
 
 

 

 

 

 

 

 

 

 

 

 



 

 
 

 

 

 

 

 

 

 

 

 

 [This page is intentionally left blank] 

 

  



 

 
  

511DFW TRAVELER INFORMATION SYSTEM ς 
INDEPENDENT EVALUATION 

 

 

Prepared by: 
 

Sanjay Paul, Ph.D., P.E. 
Jody Short, P.E., PTOE 

John Denholm, P.E., PTOE 
Lee Engineering, LLC 

  

Colby Walton 
Kelly Hardwick 

Cooksey Communications  
 

and 
 

Jignesh Thakkar, P.E., PTOE 
OTHON Inc. Consulting Engineers 

 

 

Prepared for: 
 

North Central Texas Council of Governments (NCTCOG) 
 

 

January 2016 
 

 

 

 

 

 

 

 



 

 
  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

[This page is intentionally left blank] 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 
  

 

DISCLAIMER 

 

Prepared in cooperation with the Regional Transportation Council, NCTCOG, and the 

Texas Department of Transportation.  
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ACRONYMS, ABBREVIATIONS AND SYMBOLS 

 

ASP  Active Server Page 

CASA  Collaborative Adaptive Sensing of the Atmosphere  

CBD  Central Business District 

CCTV  Closed Circuit Television 

CMAQ  Congestion Mitigation and Air Quality  

COG  Council of Governments 

DART  Dallas Area Rapid Transit 

DFW  Dallas-Fort Worth 

DMS  Dynamic Message Sign 

DOT  Department of Transportation 

FHWA  Federal Highway Administration 

FTA  Federal Transit Authority 

GIS  Geographic Information Science 

ICM  Integrated Corridor Management 

IT  Information Technology 

ITS  Intelligent Transportation System 

IVR  Interactive Voice Recognition  

LEP  Limited English Proficiency 

MPO  Metropolitan Planning Organization 

NCTCOG North Central Texas Council of Governments  

NTE  North Tarrant Express  

NTTA  North Texas Tollway Authority 

OS  Operating System 

RFP  Request for Proposals 

RTC  Regional Transportation Council 

SAT  System Acceptance Test 
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STP  Surface Transportation Program  

TV  Television 

TxDOT  Texas Department of Transportation 

USDOT  United States Department of Transportation 

V2I  Vehicle-to-Infrastructure 

V2V  Vehicle-to-Vehicle 

XML  Extensible Markup Language 
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EXECUTIVE SUMMARY 

 

As of 2015, forty-five 511 services have been deployed in 39 states in the nation by following 

the United States Department of Transportation (USDOT) vision of using a cobranded website 

and phone system (511) to disseminate real-time traffic, transit, and weather information to 

the traveling public. The 511DFW system was developed by a consultant in 2013 for Dallas Area 

Rapid Transit (DART), in collaboration with the Texas Department of Transportation (TxDOT), 

the North Central Texas Council of Governments (NCTCOG), which covers over 200 member 

government agencies, and the Cities of Dallas, Richardson and Plano as part of the US 75 

Integrated Corridor Management (ICM) effort.  

 

The 511DFW system serves as the single source for real-time, comprehensive regional traveler 

information that includes planned and unplanned incident information and status; modal 

availability; travel times; speeds, conditions, and congestion information for roadways; transit 

routes, schedules and vehicle tracking; weather; and parking management. Interest from the 

traveling public and even from government agencies has increased over the years, and several 

other agencies want to actively participate in the program. This study investigates how a 

significantly large number of agencies can effectively participate in the 511DFW service. The 

current research also answers the following basic planning questions:  

 

¶ what would be the best business model to adopt;  

¶ what should be the organizational structure for efficient coordination; 

¶ who should take the lead to make the coordination effective;  

¶ which way to go: statewide or regional 511 system; 

¶ what would be the right marketing tools to promote the service;  

¶ how is the existing system performing and what is the potential for further 

improvements;  
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¶ what is the anticipated cost for providing a basic system and recommended 

improvements; and 

¶ is there any possible opportunity for revenue generation from the system? 

