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Welcome and Introductions, Jim Wright

Jim welcomed the attendees and began self-introductions.

Coalition Status Report, Jim Wright

511 Implementation Guidelines v 1.1 are about to be released and updates are planned for the fall of 2002 and 2003.  There were 56 comments on v 1.0 that were systematically and thoughtfully addressed. Comments were logged into a database and will be published with the guidelines.  More deployment assistance is planned and another conference is scheduled for Fall 2003.  The associations will provide a mid-term report to the FCC.  More consumer market research is needed.  Outreach materials have assisted local deployers.  The homeland security Deployment Assistance Report states that 511 may be an asset in times of emergency and will be available shortly.  

U.S. DOT Status Report, Bob Rupert, Bill Jones, James Pol

Waiting on Congressional notification in the short term on the 511 MDI.  37 states applied for the 511 grants and 15 states have not responded (HI, WY, CO, TX, OK, AR, TN, AL, GA, SC, OH, WV, PA, MD and PR) but may have another opportunity to do so.  Peer-to-peer participants are being actively sought; contact James Pol (202-366-4374 james.pol@fhwa.dot.gov) if interested.  Sandra Check requested copies of the applications from the East Coast.  There is no news from the FCC, but several responses to the petitions were drafted but not approved nor released.  Bill Jones is meeting again with the FCC to talk about 511 deployment status, the activities of the Coalition and to push on reconsideration.  The National Architecture Team will be doing some updating of the architecture for 511 applications.

Working Group “Task Force” Updates

· Weather Content, David Zavattero

There was a proposal to look at a color scheme to depict winter weather road conditions for websites, possibly red, yellow and green – Section 508 and the guidelines for accessibility need to be considered.  The working group is looking at a scale that includes icy roads and the amount of snow.  It was suggested that the scale look something like 0-50%, 50-100% and covered, but these are subjective for the operator.  There may be negative feedback when consumers see black or there is no report.  The Aurora project did look at a color scheme which should be available on their website (http://www.aurora-program.org/).  People want to know about road conditions and if they were treated, but there may be a liability issue.  This varies from state to state and there may be more trouble if road conditions are not reported if they are known.  Timely information is especially needed in this area.  There are transit impacts as well. 

· Highway Flow Content, Bryan Chamberlain 

Looking at existing 511 services and mature ATIS to get a feel for roadway content, questions arise concerning the different quality of data for 511 vs. ATIS and the need for automated sensors for 511?  Another big question that surfaced was what consumers prefer: travel time, average speed or delay.  In rural areas, what data can we get?  Is there minimum information needed for 511?  

A Deployment Assistance Report is being considered to:

·
Identify issues and address in a Q&A Format

·
Synthesize research and describe what consumers want in this area

·
Examine that differences in urban / rural environments

·
Develop a Checklist for implementers to assist in considering how this content fits into their services

·
Describe various options available to get Flow data 

·
Describe various options for manual and automated systems

37 states have applied for the grants, but not many of the states have baseline data.  The Coalition needs to come out soon with a minimum needed for 511 – it may be too late.  We know that there are 300 numbers, when they change to 511, we may now have 300 different systems.  We need to be careful because of the range of what is important to travelers in a region.  There may be a need to tailor systems to the Snow Belt or major metropolitan areas.  Different things are important to travelers in different areas.  511 needs to be inclusive and we must strike a balance between what we desire and what we can achieve.  

· Transit Content, Sandra Check 

We need to demystify 511 for transit properties.  We do not know the issues for transit and what the barriers for participation are.  There was a 511 presentation at the APTA bus conference and there was a good amount of interest in it.  We need to survey all agencies as to real time vs. static information they have available.  Identify barriers for participating or converting to 511?

Market research is needed to identify the types of information that consumers use today.  There may be a gap in what information transit operators provide to their consumers and the information that customers need.  What consumer research is needed?  A transit implementer survey or debriefing is also needed.  

We would like to develop a white paper on the existing transit experience with 511 (Utah, Bay Area, AZ, etc.).  This will investigate: How did it work?  Were there institutional issues?  Ease of providing information, etc.  How is transit included?  

Outreach to APTA, ITS Rocky Mountain, 15th national rural TRB meeting and the I-95 Corridor Coalition.  

The I-95 Corridor Coalition ATIS project is testing how Amtrak, Greyhound and local transit properties may link websites for trip planning, similar to the Washington Metropolitan Area Transportation Authority’s RideGuide website.  NJ Transit is looking to replace its IVR in the next year.  Washington Metropolitan Area Transportation Authority plans to offer a new IVR system in the next 6-9 months.  NJ Transit now does 75,000 trip plans per month online which has reduced their lost call and busy rates.  It was suggested that there be a presentation from Washington Metropolitan Area Transportation Authority at the next working group meeting.  There is a transit agency in Southern California that does phone-based trip planning.  

