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City ID          Illustree

What was the challenge?
Georg Lauber, member of the director’s 
board of ÖBB, gave us one particular goal 
for the new ticketing app.

“My goal is that a regular customer 
needs no longer than five seconds to buy 

a ticket. How you make this happen is 
totally up to you!”

GEORG LAUBER 
MEMBER OF THE BOARD OF DIRECTORS

Our response? Challenge accepted!

What was the solution?
We created an product that is far more 
than the sum of its components. 
It is a smart tool for smart customers: 
Fast, simple and always up-to-date. 
An complete and consistent but none-
theless visually rich experience, which 
covers not only the ticketing but all 
services around the journey. It connects 
the consumer touchpoints like web and 
mobile apps with the info-screens and the 
onboard-portal on the trains. 

What was the effect? 
“The new online and mobile ticketing 

has been received very well. The booking 
figures of the new app and website has 

exceeded all expectations!”
ÖBB

Success in figures

500k+ downloads of the ÖBB App
+50 % more bookings via the website and 
the mobile app
+112 % more mobile tickets sold than in 
2015

CATEGORY: TRAFFIC AND PUBLIC TRANSPORT

PROJECT: ÖBB – DIGITAL TRANSFORMATION

CONTACT:
name: Keqiao Xu
company/organisation: ILLUSTREE
e-mail: keqiao.xu@illustree.at
website: www.illustree.at/work/oebb-
digital-presence

ÖBB – Digital Transformation  
Relaunch of all digital travelling services

Travel companion

10:00 dep Attnang-
Puchheim Trainstation
Platform 1

Intercity 546  
destination  
Salzburg Hbf is 
now ready for 
you on  
Platform 1
Departure in 9 min

Intercity 546 
destination Salzburg  
Hbf 

/**
@id ICON-022
@name arrow-
down-grey
*/

 2 stopps
/**
@id ICON-022
@name arrow-
down-grey
*/

10:52 arr Platform 3

IC

After 2 h 22 min arrival in

Salzburg Hbf 
/**
@id ICON-050
@name ar-
rowRight-lightfont
*/You have 20 min to change.

Rail replacement bus ser-
vice from Salzburg Hbf to 
Schwarzach-St. Veit Hbf
Due to a weather-induced rou-
teblock, this train is operated 
between Linz Hbf and Salzburg 
Hbf with rail replacement bus 
services.

More information

Nach 2 h 22 min Ankunft in

Goldegg im 
Pongau Zentrum 

Goldegg im Pongau
Ticket für Zone 45302

13:08 dep Platform 1

Rail replacement bus 
services
direction Wörgl  

/**
@id ICON-022
@name arrow-
down-grey
*/

3 stopps 
/**
@id ICON-022
@name arrow-
down-grey
*/

14:10 arr Platform 2

14:30 ab Bahnhofsvorplatz

Bus 580 
Richtung Goldegg im 
Pongau Weng 

/**
@id ICON-022
@name arrow-
down-grey
*/

3 Zwischenhalte 
/**
@id ICON-022
@name arrow-
down-grey
*/

14:55 an Bahnsteig 2

After 1 h 02 min arrival in

Schwarzach- 
St. Veit Hbf 

/**
@id ICON-044
@name 
arrow-down-white
*/

You have 20 min to change

/**

@id HEAD-006
@name Reisebegleiter_iOS
@persona
@use-case
*/

Tickets
zeigen
show  
ticket

17:11

/**

@id 09-071
@version 002
*/

MI, 17. SEP

 dep

11:00 arr

Wien

Salzburg +via

/**

@id HEAD-287-EN 
@name 0200 Schnellstart
*/

MI, 17. SEP

 dep

11:00 arr

Wien Westbahnhof

Salzburg Haupt-
1 × Adult

WHO IS GOING?

/**

@id HEAD-237-EN
@version 001 
@name 0400 Verbindungen
*/

 08:30    Wien Westbahnhof

10:52    Salzburg Hbf

MI, 17. SEP

1 × Adult
€ 24,00

to the 
basket

/**

@id HEAD-184-EN 
@name 0500 Angebot
*/

EARLIER LATER

Departure from Platform 7in 26 min

Wien Westbahnhof > 
Salzburg Hbf
1 × Adult (€ 51,10)

12:30 dep arr 14:52

Railjet

Danke für Ihren Kauf!
Wir haben Ihre VISA-Karte mit € 49,90 belastet und eine  
Bestätigung an sandra.gruber@gmail.com geschickt.

ZUR STARTSEITE 

Here is your mobile ticket, 
have a nice journey!

Bitte nicht vergessen: Um Ihr Handy-Ticket zu zeigen, 
benötigen Sie auf Ihrer Reise:

• genau dieses Gerät

• mit dieser App.