 

The comprehensive research identifies that the current system follows a hybrid business model 

that consists of assistance from an outsourced contractor in development, operation and 

maintenance, and significant efforts from partnering agencies in data entry and other 

coordination. This model provides the system with flexibility in fund usage and is currently 

working well for the 511DFW system. It has been estimated that providing continued training to 

all of the new agency personnel of all new partnering agencies for their data entry support will 

have a total cost of about $40,000 ς $50,000.  

 

The current system is led by DART. The determination of an optimal lead agency involves a 

variety of considerations and factors. This study developed a matrix with criteria that include: 

previous experience and familiarity, institutional capacities, funding sources, administrative 

hierarchy i.e. agency responsible for administrating larger jurisdictional area, and comparison 

to other similar regional systems. Though DART has been the lead in development, operation 

and maintenance of the 511DFW system since 2013, there are some advantages to the regional 

system if NCTCOG, as an agency that is responsible for administrating a larger jurisdictional 

area, is willing to take over the management of the system.  

 

In addition to the existing partners, other agencies that include the Cities of Fort Worth, 

Arlington, Grand Prairie, Irving, McKinney, and Flower Mound, and two transit agencies ς Fort 

Worth Transportation Authority (The T) and Denton County Transportation Authority (DCTA) ς 

have expressed an interest in more active participation in a regional 511 system. It would be a 

challenge to coordinate with both actively and non-actively involved entities (over 200 local 

government members of NCTCOG) in a single meeting, and to share thoughts and plan 

effectively. Therefore, a two-level coordination concept with an executive committee (led by  
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NCTCOG) and several operational sub-committees (led by each actively involved entity) has 

been recommended in the new organizational structure. It has been estimated that each 

executive-level entity will require about 450 hours annually and each operational sub-

committee entity will require about 370 hours per year for this coordination efforts. It has also 

been estimated that the system would require about $1,100,000 dollars annually for the 

continuing operation and maintenance of the 511DFW system. This cost covers hardware and 

communication maintenance, third party traffic data acquisitions, parking data acquisitions, 

quarterly data update, periodic and as required operations and maintenance, and overall 

project management. Research revealed that an average of 400,000 dollars is required for 

annual operations and maintenance for other 511 systems which disseminates traffic 

information from freeways only and the lead agency owns the software and also purchases the 

third party data separately or uses its own detector data.  

 

The existing 511DFW system complies with the national standards and requirements 

established by the 511 coalition committee. When compared with 511 best practices in the 

nation, thŜ 5C² ǊŜƎƛƻƴΩǎ 511, which is a fairly new system, has all the necessary components to 

disseminate real-time travel information to the public. The 511DFW service has four 

components: website, interactive voice recognition (IVR), My511 personalization system, and a 

mobile app to cover a variety of users. Current limitations, user friendliness, ease of use, and 

data coverage have been investigated for each of these components, and a number of features 

have also been recommended to further advance them. It is estimated that $250,000 ς 

$400,000 would be required to implement the recommendations that have been developed as 

part of this study. 

 

Additionally, since 39 percent of ¢ŜȄŀǎΩ ǇƻǇǳƭŀǘƛƻƴ ƛǎ Hispanic, a Spanish-language version of 

the 511DFW system which consists of website, IVR, My511, and mobile app is recommended. 

The associated cost has been estimated to be about $50,000 - $60,000 for implementing this 

effort while some of the developers think it may cost as much as $250,000.  
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Effective marketing plays a vital role in increasing the number of users, and a list of potential 

marketing and campaigning efforts has also been developed. Coordination with airport 

authorities, TxDOT, North Tarrant Express, North Texas Tollway Authority, and LBJ Express to 

use their existing infrastructure for campaigning is also recommended and will not require extra 

funding beyond effective collaborations. Other strategies for marketing and campaigning have 

been developed, and the cost for the associated efforts has been estimated to be $700,000 ς 

$1,500,000, depending on the extent of the campaign program. The following table shows the 

cost components that are required for the continuous operation of the current system as well 

as to deploy the develop recommendations.  

 

Items Costs (in USD) 

Operational cost $1,100,000 (annual) 

Agency personnel training on data 
entry software EcoTrafiX 

$40,000-$50,000 (one time training for 
each agency) 

Enhancements of 511DFW (Website, 
IVR, My511, and mobile app 

$250,000-$400,000 (one time 
improvement cost) 

Bilingual System (Spanish version in 
addition to current English) 

$50,000-$60,000, it could be as much as 
$250,000 (one time deployment cost) 

Marketing and Campaigning $700,000-$1,500,000 (one time cost) 

 

 

Potential opportunities for public-private partnerships for 511 services and some successful 

practices in the nation have also been investigated. The findings suggest increasing the number 

of users significantly through effective marketing and campaigning first, and then using the 

annual usage statistics as a tool for revenue generation. After a considerable increase in users, 

an attempt to generate revenue is recommended. This effort will cost the lead agency about 

260 hours for preparing request for proposals and selection of contractor, and 100 hours for 

continuous coordination and monitoring. It is also anticipated that the revenue generated from 

this system would be able to reduce the burden from the partnering agencies by providing 

financial support towards annual operating costs.   
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CHAPTER 1: INTRODUCTION 

 

The United States Department of Transportation (USDOT), in 2000, envisioned using an 

abbreviated N11 (where N is a digit from 0 - 9) dialing code to provide a simple, easy-to-

remember-and-use telephone number to disseminate multimodal travel information to the 

traveling public. This need arose because it was clear to those in the travel information sector 

of the transportation industry that there were too many potential sources of information for 

travelers, each having its own different ten-digit telephone number, which are rarely known by 

the traveling public (511 Deployment Coalition, 2005). The N11 solution was viewed as a way to 

cuǘ ǘƘǊƻǳƎƘ ǘƘŜ άƴǳƳōŜǊέ ŎƭǳǘǘŜǊΣ ŀƴŘ ŜƴŀōƭŜ ŀ ǿƛŘŜƭȅ ƪƴƻǿƴ ǎƻǳǊŎŜ ƻŦ ƛƴŦƻǊƳŀǘƛƻƴ ƻƴ ŀ Ƴǳƭǘƛ-

jurisdictional or regional basis. This 511 service is an advanced concept of communicating and 

disseminating information in real time from the stakeholders on the roadway systems to the 

traveling public, and the use of real-time travel information systems improves flow and reduces 

congestion (GAO, 2009). This sophisticated component of an intelligent transportation system 

provides a popular, user-friendly, direct service to taxpayers in their daily lives. As of 2015, 

there are 511 services deployed by 45 leading agencies in 39 different states in the nation.  

 

To ensure the highest-quality customer service, 511 services provide roadway condition, 

construction, traffic and incident management, public transportation, parking and weather 

information all together at a single access point. This system provides travelers advanced, 

reliable, and accurate real-time information that increases mobility and safety, decreases 

congestion (to a certain extent), and ultimately provides travelers with improved overall travel 

satisfaction. Following the USDOTΩǎ vision of providing real-time, multimodal transportation 

system information to the traveling public, DART, TxDOT and the North Central Texas Council of 

Governments (NCTCOG), which is a voluntary association of, by, and for local governments, 

have implemented the 511DFW Traveler Information System for the Dallas and Fort Worth 

areas as part of the US 75 integrated corridor management (ICM) project. The current 511DFW  

 



 

2 | P a g e 
 

511DFW TRAVELER INFORMATION SYSTEM ς INDEPENDENT EVALUATION 

 

system, which is the first and only 511 system in the State of Texas, became operational in 

2013.  

 

The system followed the standard specifications developed by the national 511 Deployment 

Coalition Committee, and implemented the 511 system for 10 counties in the Dallas-Fort Worth 

area. The 511DFW service is anticipated to be the single source for providing regional traveler 

information including: planned and unplanned incident information and status; modal 

availability; travel times; speeds, conditions, and congestion information for roadways; transit 

routes, schedules and vehicle tracking; weather; and parking management. It was also 

anticipated that the service would provide timely, useful, high-quality, comprehensive, readily 

available and easily accessible information for multiple modes of transportation to the traveling 

public in the Dallas-Fort Worth region. 

 

Increasing interest in the 511 system from other agencies led to this project, which was 

undertaken to evaluate the current system, compare it with national guidelines and other best 

practices, and recommend potential improvements along with guidance for future 

management, organizational and operational structures, and innovative revenue generation 

opportunities to continue operating the 511DFW service in the region and better disseminate 

real-time travel information to the public.  

 

In order to ǇǊƻǾƛŘŜ ǘƘŜ ǘǊŀǾŜƭƛƴƎ ǇǳōƭƛŎ ŀ άƻƴŜ-ǎǘƻǇ ǎƘƻǇǇƛƴƎέ ǇƭŀŎŜ to get details necessary to 

reach their destinations on time, choose the most effective transportation mode, plan ahead 

for construction- or weather-related delays, and learn more about traffic-related incidents 

while on route, the goal of this study is to independently evaluate the current 511DFW service, 

suggest new necessary features, and identify ways to optimize the operational cost.  Thus, the 

research addresses the following four primary objectives: 

 

¶ Conduct comprehensive literature review and identify guidelines for the efficient, 

popular and recommended best practices of 511 traveler information systems. 
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¶ Investigate and assess the existing 511DFW system, and identify potential for future 

improvements. 

¶ Compare the best practices with existing systems and prioritize a list of needs, features 

and services to be added for the enhancement of the 511DFW system, which may 

include effective methodologies, management strategies, organizational restructuring, 

technological application and coverage of data. 

¶ Develop an implementation plan and schedule for the enhancement without 

interrupting the existing service, in order to provide the most advanced service to the 

traveling public with the latest accurate and reliable travel information. 

 

To fulfill the research objectives, a four-step work flow has been established in this study: 

literature review and identification of standards and best practices; evaluation of existing 

511DFW system; development of recommendations for the enhancement of the existing 

system; and development of an implementation plan of the recommendations and necessary 

cost estimation. This report is organized in the order of this work flow. The organization and 

structure of the report is as follows: 

 

Chapter 1:  Describes the vision of 511 traveler information systems, history of 511DFW 

service, and needs of the current 511DFW system in NCTCOG area.  It also 

describes the challenges that the current system is facing and the objectives of 

this research project.    

Chapter 2:    Identifies the standard guidelines and requirements of USDOT and the national 

511 coalition committee. It also identifies best practices of 511 systems in the 

nation and compares these with the existing 511DFW system to identify 

opportunities for further improvements.  

Chapter 3: Develops a prioritized list of needs for the enhancement of the existing 511DFW 

system including its management and organizational structure, marketing and  
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campaigning plan, future funding sources, new features in 511 service 

components, and a real-time performance monitoring system.  

Chapter 4: Develops an implementation plan and schedule for the recommended features, 

and estimates applicable costs.   
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CHAPTER 2: EVALUATION OF THE 511DFW SERVICE 

 

Since 2001, there have been forty-five 511 systems deployed and operated in the USA, and 37 

of them are statewide, and 8 of them are regional (FTA, 2009). The goal of 511 is to provide 

reliable and accurate, real-time traffic, transit and weather information to the traveling public 

for their efficient and safe travel. An effective way to consolidate these islands of information 

into one multimodal, comprehensive resource for the traveling public is through a 511 system, 

where active participation by different agencies and an understanding of the available 

resources are vital to the success of the system (FHWA, 2014).  

