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Concern over the impact of 511 deployment on transit call center operations is holding up the deployment of 511 in major metropolitan areas. Research is needed to investigate the actual impact of 511 deployment. 

The deployment of 511, which is intended to become the nationwide transit and traffic telephone information resource, has the potential to significantly increase call volumes for transit and traffic operators. 511 is designed, however, to incorporate voice recognition systems and depends upon accurate databases as a means of automating information dissemination. 

Transit authorities have expressed concern that 511 deployment will overload their existing systems and ultimately increase operating costs. 511 has been designed to off-load routine calls and provide enhanced services.

The objective of this research is to make an assessment of the true impact of 511 deployment on transit call centers. 

This research will (1) determine the factors that can be used to predict the impact on transit call center operation by deploying 511 and (2) provide a tool for prospective 511 implementers to assess the impact on their ongoing operations considering such factors as the level of automation and nature of services to be deployed.