Wenn Sie Ihr Ticket z. B. lieber Ausdrucken wollen,  
können Sie es bis zum Fahrtantritt noch umwandeln:

TICKET IN ANDERER FORM ERHALTEN

Speichern Sie Ihre Angaben für das 
nächste Mal 

Mit einem ÖBB Konto können Sie in Zukunft 
noch einfacher Ihre Tickets kaufen.

JETZT REGISTRIEREN

Tapped too quickly? 

Don't worry! You have 3 minutes left to 
undo your purchase. The purchase price will 
be refunded completely!

UNDO PURCHASE

Wien Westbahnhof >  
Salzburg Hbf

1 × Erwachsene/r gültig 17.–18. Mai

/**

@id 07-041-EN
@version 002
@name mit Homebutton
Postcheckout Screen mit Home-Button oben
*/

17:11

U2 U3 RJ Bus
/**

@id Verkehrsmittel 
04-015
@name Mindestpix-
elbreiten 5h23 min
*/

U2 U3 RJ Bus
/**

@id Verkehrsmittel 
04-015
@name Mindestpix-
elbreiten 5h23 min
*/

U2 U3 RJ Bus
/**

@id Verkehrsmittel 
04-015
@name Mindestpix-
elbreiten 5h23 min
*/

U2 U3 RJ Bus
/**

@id Verkehrsmittel 
04-015
@name Mindestpix-
elbreiten 5h23 min
*/

Railjet
/**

@id Verkehrsmittel 
04-021
@name 2h22min 
- bezogen auf 
2h52min
*/

Euronight EN EN
/**

@id Verkehrsmittel 
04-005
@name Euronight 
9h44min
*/

Euronight EN EN
/**

@id Verkehrsmittel 
04-005
@name Euronight 
9h44min
*/

Intercity
/**

@id Verkehrsmittel 04-022
@name Intercity
*/

What was the challenge?
Moscow’s vision is to build a world-class, 
dual-language, multi-modal transportation 
network to improve the experience of the 
city for citizens and visitors alike. To help 
realise this vision, Moscow Department for 
Transport (DOT) commissioned the creation 
of a unifying visual identity and wayfinding 
system to seamlessly integrate all forms of 
movement across the city.

Commencing with the city’s iconic Metro 
system – which is used by nine million 
people everyday – the aim was to improve 
the flow of people through the complex 
station environments, some of which 
have as many as fifteen exits and multiple 
transfer options. The main challenge was 
conveying the complicated environments 
clearly, whilst revealing transfers and end 
destinations, as the length of walk involved 
in making a mistake is significant.

What was the solution?
A bespoke range of products have been 
designed and manufactured, to respect and 
compliment the environments in which they 
are situated. Every product is created for its 
specific location, providing tailored travel 
choices to enable people to move with 
confidence and identify their transfer, or 
guide them to their final destination  
with ease. Exits have been allocated 
numbers to allow people to follow them 
on direction signs along platforms and 
corridors. Intuitive maps and diagrams 
were designed to help people make 
informed decisions and act upon them 
with efficiency. These included heads-up 
pedestrian maps at key decision points, 
showing the city above ground when 
viewing it below ground, with subterranean 
routes overlaid onto geographic maps, in 
order to help people decide which exit to 
navigate to.

The dignified and elegant physical form 
of the product design is a response to 
the architecture of Moscow Metro’s 
interiors – the circle, which is a consistent 
architectural feature – is integrated as 
a signature component of the design 
language within the system. 

A responsive visual identity, also inspired 
by and rooted in the DNA of Moscow was 
developed as the voice of the system. 
Grounded in the fundamental attributes 
of legibility and international recognition, 
an iconic, bespoke font of four weights, 
together with a comprehensive set of 
pictograms that echo the expression of 
the font was created, alongside ornate 
and distinctive 2D and 3D building 
illustrations of Moscow’s top landmarks to 
aid orientation and encourage engagement 
with the information.

What was the effect? 
The system has currently been applied 
across five Metro Station environments 
in the centre of Moscow, prototyping the 
range of information and product types, 
and testing the locations in which they 
are situated. User feedback captured on 
site and through social media, reports the 
system has been very well received. The 
system has been designed to be rolled 
out by Moscow DOT and is now being 
extended to all 190 Metro stations, as well 
as other modes of transport including bike 
share, tram, trolley bus and bus – with 
bespoke shelters, real-time information 
totems and supporting street furniture.