 

The national guidelines set standards about the data content and coverage for the 511 service. 

Typical roadway-related content includes information on construction, incidents, special 

events, and congestion on both freeways and local major streets. Transit content is typically 

schedule and fare information and service disruptions, along with call transfers and website 

links to transit agencies. Weather information can include current conditions that are affecting 

travel (flooding, high winds, etc.), as well as forecasts (511 Deployment Coalition, 2005).  

 

In addition to a wider coverage of traveler information, a well-defined management and 

organizational structure with commitment of the participating agencies is also critical for the 

success of any 511 service. Also, in order to assure the required high level of reliability, a 

comprehensive and cohesive operating structure must be in place for ǘƘŜ ǎŜǊǾƛŎŜΩǎ day-to-day 

operations (MORPC, 2009).  

 

This independent study reviewed national standards and requirements developed by the 511 

coalition committee, and other best practices of 511 services around the nation. The team also 

evaluated the existing 511DFW system and its business model, management, organizational 

structure, and operational collaboration. The team also conducted research on innovative 

funding sources, including opportunities for public-private partnerships. The current features of  
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the existing 511DFW system have also been evaluated in comparison with the national 

standards and other best practices.  

 

BUSINESS MODEL 

 

The national 511 Deployment Coalition Committee has identified 

three general business arrangements: operated in-house; fee-

for-service contract; or a hybrid model that is a blend of the two 

ς with some features and services performed in-house, and 

some contracted out. This last model is followed for the majority 

of 511 services across the country (511 Deployment Coalition, 

2005). Representing a blend of efforts from the agencyΩǎ ƛƴ-

house staff and an outsourced contractor, the hybrid model provides more flexibility and makes 

the system more efficient. A fourth option could be a completely outsourced product and 

management, with a single agency handling oversight of the entire system from a very high 

level. This option would be expensive unless a significant amount of revenue is received from 

any available public-private partnerships.   

 

The current 511 DFW system is a blend of agency in-house staff leading the effort, while also 

incorporating a private contractorΩǎ assistance. DART is the lead agency that coordinates with 

the partnering agencies and obtains assistance from a private contractor for implementing any 

changes in the system. Other partnering agencies, including TxDOT, provide real-time data 

input support to the system developed by the contractor. An investigation of the current 

business model of the 511DFW service, which is a hybrid in-house and outsourced contractor 

model, reveals that it generally works well.  
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511DFW AND COLLABORATIONS 

 

511DFW is a regional traveler information system for 

transportation systems and services throughout the North 

Texas area covering 10 counties including Collin, Dallas, 

Denton, Ellis, Johnson, Kaufman, Parker, Rockwall, Tarrant, 

and Wise.  

 

The system followed the national guidelines in its 

organizational structure by incorporating the state and local agencies. The current system is led 

by DART, and the organization/  coordinating committee consists of members from TxDOT, 

NCTCOG, DART, and Cities of Dallas, Richardson and Plano. The system was developed by an 

outsourced contractor, and the contractor is also assisting in the day-to-day system operation 

and maintenance. The role of each current partnering agency in the current organizational 

structure is described below.  

 

Texas Department of Transportation (TxDOT) 

As the state transportation agency, TxDOT has been actively involved with the current 511DFW 

system deployment and continuous operation. TxDOT is also an active member of the regional 

511DFW coordination committee. The DalTrans Transportation Management Center (TMC) is 

managed and operated by TxDOT. DalTrans TOC staff enters the freeway incident, events, and 