What should be included for 511 by transit?  Begin with a system status report and link to customer service center. There is a research project needed on how to implement trip planning on the phone and we need to ask consumers as well.  70% of transit users know their route / stop, so it is not that difficult to provide if those are known.  Schedule and arrival / departure times are easier to provide.  This simple question is not covered in the guidelines and should be included in the next version of the guidelines.  We also need to define what kind of information needs to be automated before a transfer to the customer service center.  We also need to consider local wants and needs.  The majority of people contacting transit agencies are calling them.  We need to determine who the customer is and is it someone local vs. a traveler.  We need to determine what transit information can be useful when provided via an automated voice system.  Also, what can these systems do to help the property?  Can it offload routing, static and on time information?  The San Jose, CA system provides information in multiple languages.

· System Interconnectivity, Eli Sherer

One way to share information between systems is to have an ftp site where one system can dip in and parse out what it needs.  Standards need to be incorporated in this transfer process.  A central repository is also an idea and may be an “easy” solution.  There is a question as to how much information is important.  Corridors might want all other information, but there may be a financial burden to provide information.  Travelers want advance information before they get somewhere.  The call transfer DAR has already been published.  XML and VML standards may be advised, but we may not get compliance.  This group strongly recommends using XML.  There is an awareness of architecting a follow-on system.  The Task Force could say go with a data sharing approach in the form of a recommended practice.  It may be hard to standardize the data interchange because there are so many disparate systems.  Some corridors have an integrated data system like the Gary Chicago Milwaukee corridor where they rely on ATIS XML standards.

· Wireless Carrier Coordination, Bill Jones

There were two meetings with the wireless industry on how they can participate the deployment and operation of 511.  There has not been much progress as we are talking with the regulators and we need to talk with their business people.  Another telecon is scheduled in about two weeks.  All carriers, except Verizon Wireless, have agreed to offer 511. Verizon Wireless is the only carrier asking for compensation for offering 511 and they want to preserve 511 for a nationwide service with no idea if this is a viable business for them or if they could provide the data.  This Task Force will work any angle available to it.

· Business Models, Ray Ruggieri

This Task Force is looking at costs, funding and business models.  They will reevaluate actual cost vs. estimated costs and will also examine premium services and advertising.  The Task Force will look at premium services, even ones that the consumers do not pay for, and explore different options.  Hopefully, the MDI will include premium services.

They will look at how 511 was funded to date – Federal funds; CMAQ – what to do after 3 years; no funds and why.  The Task Force will try to talk one-on-one with business development folks from the wireless carriers.  We are not concerned about who provides the service, but where they are getting the information.  In the past, we looked at fully funding the system, now we will look at ways to support a portion.  The Task Force will look at advertising and sponsorships and answer questions realistically to raise the thinking about possibilities.  With 511, the more information that you give to consumers, the more that they want.  

· Marketing and Outreach, Carol Zimmerman
The Task Force reevaluated the Marketing and Outreach plan.  Its previous activities have raised awareness, supported deployers, leveraged resources and established a 511 identity with the logo in wide usage.  The Task Force has identified five objectives: 1.) Outreach to deployers – shift the message to specifics about deployments and success stories.  Possible additional outreach to National Association of State Telecom Directors (NASTD) and Association of Metropolitan Planning Organizations (AMPO) is planned.  The Task Force is looking to get more exposure in publications.  2.) Support deployers for national consistency and sharing of best practices via a marketing workshop.  3.) 511 Materials – an update of the marketing toolkit will include case studies and a sample marketing plan.  A new brochure is planned with a focus on deployments and photos from implementers.  Work will continue on standard products that are customizable like a PSA and rack cards.  4.) Assessing the market – follow up consumer research is needed as well as analysis of usage of 511 deployments and customer satisfaction studies.  5.) Media – Continue additional outreach to the trade press, the law enforcement community and national media.  There is interest from the media in traffic around holidays.  MN will launch on July 1 and the CARS-511 states around Labor Day for this reason.  There is a relationship between the Web and telephone services and MN DOT has reserved www.511usa.org to link to the 511 companion websites.  The Task Force will look at using 511 for special events.  The Task Force will distribute the 511 launch timeline to the working group.  The MUTCD has 511 signage usage included and there is a response process for comments closing August 19.