Contact:
name: Matt Jephcote
company/organisation: City ID
e-mail: matt.jephcote@city-id.com
website: www.city-id.com

Category: Wayshowing

Project: Wayfinding for Moscow

Client: Moscow Department of Transport
Lead design & direction: City ID
Industrial design: Billings Jackson Design

Typeface & pictogram design:  
A2-Type with Margaret Calvert, Cyrillic 
script created with Ilya Ruderman

Cartography: City ID & Jason Clark
Illustrations: City ID & Ocula
Product manufacturing: Lindner Group

Moscow Sans  ExtraBold — Latin + Cyrillic

ABCDEFGHIJKLMNOPQRSTUVWXYZ
abcdefghijklmnopqrstuvwxyz

01123456789 | 0123456789
ЏАБВГДЕЖЗИЙКЛМНОПРСТУФХЦЧ

ШЩЪЫЬЭЮЯ
абвгдежзийклмнопрстуф

хцчшщъыьэюя
<>������

Moscow Sans  Terminals
             

ABCDEFGH
abcdefghijk
012345678Moscow Sans  Metro line numbers          

Moscow Sans  Metro line numbers          

Moscow Sans  Metro line numbers          

GOLD 2019



11

8) Winners cont

Studio Sonda          Alex Tyers

What was the solution?
We explored ways to present the toll 
invoice information visually, moving away 
from the previous text-based approach.

– The 3 main actions are shown as  
images, with support text underneath.

– Vehicle icons allow readers to quickly 
identify the type of vehicle the charges 
relate to (e.g. car, motorcycle). 

– We introduced a map of Citylink’s toll 
road network on the reverse of the  
invoice so drivers could actually see 
the journey they had been invoiced for. 

– A 3 step process diagram illustrates 
what happens if the invoice is not paid.

– A table itemizes the driver’s trips,  
accompanying toll fees and charges. 

In testing, participants were able to find 
94% of the information they needed and 
take appropriate action 94% of the time. 
14 out of 15 user tasks were performed at 
a success level of 100%.

What was the effect? 
Since implementation 6 months ago, the  
response to our toll invoice designs has 
been extremely positive, both from drivers 
and Transurban employees (marketing, 
call centre and management). Toll invoice 
payments have increased, while custom-
ers have loved our design’s stepped visual 
approach. Early signs point to a successful 
outcome for both client and customer.

What is CityLink?

TOLL INVOICE – PAGE 2

Your travel details 

Tax Invoice  CityLink Melbourne Limited ABN 65 070 810 678
Issued under the Melbourne CityLink Act 1995
® CityLink is a registered trade mark of Transurban Limited ABN 96 098 143 410
e-TAG is a registered trade mark of CityLink Melbourne Limited ABN 65 070 810 678
®Registered to BPAY Pty Ltd  ABN 69 079 137 518

Pay in person

If this invoice is not paid

We’ll send a Final Toll Invoice 
including a fee of $23.68. 
You’ll have 14 days to pay. 

Victoria Police may issue a 
traffic fine for each day you 
travelled without paying.

$152
$304
$456

1 DAY

2 DAYS

3 DAYS

If you still don’t pay, it 
will become a matter
for Victoria Police. 

Vehicle used for travel

TYPE REGISTRATION  STATE/TERRITORY

Car ABC123 South Australia

Toll travel  This invoice only includes charges for up to 3 consecutive days from the first travel date shown below.

DATE TIME DETAILS  TOLL AMOUNT

11 March 2015 21:59 Burnley Tunnel to Toorak Rd/Monash Fwy $7.14
12 March 2015 08:43 Toorak Rd/Monash Fwy to Punt Rd $3.75
12 March 2015 11:22 CBD/Exhibition St to Swan St $1.50
12 March 2015 13:01 Gibdon St to Footscray Rd $4.95

    Continued overleaf

SUBTOTAL    $17.34

Summary of unpaid charges    For charge enquiries, call 13 26 29 

UNPAID TOLLS  INVOICE FEE*  TOTAL DUE^  DATE DUE

$17.34  $11.99  $29.35  3 April 2015

* This fee covers our costs to manually identify your vehicle, verify your details and send this invoice.

^GST included $1.58

CityLink is a toll road network connecting Melbourne Airport, the City and the South Eastern suburbs.

For map with current toll prices, visit citylink.com.au/tollcalculator

2.16.01

2.16.02

2.16.03

2.16.04

2.16.14

2.16.06

2.16.09

2.16.13

2.16.10 2.16.11 2.16.12

2.16.05

2.16.07

2.16.08

Project background
Citylink is an extensive toll road network 
that connects traffic from Melbourne’s 
northwest, including Australia’s second 
busiest international and domestic airports, 
through to the CBD and south east. It is 
owned by Transurban, a publicly listed 
company that also operates toll roads in 
other parts of Australia and the US.

In 2016 the number of vehicles using  
Citylink was over 820,000 per day. 
26% of toll road users did not have a pay-
ment arrangement (i.e. e-Tags/accounts).  
Transurban received no payment from 
10-12% of these drivers – an average 
of 25,500 non-payers per day.

Our research showed that many of these 
drivers – typically visitors from interstate 
or rural areas – were unaware they had 
travelled on a toll road. 

