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	TO:
	Planning and Operations Committee
	DATE:
	October 1, 2004

	FR:
	Executive Director
	
	

	RE:
	TravInfo® Status Report


Introduction

MTC, through 511 and 511.org, provides traveler information for traffic, transit, ridesharing, and bicycling over the telephone and the internet.  For the most part, TravInfo®’s primary function is to provide the traffic component of 511 and 511.org.  In addition, however, the TravInfo® contractor, PB Farradyne, is responsible for the development and operation of the entire 511 phone system (including its connections to transit operators, rideshare service, and bicycling information) and for the development and dissemination of real-time transit information.  This Memorandum provides a summary of progress on the TravInfo® program from July 2003 through September 2004.  

Key Accomplishment and Future Expectations
Key accomplishments during this period include the following:

· The launch of an enhanced version of the 511 telephone service, which provides 511 Driving TimesSM as well as improved information about congestion.

· The completion of the first two phases of the Electronic Toll Collection data collection system, which provides a portion of 511 Driving TimesSM coverage.

· The launch of the 511 traffic information web page (traffic.511.org).

· Usage increases on the phone from approximately 45,000 weekly calls in January 2004 to over 90,000 weekly calls in September 2004 as a result of the Driving Times launch and public awareness campaigns.

Our plans for the coming year include:

· Completing the Driving Times freeway coverage in the region (October 2005).

· Launching a pilot test of real-time transit arrival information on 511 for Muni’s Metro system (February 2005).

· Completing a program assessment to determine where to modify or enhance the system (January 2005).

Launch of Enhanced Phone Service and Traffic Web Page

On March 24, 2004, MTC launched an enhanced version of the 511 telephone service and introduced the new traffic web page.  We were successful in getting substantial media coverage of the event resulting in a 30% increase in call volumes that week.  

The revisions to the phone system accommodate the new Driving Times feature.  Using that feature, callers can get up-to-the minute Driving Times between any two points on routes that have driving times coverage.  Our 511 system is the only one in the country that provides this level of personalized travel time information.  Other enhancements to the phone system include new information about traffic speeds (in the “traffic conditions” menu) whenever traffic is moving under 40 miles per hour; more detailed information about the location of accidents, construction, and other incidents; an upgraded voice responsive system to allow better navigation through the service; and a direct connection to the FasTrak™ customer service center.

The traffic web page was rolled out at the same time and provides information on freeway speeds, incidents, and driving times.  Figure 1 (included with all of the other figures at the end of this Memorandum) shows all of these features: The various colors on the freeways indicate traffic speed; the yellow triangles with the exclamation point inside them represent incidents; and the blue line between Berkeley and San Francisco along with the text on the right side of the screen represent the selected driving time.

Driving Times Coverage

TravInfo®/511 now provides driving time information on approximately 40% of the Bay Area’s freeways and five of the region’s eight bridges, as shown in blue on the map in Figure 2. 

PB Farradyne has recently submitted its proposal for the remaining portion of the ETC reader deployment.  Once this final phase (as shown in red on the map in Figure 2) is deployed, we will have full coverage of the freeway network.  We currently expect to have the first portion installed by June 2005 and the remaining sites installed by October 2005.

System Usage and Satisfaction

In our contract with PB Farradyne, the key measures of TravInfo®’s performance are overall usage and customer satisfaction.  Figure 3 shows TravInfo® usage from the launch of 511 in December 2002 through August 31, 2004, and includes calls to 511, visits to the traffic web page, and usage reported by TravInfo®’s private Information Service Providers (ISPs), who receive a TravInfo® data feed and use it for their own products and services.  The reasons for noticeable increases in usage during that period are shown on the chart.  

In addition to overall usage, we have also been monitoring the satisfaction of people who call 511.  Figure 4 shows both overall levels of satisfaction with 511 and satisfaction with accuracy of the traffic information in 2004 as compared to 2003.  