Implementer Updates, All

Utah is adding ferry information for Lake Powell, launching event tracking for construction and putting out road signs in the summer of 2002.

Nebraska had 200,000 calls over the winter with 100,000 in March alone.  They learned that they need a new road condition reporting system, which will be in place by October 2002.  511 has convinced their district engineers of the importance of traveler information.

Virginia has averaged 1.75 minutes per call.  In May, there were 8,500 calls due to graduations and storms in the corridor and they experienced their highest call volume on Memorial Day.  Signs were added to bring the total up to 58.  PSAs were in use on the radio and occasionally VMS were used to promote 511.  VDOT is considering buying radio spots to control the times that the service is advertised.  Rack cards are available at the VA DMV.  A cost / revenue evaluation is needed to see if advertising is working.  In some cases, customers are not signing up because service is not available on Verizon Wireless.  There have not been complaints about the service listings on 511 like hotels and restaurants.  If consumers do not use services, then VDOT will drop them.  95% of the calls are going to 511 and 5% go to 800-578-4111.  Verizon Wireless customers dial 611 and their operators know that 511 does not work, so they give them 800-578-4111.  They are trying to add transit to the service.  

Arizona now has transit information.  The telephony system prompts callers to press (1) for road condition and (2) for transit – in Phoenix and Tucson this goes to a customer service center, but there are 15 transit agencies with customer service centers and they also have requested 511 service.  There has not been a huge influx of calls to the customer service centers as of yet.  ADOT moved their HCRS system from client / server to a Web-based database and they are working on making it 511 friendly by doing away with small cross streets, landmarks and mileposts which not everyone is familiar with.  They want to deliver a message like “there is an accident on I-10 5 miles west of Tucson.”  On July 1, the Web version will be available and ADOT will promote it to ADOT personnel.  For the July 4th weekend, ADOT is marketing the www.az511.com website.  They are looking for better data content and have a pilot in their operations center to enter city-level information.  New single post signs have been developed and marketing is also done via VMS and the radio.

Orlando’s 511 is the “I-4 Hotline” and in June, a private contractor that operates the TMC will enter information manually for 511.  A statewide 511 sign has been adopted.  A letter from the state highway engineer was sent to Verizon Wireless to motivate them to offer 511 in Florida.

San Francisco is operational via landline, Sprint PCS and Cingular.  The service will be rolled out in conjunction with a new IVR rollout in September 2002 without estimated driving time (was going to be cell phone-based) or real-time transit.  City to city travel times will be rolled out by corridor using toll tag readers.  41 transit agencies will be on 511 with some straight transfer.  Scripts are being recorded now for some 20 categories of information.

#SAFE is transitioning to 511 and looking to improve road condition reporting procedures by October 1.

New Jersey had a planning meeting in May 2002.

South Florida’s SunGuide will be switched over to 511 and launched the week of July 15.  The University of Central Florida did a user survey on SunGuide and found that 87% of users like the system and change their route based on its information.  A regional transit operations center (RTO-CIN) is constructing an information network with a regional database and it and the highway database will be housed together and “speak the same language.”

Minnesota is having their 511 launch on July 1 because of the interest in travel-related holiday stories over the July 4th weekend.

Coalition Phase III Workplan, Jim Wright

The Coalition leadership has come up with 6 activities:  

· Developing a 511 Vision Model and a roadmap for implementers to collectively to achieve the vision. 

· Continuing to explore issues of mutual national interest, leading towards issue resolution or at least enlightenment, depending on the nature of the issue.

· Continuing and expanding opportunities for coordination of implementers at all levels of sophistication, including peer exchange and knowledge transfer

· Maintaining the Implementation Guidelines, monitoring their usage and assessing their effectiveness in facilitating the establishment of quality, consistent 511 services. 

· Developing and executing a plan to institutionalize the Coalition into the sponsoring organizations over time while ensuring a stable, sustainable Coalition that continues its activities through at least 2005. 

· Continuation of the national 511 marketing and outreach assistance program.

We are at a key juncture for the Coalition over the next 18 months – the Coalition has value as a forum and we need to determine where it needs to go.  We will develop a vision statement for a mature 511 system and determine a path forward to achieve that and handle some outstanding issues.  We will look at characteristics of the 511 Coalition now and in the future and its critical contributions.  We are looking to capture, in detail, a vision for 511 in 2005 and 2010 both locally and nationwide.

Our Picture for Advancing 511 and the Roadmap to get us there?