Among Citylink account holders non-pay-
ment occurred when linked banking details 
were incorrect, no credit was available, or 
when vehicle details had not been updated.

Under an operating agreement with the 
State Government, Transurban has 54 days 
to collect any unpaid tolls. If Transurban fails 
to do so, they receive no payment. 

The Government Road Authority may then  
issue a traffic infringement notice ($152 for 
each day of toll road travel). A common  
misconception is that Transurban collects 
money from these fines and plays a role 
in issuing them.

Category: Financial

Project: Citylink Toll Invoice

Contact:
name: Alex Tyers
company: Transmission Design
e-mail: alex@transmissiondesign.com.au
website: www.transmissiondesign.com.au

What was the challenge?
Our challenge was to redesign the toll 
invoices to

– improve payment within the required 
time frame

– inform drivers that they had used a toll 
road (and explain what a toll road is)

– encourage drivers to set up a Citylink 
account with automatic payment

– drive payment using Transurban’s  
preferred payment channels

– make it easier to nominate another 
driver if they were not the person  
driving the vehicle

– help drivers avoid receiving a traffic  
infringement (and improve customers 
perceptions of Transurban).

We identified significant flaws with  
Transurban’s existing approach.

– It misjudged the priorities of users,  
emphasizing ways to avoid fees rather 
than explaining why drivers had been 
invoiced in the first place.

– The standard letter format made it  
difficult to find key information.

– Trip information was difficult to find.

– Alternatives to the preferred online  
payment option were ‘hidden’ on the 
reverse of the invoice.

THE PREVIOUS TOLL INVOICE DESIGN






























*3041 47174383043 020415 $23.93 60







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

 

 
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“I like how it’s in columns. And I like how 
they have used pictures to support what 
they are saying. Tells me what I need to 
know. Easy to follow.” Toll Road User

What Was the challenge?
This is a label for natural wine from 
untreated vineyards (1245 bottles). The 
producer’s motto is: „Nature creates, I‘m 
just transferring“. That’s why his wines are 
so honest, every year different, depending 
on how nature behaved. We wanted to cre-
ate the label that encourages thinking and 
discussion during the wine consumption so 
the wine, as one of the historically most 
acclaimed product, could become a medium 
that speaks out about the importance of 
understanding the nature. 

What was the solution?
To create a label for this wine, we decided 
to rise awareness about the importance 
of understanding the year indicated on the 
bottle. Vintage dates are always denoted 
on the bottles, but how many of us really 
understand it? It actually witnesses the 
natural conditions in which the wine 
matured; it is its own BIOGRAPHY. With 
the use of pesticides in vineyards and 
balancing flavors in the wineries, the year 
indicated on the bottle eventually lost its 
meaning, because flavors are becoming 
ready-made and unrelated to the actual 
weather conditions. So, in cooperation 
with the Meteorological Institute, the data 
on weather conditions in the territory of 
vineyards were collected. The amount 
of precipitation, as the most changeable 
variable, proved to be a great tool to show 
graphically how much weather actually 

affects the diversity of nature every year. 
Circles, standard meteorological rain 
symbols, show the amount of rainfall in 
a particular month, and the label conveys 
at first glance what was the vintage year 
like, and what kind of wine tastes can be 
expected.
 

What was the effect?
The result is a label that becomes a 
witness of weather in one area and that, 
blended with wine, becomes an excellent 
medium to speak out about the importance 
of understanding the nature. It encour-
ages reflection and discussion during 
the selection and consumption of wine, 
teaches that wine is nature’s advocate 
and the vintage year must be integrated 
in the flavors that it offers. Otherwise, the 
wine ceases to have its primary value, and 
instead of reflecting nature and territory in 
which it grows, it becomes a ready-made 
product and expressing the vintage year 
becomes meaningless. This label ads value 
to the brand emphasizes its naturalness, 
and it supports the producer’s philosophy 
to oppose to any kind of artificial treatment 
of wine.
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2013
The label features a moderate year, 
but it rained significantly in Septem-
ber, which is when grapes need to 
achieve the optimum point of maturity. 
That is why in the wine taste the final 
power of alcohol can be perceived as 
partially weakened. 

2014
Due to heavy rains throughout the year, 
this years wine resulted with much smaller 
quantities of sugar, so that it reflects 
a freshness of more northern regions 
although it is all about Mediterranean vine-
yards. However, considering the constant 
rainfall, flavors are naturally balanced.

2015
It will be remembered as one of the most suc-
cessful year in the production of wine. Warm 
and dry both spring and summer, but with an 
ideal (small) quantity of rainfall in autumn, so 
that vines have not suffered drought. An opti-
mum maturity was achieved and the result is 
a powerful, full-bodied Mediterranean wine.
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