ŎƻƴǎǘǊǳŎǘƛƻƴ ƛƴŦƻǊƳŀǘƛƻƴ ƛƴǘƻ ǘƘŜ ά[ƻƴŜǎǘŀǊ CǊŜŜǿŀȅ aŀƴŀƎŜƳŜƴǘ {ȅǎǘŜƳέ ǿƘƛŎƘ Ƙŀǎ ŀ ǿŜō 

connection to the 511DFW service. The TxDOT feeds from cameras, DMSs, and speed detectors 

are also linked to EcoTrafiX and the data fusion engine which feeds the data to the 511 DFW 

system. Moreover, DalTrans and DART have an inter-local agreement which allows DART to 

physically house the 511DFW servers and other system equipment at DalTrans, and TxDOT 

shares 10 percent of the cost of the 511DFW operational and maintenance contract managed 

by DART.  
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North Central Texas Council of Governments (NCTCOG) 

As the regional planning agency, NCTCOG has been actively involved with the current 511 DFW 

deployment and continuous operation. NCTCOG is responsible for evaluating the 511DFW 

website, IVR, and other features. NCTCOG also assisted DART in developing the specifications 

that were used for the current operation and maintenance contract for the 511DFW system. 

Moreover, NCTCOG is an active member of the regional 511DFW coordinating committee and 

funds 80 percent of the regular operational and maintenance costs for the fiscal year 2016. 

Prior to 2016 the operating cost share was equal (1/3 of the total cost by each agency) for all 

agencies i.e. TxDOT, NCTCOG and DART. 

 

Dallas Area Rapid Transit (DART) 

DART is the lead agency of the current 511DFW system. DART is the project manager for the 

511DFW system integration, operations, and contracts, as well as the chair of the regional 

511DFW committee. DART also provides the spokesman for the current system. DART has 13 

member cities including Dallas, Plano, Richardson, Irving, Glenn Heights, Rowlett, Garland, 

Farmers Branch, Carrollton, University Park, Highland Park, Cockrell Hill, and Addison. DART 

provides transit incidents, events, and construction feeds to the system and supports the trip 

planner, GTFS data feeds, real-time location of Bus, and rail, rail passenger counts and parking 

locations and availability, and social media feeds that are not automatic. DART staff also enter 

real-time transit construction, incident and event information into EcoTrafiX which feeds the 

511DFW system. DART also provides floodgate messages as needed. Moreover, DART 

participated greatly in the development of the system and is committed to long-term funding of 

the system and is currently sharing 10 percent of operating costs of the current system for fiscal 

year 2016. Prior to 2016, DART shared one third of the total cost to operate and maintain the 

511DFW system.  
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City of Dallas, Texas 

As a local government entity, the city manages 5ŀƭƭŀǎΩ incident response plans that feed into 

511DFW. It has also been a long-term member of the regional 511DFW coordinating 

committee. The City Operations Control Center staff enter all of the Dallas events, construction, 

and incidents into EcoTrafiX, which feeds the 511DFW.  

 

City of Richardson, Texas 

As a local government entity, the city manages RichardsonΩǎ response plans that feed into 

511DFW on the US 75 Corridor only. It has also been a long-term member of the regional 

511DFW committee. The City Traffic Operations Center operators enter Richardson events, 

construction and incidents into EcoTrafix, which feeds the 511DFW system.  

 

City of Plano, Texas 

As a local government entity, the city manages tƭŀƴƻΩǎ Ǌesponse plans that feed into 511DFW. It 

has also been a long-term member of the regional 511DFW coordinating committee. The City 

Operations Control Center controls and enters Plano events, construction, and incidents into 

EcoTrafix, which feeds into 511DFW.  

 

Additionally, North Texas Tollway Authority (NTTA) and HERE (previously Navteq) were also 

involved with the 511DFW system from its early deployment.  

 

Private Outsourced Contractor 

As mentioned in the business model discussion, the current 511DFW system is a combined 

effort of government agencies with assistance from an outsourced contractor. The contractor 

has developed the 511DFW system, which includes the website, phone system, My511 

personalization system, and the mobile app. The contractor also developed and maintains the 

EcoTrafix software, which links all control centers to share regional traffic conditions, incidents, 

and events with the public through 511DFW. The contractor developed and is now maintaining  
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the Data Fusion Engine that fuses the data and brings traffic speeds, weather, transit location, 

parking and load data, and incident information together in the system. The contractor also 

provides 24/7 system support. Moreover, the contractor also provides training staff at the 

Regional Control Centers as needed.  

