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	TO:
	Planning and Operations Committee
	DATE:
	April 1, 2005

	FR:
	Executive Director
	
	

	RE:
	511 Status Report


Introduction

MTC, through the telephone number 511 and the website 511.org, provides traveler information for traffic, transit, ridesharing, and bicycling over the telephone and the internet. Under contract to MTC, PB Farradyne is responsible for the traffic information component of 511 and 511.org., 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 October 2004 through March 2005.  

Key Accomplishments 

Key accomplishments during this period include the following:

· 511 achieved its five millionth caller on Wednesday, December 8.  

· Installation of highway signs that publicize 511 as the region’s travel information source was completed in February. A total of 177 signs are now posted on freeways around the region. Their locations are shown in Figure 1.

· MTC issued a Call for Projects for the Regional Measure 2 Real-time Transit Information Grant Program. A total of $20 million is available to qualified projects under this program. One of the objectives of this program is to provide region wide real-time transit information on 511 and 511.org. Grant awards will be made in May.

· Our first survey of 511 web users was completed. Results show that 89% of users are very or somewhat satisfied. 
System Usage, Satisfaction and Marketing

In October 2004, MTC concluded an eleven-week radio campaign promoting traffic conditions and driving times on 511 phone and web. The campaign achieved a peak volume of 97,298 calls during the week surrounding Labor Day. On the peak day of the campaign, requests for traffic conditions and driving times were 103 percent and 279 percent respectively greater than the three-month average prior to the radio campaign

Weekly call volume (Figure 2), which averaged 54,159 for the three months before the radio campaign, increased an average of 31 percent to 71,040 calls during the 15 weeks since the campaign’s end. The campaign surpassed the initial projected increase of 25 percent.  We have also seen increases on the traffic Web site. The average number of user sessions for the traffic site was 17,072 for the three months prior to the radio campaign.  In the 15 weeks since the campaign, the number of user sessions has increased an average of 85 percent to a weekly average of 31,659. A record 42,318 user sessions were registered over the week of Thanksgiving. 

In the late fall, we conducted our first satisfaction survey of 511.org and its specific pages (traffic, transit, rideshare and bicycling).  The survey found that overall 89 percent of respondents were either “very satisfied” or “somewhat satisfied.”  Additionally, 73 percent of respondents were “extremely likely” to visit 511.org again. The most requested change to the traffic site was more coverage and detailed maps. (Figure 3)

Since the end of the fall radio campaign, telephone call volumes have dropped.  As a result, we have continued to promote 511 through other marketing, media relations, and public outreach activities.  Key efforts to increase usage and promote awareness of 511 include: 

· Airport Brochure.  At the end of February, we distributed a new brochure to Oakland and San Jose airports.  The brochure promotes the use of 511 for planning trips to and from the airport. The brochure will be distributed at the airports’ information desks.  

· Online Campaign.  In early March, we launched an online banner campaign to promote the traffic Web site.  The banners will appear on local Bay Area sites, as well as national sites by geo-targeting Bay Area users based on their IP address (the banners will not appear to users out of the Bay Area).  We project an additional 20,000 visits to the traffic site as a result of the campaign. 

· Floodgate tips.  Starting in March, we played tips on the phone to help callers speed their way through the system and find out about services on 511.org.  Tips will be rotated frequently and placed in a variety of locations so that they do not become stale or overly annoying.

Other ongoing marketing efforts include street banners in Oakland, San Francisco, and Berkeley; banners at the Bay Bridge and the Embarcadero; the upcoming release of the ‘Getting There on Transit’ guide; and continued general outreach and public awareness efforts.

Driving Times Coverage

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 4
. 

PB Farradyne recently completed design for two additional installations of toll tag readers, which we are calling Phase 2A (shown in red) and Phase 2B (shown in green). Construction on the Phase 2A sites began in March and is expected to be complete in July. Construction on the Phase 2B sites is expected to begin in July and will be complete by October.  In addition, PB Farradyne is beginning design on Phase 3 deployment (shown in brown), which will cover the remaining freeway segments, as well as provide increased granularity for existing coverage. Once this final phase is deployed in early 2006, we will be able to provide driving times for the entire freeway network. 

Expectations for the Coming Year
Our plans for the coming year include:

· Completing the requirements of the baseline contract with PB Farradyne, which will end June 2006, including a series of system enhancements. We will also be undertaking a strategic planning effort to develop options for the future direction of the program (June 2006).

· Supporting Caltrans’ efforts to post driving times for select destinations on changeable message signs on Interstate 80 in Berkeley. If successful, this effort could be expanded to approximately 100 signs across the region (May 2005).

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

· Continuing expansion of the Driving Times freeway coverage in the region (October 2005) and completing coverage (June 2006.)

· Evaluating experience gained through ITS World Congress demonstration projects to improve data collection and provide enhanced user services (February 2006).

· Delivering with Caltrans a demonstration of Vehicle Infrastructure Integration (VII) technology on a test bed in San Mateo County (ongoing through 2007).

Real-time Transit Information on 511

We will launch a real-time transit information demonstration project with San Francisco Muni and NextBus this Spring. Real-time arrival information will be provided for Muni light rail service only. Experience gained through this demonstration project will help inform future deployment of projects funded through the RM-2 real-time transit information grant program. As part of the demonstration, MTC will formally evaluate the service. Specific goals of the evaluation include: 

· test the technical feasibility of providing real-time transit information on the 511 phone system, 

· gain experience providing real-time transit information to inform region-wide system design and enhancements decisions, 

· determine to what extent real-time transit information is desired by and useful for the traveling public, what level of data accuracy the public requires, and how transit users prefer to receive the information (i.e. on phone or Web, via in-station signage, at what level of detail.) 

MTC has convened a Technical Advisory Committee (TAC) of transit operators who are implementing real-time transit information technology to evaluate experience gained during the demonstration. One of the TAC’s duties will be to provide input to the Muni evaluation.

Future Plans

Our base contract with PB Farradyne is scheduled to expire on June 30, 2006. The original RFP allowed for up to four additional years to be added to the contract. At this time, we anticipate extending the contract for one additional year during which we will evaluate the impact of expanded traffic data collection and explore ways to most effectively deliver the entire spectrum of traveler information services that MTC offers. A key question to consider will be MTC’s appropriate long-term role in collection vs. dissemination of traveler information data. This analysis will be documented in a 511 Strategic Plan and also will be incorporated in the overall strategic plan for the agency now underway. In addition, we will implement a series of enhancements to the 511 phone and web services. The enhancements range from adding new features to refining existing functionality, including, for example:

· developing a “My 511” service on the phone and web so that users who register will automatically receive customized information for pre-set routes that they select,

· redesigning and streamlining the 511 Driving TimesSM feature on the phone so that callers access information more quickly, 

· adding historical driving time data on the phone and web for comparison purposes, and

· including landmarks on the 511 Traffic Map on the web.

We are also working on a new design for 511.org that gives more prominence and provides direct connections to TransLink® and FasTrakTM customer services on the 511.org homepage. The new page also incorporates a space for the traffic map that is displayed on the home page of the traffic site. A ‘quicklinks’ bar in the upper right-hand corner of the page will provide users with links to our most popular tools and pages. (Figure 5)

_________________________________

Steve Heminger
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Figure 2
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Figure 3
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Figure 4
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 Figure 5

Design of New 511.org Web Page
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Likelihood to Use 511.org Again





Overall Satisfaction with 511.org








�PAGE \# "'Page: '#'�'"  ��I have asked Liz Justinson to update the coverage map based on the latest developments.