In 2004, 92% of callers were either very or somewhat satisfied with the overall 511 service, compared to 90% in 2003.  Over that time, however, the percentage who were very satisfied increased from 62% to 70%.  The percentage of callers who stated that they were either very or somewhat satisfied with the accuracy of the traffic information increased from 80% to 95%.  We believe that the availability of slowdown information (i.e., “traffic is moving between 20 and 40 miles per hour”) increased callers’ satisfaction with the accuracy of the traffic information.  

Marketing

Increases in usage have been driven both by improvements to the 511 services and by comprehensive marketing campaigns.  Key efforts to promote usage include:

· The installation of highway signs publicizing 511 as the region’s traveler information source.  The highway signs are being installed in two phases.  The first phase, completed last summer, consisted of approximately 90 signs that replaced signs that had been marketing the regional rideshare program.  The second phase will include approximately 85 additional signs, and they will be placed so as to fill in the rest of the Bay Area freeway network.   Figure 5 shows both phases.

· A major radio campaign.  The campaign began on August 2 and will run through October 15.  It has two main components:  (1) sixty-second radio spots, running between 40 and 63 times per week on five major stations during the morning and afternoon commutes and (2) ten-second traffic report sponsorships running 52 times per week on Metro and Shadow traffic reports.

Other marketing efforts include the installation of street banners in Oakland, Berkeley, San Francisco, and San Jose; 511 posters on buses and in bus shelters throughout the region; and continued general outreach and public awareness efforts.

Future Plans

Our contract with PB Farradyne is scheduled to expire on June 30, 2006, although we have the option to extend it for two additional two-year periods.  We are currently examining ways to most effectively deliver the entire spectrum of traveler information services that MTC offers, and how this might affect future procurements.  In the meantime, we are proceeding with the following activities:  

· We will complete full build-out of freeway driving times, as shown in Figure 1.  We anticipate this being completed in as early as 12 months, if we are successful in further streamlining the Caltrans permitting process.

· We will launch a pilot program to make real-time transit information available over 511.  Our first roll-out will be a pilot test for Muni’s Metro system and the historic streetcar line.  Future deployments will depend in large part on the work funded by the real-time transit information grant program sponsored by Regional Measure 2.  Under this program, MTC will provide $20 million in grants to transit agencies for development of systems to get real-time information to transit riders.  MTC is currently developing the Call for Projects.

· We will prioritize enhancements to the traffic web page, the phone system, the 511 Driving TimesSM data collection system, and the underlying software, based on user feedback and our experience operating the system.  Beginning later this year, we will evaluate the potential enhancements, determine the budget available, and proceed with the appropriate changes.

Michael Berman, MTC’s TravInfo® Project Manager, will be available to discuss this Memorandum at your October 8 meeting.

_________________________________

Steve Heminger

SH:MB
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Figure 1
Screenshot of Traffic Web Page
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Figure 2
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Figure 3
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Figure 4
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Figure 5
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Data

		Month		Phone Requests		ISPs		Traffic.511.org User Sessions		Total

		Dec-02		101,069		113,592				214,661

		Jan-03		66,613		110,270				176,883

		Feb-03		57,593		140,993				198,586

		Mar-03		69,475		164,164				233,639

		Apr-03		68,816		162,782				231,598

		May-03		74,143		179,942				254,085

		Jun-03		97,474		191,533				289,007

		Jul-03		155,553		445,536				601,089

		Aug-03		174,142		425,802				599,944

		Sep-03		155,283		411,985				567,268

		Oct-03		157,914		480,298				638,212

		Nov-03		156,538		488,444				644,982

		Dec-03		173,087		428,171				601,258

		Jan-04		151,307		515,919				667,226

		Feb-04		157,049		343,091				500,140

		Mar-04		218,247		325,827		8,221		552,295

		Apr-04		286,118		452,897		53,251		792,266

		May-04		236,511		416,713		63,246		716,470

		Jun-04		281,248		489,828		69,773		840,849

		Jul-04		319,183		503,446		89,286		911,915

		Aug-04		428,443		549,678		106,237		1,084,358
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				Overall Satisfaction				Traffic Accuracy

				2003		2004		2003		2004
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