 

Potential for Collaboration 

Besides the current government agencies, there are other agencies that have expressed an 

interest in more direct, active participation in the 511DFW system, including the Cities of Fort 

Worth, Arlington, Grand Prairie, Irving, McKinney, Frisco, and Flower Mound. Two transit 

agencies: Fort Worth Transportation Authority (The T) and Denton County Transportation 

Authority (DCTA) have also expressed an interest in more active participation. The plan is to 

expand the coverage and include the interested jurisdictions in the 511DFW system. This will 

require additional coordination among agencies and formation of a comprehensive plan with 

specific operational strategies. Personnel from these agencies have been trained to use 

EcoTrafiX. 

 

The 511DFW service covers more than 200 government agencies in the NCTCOG area. It would 

be unrealistic for the lead agency to coordinate with all agencies effectively, hosting meetings, 

and discussing issues at the same time for 511DFW planning with such a big group of people. 

The coordination would be more efficient with different levels of meetings among the 

respective agencies by distinguishing the agencies based on their level of partnership.  

 

The new 511DFW coordination committee should have committees at two levels: one higher-

up committee with all actively involved agencies, which may consist of six current partners and 

eight newly interested agencies. This committee may be called the 511DFW Executive 

Committee. Figure 1 shows a proposed Executive Committee, and Table 1 shows the contacts 

of the representatives for the 511DFW system.  
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Figure 1 ς Higher Level 511DFW Executive Committee 

 

At the second level, there should be a number of committees that would include 

representatives from all local agencies covered by the 511DFW service. This level of committees 

may be called 511DFW operations sub-committees, and each committee would be run by each 

executive member agency, who would also be responsible for coordinating with the non-

participating agencies.  The Executive Committee members will bridge the gap between the 

511DFW system and the non-participating agencies by coordinating with them, conveying 

messages on guidelines and policies from the 511DFW Executive Committee to the non-

participating agencies. Table 2 shows the list of sub-committee member agencies with 

respective lead executive agencies for each sub-committee.  

 

Without having a cohesive structure and active participation of the partnering agencies, a 

successful operation of any 511 system would be unrealistic. As mentioned, it is envisioned that 

the two-level committee structure will make the overall operation more efficient and effective.  
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For ensuring ongoing coordination, regularly scheduled coordination meetings may take place. 

Three Executive Committee meetings and six operations sub-committee meetings annually 

would be a good start at this point. Table 2 shows a proposed list of sub-committee members 

of each sub-committee. It would also be convenient for the agencies to keep a specific day fixed 

for the coordination meetings such as the first Wednesday of the month. Since most holidays 

are either on Mondays, Thursdays, or Fridays, Wednesdays should work for the meetings 

without missing any meeting dates for holidays. Table 3 shows a list of proposed coordination 

meetings at both levels for a typical year. Figure 12 in the Appendix shows an example schedule 

of coordination meetings (both Executive Committee meetings and operations sub-committee 

meetings) for 2016. 

 

It would be also beneficial to have the meeting minutes of Executive Committee meetings and 

operations sub-committee meetings uploaded on a common place on the website. A new tab 

on ǘƘŜ рмм5C² ǿŜōǎƛǘŜ ŎƻǳƭŘ ōŜ ŀŘŘŜŘ ŀƴŘ ŎŀƭƭŜŘ άрмм5C² /ƻŀƭƛǘƛƻƴΦέ ¢ƘŜ ƭŜŀŘ ŀƎŜƴŎȅ ǎƘƻǳƭŘ 

have authority to upload/delete/modify any documents at the site. The effort will enable all 

ŎