
Organisation

Passenger Focus is an independent public body set up by the Government to 

protect the interests of Britain’s rail passengers and England’s bus passengers 

outside London, coach passengers on scheduled domestic services and tram 

passengers. Passenger Focus are funded by the Department for Transport 

but their operations and policy-making are independent of the Government. 

Passenger  Focus’ mission is to get the best deal for passengers and they 

have a strong emphasis on evidence-based campaigning and research.

Working with industry, passenger groups and national and local government, 

Passenger Focus use their resources to secure transport improvements for 

passengers.

Task

After having their budget cut by 50% Passenger Focus were required to 

change tact, taking a broader stance, reducing coverage of local and regional 

issues. The organisation needed a new site to reflect their remit and to better 

engage with target audiences 

The new site was required to appeal to a variety of audiences including 

passengers, train operators and government and of appealing to a range of 

audiences. On top of its diverse audience requirements the site needed to be 

simple and cost effective to maintain - to improve efficiency and help automate 

workflow.  

Our approach

Beginning the process of redesigning a site invariably begins with a consultancy 

period; this allows the clients and ourselves to elaborate further on the project. 

Establishing key site data requirements in depth provides a framework to plan 

the new site.

We ran a workshop with Passenger Focus before beginning any design work, 

interrogating the organisation with the stakeholders allowed us to achieve a 

better idea of how to represent Passenger Focus through the new site. We 

also established the best steps to take for migrating old data from the old site 

as well as integrating existing content management systems and information 

architecture.

Case study

Visits +15.71%
18,963 vs 16,388

Unique Visitors +12.27%
13,201 vs 11,758

Pageviews + 43.65%
69,554 vs 48,412

Pages/visit + 24.14%
3.67 vs 2.95

Avg. Visit Duration + 45.37%
02:54 vs 01:59

Project disciplines

        Consultancy

        Design & UI

        Web Development

        Content Migration

        Content Management

        CRM Integration

Results at a glance

Increasing efficiency across the board  



Structure and accessibility

Passenger Focus’ audience is broad, including passengers, transport 

operators as well as governing bodies and press organisations. Through 

examination of “visitor journeys” we were able to formulate a redesigned 

navigation structure. Identifying user goals was important when designing the 

new site architecture - one of our first considerations was delivering targeted 

content based on user needs.

T

The most common visitors to the site are inquiring passengers, so a key 

separation of Rail & Bus Passengers made the most sense; additional 

navigation options to key content was also made available in top level 

navigation. Pages were built to draw relevant content from across the site 

such as specific polls, research and publications via our content tagging 

functionality.

Passenger Focus already had a wealth of content for us to work with Making  

the research, surveys and other media accessible was of paramount importance 

to the project. Tagging provided the basis for a drastic improvement to the site’s 

search functionality -  by giving users the ability to specify the type of content 

they wished to search for we were able to improve site response times. We 

also built the site in accordance with accessibility guidelines to a W3C WAI 

level A and in line with RNIB visibility regulations.

Increasing user engagement

Social content was something lacking in the previous iteration of the Passenger 

Focus site. The introduction of the interactive Passenger Forum allows users to 

pose questions or discuss topics if they don’t wish to make a direct query. We 

also included a robust FAQ section and interactive polls to further involve users. 

Our changes served to reduce the workload on administrative staff by allowing 

users to solve their own queries quickly and easily. We also integrated Passenger 

Focus’ Twitter feed into the news section to ensure visitors could be kept up to 

date, as well as incorporating the popular blog of Chief Executive Anthony Smith. 

“Improvements to navigability and 
accessibility contribute to reduced 
strain on administrative staff”

“Passenger Forums, interactive 
polls and an updated FAQ’s section 
increased user engagement”

“Smart search and content tagging 
functions reduced site response 
times and improved information 
architecture”

The new navigation delivers targeted content based on user goals.



To improve the complaints process and better involve users we ensured the front 

end of the website interacted with the CRM system (Microsoft Dynamics 2008). 

The new complaints & enquiries procedure replaces the old phone system and 

completely automates data capture - allowing Passenger Focus to separate 

complaints by specific indicators.  Inclusion of a smart signup system for 

newsletters allows users to be added to specific lists and receive news relevant 

to their interests - these changes also helped the communications department 

move all of their operations to digital.

Using this new system we’re working with Passenger Focus to interrogate data 

and deliver up to date reports on complaint statistics.

Improving site administration

A key consideration for Passenger Focus was to be able to manage their own 

website. Having been previously reliant on an external agency to make changes 

to their layout and content, Passenger Focus were keen move away from this 

costly and inefficient solution. 

Based on the open source framework symfony2 and customised to fit Passen-

ger Focus’ needs, our CMS  “Jellybean” provides  an intuitive and simple way for 

admins to Live Edit site content.

Our CMS is immediately accessible to customers and requires no specialist 

computer literacy. Simple organisation of pages and themes in the main menu 

e.g. FAQ’s, Pages, Forums and Press Releases allows administrators to easily 

find the content they want to edit. The Live Edit mode allows site changes to be 

made from a user perspective, this is intuitive and eliminates potentially confusing 

disruptions to site formatting. 

Our aim with Jellybean is to deliver a CMS requiring little to no training, an aim 

realised by the Passenger Focus team who picked up the new system very 

quickly.

“Our content management system 
makes updating the new site simple 
and intuitive, saving costs and time”

“Our CMS is immediately accessible 
to customers”

The Jellybean CMS allows users to edit content from a user’s 



Developing a responsive website

One of the key requirements for Passenger Focus was a mobile friendly 

site, unsurprising, given the nature of the organisation. Rather than using 

resources and development time to create an entirely separate mobile site, 

we advised Passenger Focus to let us implement a responsive site for them.

The main concept behind responsive web design (RWD) is that the same 

website can be viewed on any sized window or display; the website itself 

dynamically shifts when resized or viewed on a smaller device. RWD will 

always display a page optimally and eliminates the need for any panning or 

zooming. RWD improves administrative efficiency as changes made through 

the CMS will appear in all iterations of the site. 

Retaining all of a site’s content on one site rather than separate mobile and 

desktop versions is also espoused by Google as an important factor for 

improving search rankings.

Results  

Since launch, the website has received praise from several industry insiders, 

but more importantly, it has begun to improve the communication between 

the public and Passenger Focus while reducing administrative duties of staff. 

A month on month comparison shows; user engagement is up by 66% to an 

average of just under 3 minutes, page views have increased to 3.8 per visit and 

bounce rate has been reduced as much as 23%. Given all of the UK events over 

the summer of 2012 the site received a great deal more traffic and saved staff a 

lot of additional work.

“Implementing Responsive Web 
Design improved Passenger Focus’ 
reach, efficiency and SEO”

Mobile traffic Visits                  Pages/Visit           Bouce Rate

01.08.2012 > 31.08.2012          830                    2.55                      59.04%  

01.08.2011 > 31.08.2011         393                    2.04                      69.21%

Highlights

  -  Provided an easy to manage site
  -  Improved navigation and search functions
  -  Created a mobile friendly site
  -  Increased user engagement                                                                 
  -  Incorporated social media
  -  Reduced strain on admin staff

The new responsive site dynamically shifts to fit the device it’s being viewed on.



For more information or If you would like to discuss a brief or the possibility 

of working with us, please contact us.

151-153 Curtain Road 

Shoreditch 

London EC2A 3QL

T +44 (0) 20 3355 6891 

E hello@browserlondon.com

W browserlondon.com