The Working Group participated in an exercise to determine a local and nationwide vision for 511 in 2005 and 2010.  Results from the breakout groups below:

NATIONAL VISION – BUILDS ON A NATIONAL STANDARD FOR SERVICES, THOUGH IMPELEMNTATION WILL TAKE PLACE ON A LOCAL LEVEL

2005

Perceived as an essential service (regardless of how it’s paid for)

Nationally recognized brand, a household term

Majority coverage by population, states and major metro areas (including key transit services)

Multi-modal – in major metro areas where providing route specific schedule and delay info – airport conditions

Both regional residents and through travelers are being served

Coalition guidelines are widely used

National organizations recognize 511 as asset in emergencies

Beginning to connect 511 systems 

Improved sense of quality and timeliness of information 

Performance measures in use to assess achievement of goals

50%+ deployed

Respects local vision

Bottom up / top down planning

Nationally recognized

Include all wireless

Service consistent

Similar user interface

Accurate, timely & reliable

Information rich, but incomplete

Rural / urban mix

Easy to use

Accessible by the majority

Funding model identified

Architecture built 

30% implemented

FCC authorized

Consumer confidence – the service works

Transportation value-added integrated with commercial services

Equity – justice

Accessible across demographic lines (environmental justice)

Accessible and ADA compliant

Needed service 

Roadmap for hand off between systems, caller identify and location

Supports homeland security 

Voice-enabled

2010

Viewed as mission critical by customers and providers (agencies)

Full national coverage by all carriers, phones, geography, NHS and transit systems, aviation and redundancy 

On a path to inter-modal trip planning

Start to see seamless standardized systems

Vibrant marketplace for competitive broad range of services – includes aviation

Customized services available to users – by use or by trip

Natural speech interface 

Tied in to other services, both transportation and non-transportation (emergency services)

No coalition needed

Real time

Self-sustaining

Mature content

Beyond the phone

Dissemination media mix varies

511 compatible with other information dissemination technology  

511 brought focus to the technology 

511 & other ATIS services consistent with each other

Recognized and reliable as 911 is today

Nationwide coverage

Multilingual and accessible

Location aware

50% penetration

100% awareness

International

Functional architecture with 70% of the functions implemented

Personalized

User expected

Implement immigration to hand off between systems, caller identify and location

Mostly complete

Consistent funding

One stop shopping

LOCAL VISION – FOR LOCAL SYSTEMS 2005

Tailored to locality – multi-modal and multi-lingual – all guided by local coalition, and informed by local deployers

Something for all customer segments (commuter and occasional traveler)

Many Urban systems deployed

Integration of urban and rural systems 

Integrated with TMCs, Homeland Security and Emergency operations centers

Consistency with national guidelines

Tiered services available 

Perceived as essential service in markets where deployed

Services – We know what we do effectively

Bottom up / top down planning

Serves local / transient travelers

Content

Coverage

Quality

Intermodal

Customer driven

Service institutionalized

Acceptance

Flexible / expandable

Robust dynamic content

High user satisfaction measured by usage

Multimodal trip planning oriented

Phone focused on immediate needs

Trip planning done on another media

Consistent funding 

Phone focused with some experimenting with other media

Dynamic routing

Complimentary with local traveler information centers

2010

Mission Critical service

Comprehensive system, including arterials, real time arrival times (transit) and itinerary planning

Seamless integration of information with other systems (local and national)

Higher quality data – more specific and less generic

Phone and Internet services blended seamlessly 

Integration of 511 with emergency services, other travel and info and use services (parking and tolls) Smart Card and Smart Road Systems 

Vibrant marketplace for premium services

Subscription services

Phone-based service niche

Multi-device distribution of information 

Just as comfortable as a customer service center

GAPS

Heck of a lot more info needed on what public transit info is available without a live operator.

Define “real time” 

What is sufficient quality for service

What is realistic in the way of what information can be delivered by telephone 

Transit property awareness

Other transportation modes

What customers want and use:

Needs of market segments

Changes with 511 based on experience

Survivability and competitiveness

Basic consumer desires

“I have got to have 511.”

“What the heck is 511 and what can it give me.”

What service will they use vs. what the say they want – data gaps

Travel time

Arrival times – bus / rail

Trust data

Level of information 

Aided vs. unaided awareness

Freeway vs. local information needs – cannot provide point to point information 

What happens when we cannot deliver what people want?

What do people want and what would they be tickled to get or what they will really use?

Travel time

Infrastructure, integration, delivery, knowledge – where do we start?

Data collection is the biggest gap – getting data that customers need and want

New enhancements on a regular basis

Public sector lack of experience with products and services that meet needs – no marketing, no trust, no utility, no self-improvement

Demographics of customer / defining customer segments

Skill set of agency – do not have the resources for continual improvement

More research is needed

Test & play – do it, test it & tweak it

What do you need?

Marketing

More system information

Vision activity – content, quality & consistency

No data

Inclusion of transit

Interconnectivity

Universal wireless

Funding

Customer needs

Next, the Working Group, again via breakout sessions, developed Nationwide And Local Actions to Grow 511 through Phase III (to the end of 2003) and IV (to mid-2005).  The report from the breakout groups is below:

Nationwide And Local Actions to Grow 511 through Phase III and IV

Nationwide Phase III

Establish standards for data sharing inter-regionally 

Integrate weather & road conditions at the road segment side

Analyze cost for out of area calls

Guidelines v 2.0 

Establish technical and operational requirements to become a “certified” 511 provider 

Develop a “How To…” guide for implementers  

Improve data sources

More consumer market research 

Research on Transit Needs

Understand true multi-modal needs 

Identify (beyond APTA) all information outlets for Public Transportation services, and begin to interface for Marketing and operations 

Perform Case Studies on Best Practices and Lessons Learned from early implementers – Also mini-case studies documenting all implementers status’ (both Phase III and IV

Develop Tracking similar to tracking of top 75 metro areas for ITS 

Implement advanced weather information 

Meet with telecom carriers 

Define and solve differences 

Outreach and educate all landline and wireless carriers on goals of 511 

15 more deployment grants – all 52 states

Stabilize funding 

Federal funds for deployment 

Provide consistent funding mechanism to support operations of 511  

Look beyond telephone for 511 

Research what can reliably be delivered over telephone 

ATIS data quality, sharing, and gaps include in Infostructure and INTI 

Establish a link with the Homeland Security Infostructure 

Position 511 as an element of Homeland Security and Emergency Preparedness Infrastructure

Static archived auto travel times for prediction

Needs of “through” travelers

Marketing and outreach and marketing resources 

Creation of a speakers bureau

Hold marketing workshops for implementers

Share effective practices, usage information, customer satisfaction and market research 

Investigate services used by customers as compared with preconceived needs

Perfect 511 niche in traveler information marketplace

Understand legitimate Nationwide role vs. local control

Peer to peer agency intercommunications

Outreach and education with Emergency Management agencies and other transportation and non-transportation agencies to raise awareness of 511 

Nationwide Phase IV

Marketing and outreach 

More consumer research

Research use of telephone for info delivery to other markets – determine limitations of telephone interface

Develop performance measures for reliability, accuracy and timeliness 

Develop system for collecting metric/measurement and reward for steady improvement.

Coordinate multimedia distribution services 

Explore other opportunities for 511/ATIS dissemination as technology advances 

Review local development efforts, identify 1-3 methods to do key tasks and promote a “standard” 

Begin to standardize how 511 systems communicate inter-regionally and Nationwidely 

Establish dialogue with Emergency Management Agencies 

Establish new Nationwide leadership model

Provide consistent short-term (2-3 years) funding assistance 

Consider tax on phones or service to pay for 511 functionality and service 

Local Phase III

Include transit information

Coordinate with transit providers to determine their needs and outreach to them to show how 511 can meet, at least, some of their needs 

Insure that transit info can be delivered through automated procedure 

Identify current services and create a plan to migrate and consolidate to 511 platform / process 

Deploy ITS on all freeways, key arterials and some local routes (Federal funds / states deploy) 

Fully instrument highway network and transit fleets 

Increased data collection 

Implement improvements and enhancements to road condition reporting systems 

Multimodal trip planning 

Pertinent weather data defined 

Consistency / interconnectivity – Start to link 511 systems with adjoining systems 

Outreach and education with Emergency Management agencies and other transportation and non-transportation agencies to raise awareness of 511 

Universal wireless carriers 

Resolve all telecom related issues 

Continual customer research and improvement on delivering their wants and needs 

Identify data holes from customer ranked laundry list of functions and identify projects to correct and improve 

Application of new business models to test sustainability – Pilot subscription/premium services 

Partner with telecom carriers for ISPs to develop custom/subscription services 

Local Phase IV

Fusion of weather and road management activities with travel time estimation 

Better data 

Increased data collection 

Enhanced automation efforts 

Explore new technologies to inexpensively create reliable, pervasive data 

Establish local organization(s) to lead 511 

Inter-city travel time pilot 

Deploy integrated ATIS hub to collect distribute data 

Work with Homeland Security and Emergency Response agencies to share data

Based on the information gathered above, the Policy Committee will be asked examine this vision for 511 and the roadmap to get there, characteristics of the Coalition and roles for the sponsoring organizations to institutionalize the activities of the Coalition.

