of how long it takes to get 

there or distance in metres would be useful.  

Symbols would be a good idea - for those that 

are less literate.

Rail Station to Coach Station

Sign posting at rail station is 

unclear as to where coaches 

leave from. The display stand on 

the Railway Drive entrance to the 

station clearly indicates where 

the coaches leave from at bus 

station.

Requires a lot of guesswork upto 

the bus station, once you get to the 

bus station it is relatively easy to 

get to the coach stand

Signage in the station is poor and 

unclear, that outside the station is 

all in the same style.

Not really, more sign posting specific to the 

coach station is required

There needs to be a series of 'you are here 

type city centre maps' in visible locations.  

Some indication of how long it takes to get 

there or distance in metres would be useful.  

Symbols would be a good idea - for those that 

are less literate.

Passenger Signage Audit
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Walk route

Are directional signs visible 

from origin/start point ?

Are the directions clearly 

displayed & easy to understand 

?

Are the signs consistent in style 

and format ?

Are the signs positioned and located at 

the right places ?. Any other comments (please specify)

Coach Station to Rail Station

Outside the coach station near 

the ticket office there is a sign for 

the railway station.  Within the 

coach stand itself there is no 

signpost.

The sign is  a bit high, needs to be 

lower down

The sign on Railway Drive is 

consistant with signage in the rest of 

the town

There needs to be more immediate 

signage from the coach stand.

-

Rail Station to Taxi Rank N/A N/A N/A N/A

The taxi rank is easy to identify from the main 

station exit, although the taxi rank sign is 

obstructed by overhanging trees.

Taxi Rank to Rail Station N/A N/A N/A N/A

The taxi rank is easy to identify from the main 

station exit, although the taxi rank sign is 

obstructed by overhanging trees.

Bus Station to Metro Station

From the Ticket/Information office 

the signing to the Metro isn't very 

good at all (isn't there)

The tourist information board 

outside the bus station on Pipers 

Row should be better

Signage in the bus station looks a 

bit dated.  Signage outside is better 

and more consistent in style

Signage to the Metro stop from the bus 

station is positioned too high, and signs 

had been vandelised as they were facing 

in the wrong direction.

The display board on Pipers Row outside the 

bus station is good.  Clear pictures, just needs 

a you are here arrow to assist poor map 

readers.

Metro Station to Bus Station

No directional signing for bus 

station at Metro stop.  

No, need a sign nearer the 

platforms.

Sign at end of Pipers Row is more 

consistent with town centre signage

No, needs to be a sign nearer the metro 

stop.

Metro information board is located in a silly 

position.

Bus Station to Coach Station

National Express coaches depart 

from Stand A. This is clearly 

indicated on display boards 

around the station.

Yes Yes Yes N/A

Coach Station to Bus Station

The National Express coaches 

depart from Stand A in the bus 

station. 

N/A N/A N/A N/A

Bus Station to Taxi Rank Not Signed N/A N/A N/A

Do need some signing tfo indicate where 

passngers can get a taci from, although deaf 

people attempt to avoid using taxi's due to 

communication issues with drivers.

Taxi Rank to Bus Station

Not signed immediately at the 

rank, but there is a sign further up 

Railway Drive on the left hand 

side.

N/A N/A

Need a direction sign to bus station from 

Taxi Rank

N/A

Passenger Signage Audit
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Walk route

Are directional signs visible 

from origin/start point ?

Are the directions clearly 

displayed & easy to understand 

?

Are the signs consistent in style 

and format ?

Are the signs positioned and located at 

the right places ?. Any other comments (please specify)

Metro Station to Coach Station

No.  Signage is missing at the 

Metro Stop Platform.

Some guess work needed before 

the sign reached on Piper's 

Row/Bilston Street Corner.

The signs that are provided are 

consistent with the rest of the city 

centre.

Need additional sign at Metro

Coach Station to Metro Station

It depends which side of the 

information centre you leave the 

coach station.  Directions are 

reliant upon the sign outside the 

entrance to the bus station.

Some of the arrows on the sign 

outside bus station main entrance 

are facing the wrong way

The signs that are provided are 

consistent with the rest of the city 

centre.

Need additional sign at Metro

Metro Station to Taxi Rank

No directional signing to the taxi 

rank

N/A

No signing to taxi rank at all from 

Metro stop on St.George's

Signing needed at Taxi Rank N/A

Taxi Rank to Metro Station

No, have to read the the sign 

further towards town on the top of 

Railway Drive

No clear signing, a bit of guessing 

needed to access the metro stop.  

Signing (if facing the correct 

direction) would be better from 

Piper's Row

The sign on Railway drive is 

consistent in style to that used 

elsewhere

Signing needed at Taxi Rank

Sign at top of Railway drive is located too far 

from the taxi rank, and intermediatary sign is 

required.

Coach Station to Taxi Rank Not Sign Posted Not Sign Posted Not Sign Posted Not Sign Posted Not Sign Posted

Taxi Rank to Coach Station

There is no signage immediately 

from the taxi rank.  Have to walk 

towards town centre to find a sign 

post for the bus station, then use 

the information board to locate 

the coach stand within the bus 

station.

Once you have made it to the top 

of Railway Drive, you can follow 

signing easily to the bus station

N/A

A sign is needed cloaser to the railway 

station.  Sign posting is required outside 

the railway station.

N/A

All signing should better integrate pedestrian 

movements between Metro, Bus and Rail 

Station in both directions.

Passenger Signage Audit
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What passenger information is currently available at the above location (please tick)

Timetables



Display Boards



Audible Information



Electronic Display Boards



Help Points



Booking Office Staff



Other Staff



Other (please specify)

How would you rate each of the passenger information types identified above ?

Please specify in the relevant boxes below what the information provision is like and also score according to the five point scale given beneath the table. 

 Does it show the 

information you require 

yes/no/in part

Score

Timetables

Deaf people generally find it 

easier to obtain information 

from office staff rather than 

using printed information 

around the station.

Poor

Display Boards

In part.  Arrows showing which 

direction for 

Birmingham/Stafford would be 

useful for people so they know 

roughly which platform to go 

to.  Information on where 

people can find additional 

assistance is hidden away and 

not clearly visible.

Poor

Electronic Display Boards

If a person is short of time 

information on intermediate 

stopping locations would be 

useful on screens.  But all in 

all the type of information 

presented is ok.

Poor

Audible Information

N/A N/A (totally deaf)

Help Points

N/A Adequate

Booking Office Staff

Information provided is 

generally good despite being 

very difficult to obtain.  Less 

literate deaf persons would 

find it difficult to interpret 

information handed out by 

office staff.

Adequate

Other Staff

Yes Poor to Adequate

Any Other (please specify)

People assume that not many 

deaf people drive, this is not 

the case and many are heavily 

dependent on the car for 

transport.  Information relating 

to car parking was confusing.

N/A

Five Point Scale

Excellent New in appearance, clear and easily to understand up to date passenger information

Good Clear and up to date passenger information

Adequate Clear passenger information, but not that up to date

Poor  Out of date passenger information which is difficult to understand and read due to damaged appearance

Very Poor No passenger information available

Passenger Information Audit

Waiting room environment is quite nice 

though.

N/A

Bigger Print needed, deaf people 

are very dependent on visual aids.

The screens are not clear as the 

print is too high, the print displayed 

is unclear. Reading the information 

requires a lot of concentration.  

Better combinations of print colours 

could be used.

N/A

Not clearly visible to auditor

Booking office closes in the 

evenings.  Therefore the deaf are 

dependent upon platform staff after 

a certain time.

Usually scattered throughout the 

station.

N/A

The screens are old, don't work properly  

and very tatty.

N/A

N/A

Booking office is nice, well laid out.  Deaf 

people would be reluctant to ask for 

assistance at the desk in the platform 

waiting room.

Birmingham New Street system is good.  

White digital print on a blue background 

(bright colours).  The clarity of the info 

presented at New Street is excellent.  For 

more essential information e.g. safety 

announcements then an onscreen sign 

language translation would be useful.

N/A

The facilities map was located in the 

wrong place (too close to the 

cashpoint) therefore likely to be 

conflicts between deaf and hearing 

station users. There are a number of 

city maps located around the station 

but the print is often too small and 

unclear.

The screens in the Foyet at the 

entrance to platform 1 are too high, 

deaf people rely heavily on visual aids 

and departure screens for example 

should be placed closer to eye level.

N/A

N/A

Well located next to the main entrance, 

however if located on far platform and 

require information, you are required to 

make your way back to the main 

entrance, which may result in a missed 

departure. There should be information 

points on all platforms.

Auditor was not aware of the office 

staff in the station waiting room.

Overall signage is too far above eye 

level.

Would probably be useful, but feel 

intimidated so the auditor would tend to 

go directly to the booking office.

Communication with platform staff is too 

difficult as none have basic sign 

language skills.  Would prefer to use staff 

in the booking office.

Electronic boards particularly on platforms 

are often blank, and the information is not 

updated quickly enough. 

N/A - Audible system is of no benefit to 

permanantly deaf persons

These help points were not observed.  

The deaf user stated he would go to 

booking office or request assistance from 

members of staff.

The information provided by staff in the 

booking office is up to date and accurate.

Inadequate and unclear to read.  Difficult 

to understand the difference between the 

arrival and departure screens. 

N/A

N/A

Station facilities map needs to be much 

bigger. Use of upper case lettering would 

be useful and the use of long words 

should be avoided.

Timetables were not really used by auditor 

so he was unable to tell if this was the 

case

The height was ok, although they didn't 

particularly stand out too well

The information provided is generally 

good, although the use of pen and paper 

is a common trend.  The staff are often 

intimidated by blind people and it would 

be nice to have staff that have at least 

some  blind persons awareness.  Staff 

often look directly at computer and 

therefore lip reading is often not an 

option.

Timetable looks in poor condition. 

(Terrible)

Good visbility during day & 

night/poor visbility

Print size is too small, would be 

very difficult to read in poor light 

i.e.evenings

Information presented in boards was ok. OK, could be brighter and stand out better.

Up to date/out of date information

Clear & understandable/confusing 

information

The format of the timetables in the main 

station foyet was confusing and deaf 

people would find this difficult to interpret.  

The time information displayed on the 

platforms was better laid out and a bit 

easier to understand, however deaf 

people generally prefer to use rail staff to 

obtain this information.  Leaflets in 

station waiting room were good, but didn't 

actuallly know this existed. 24 hour clock 

isn't always easily understood.

Located too high/low/just right Good condition/evidence of graffiti

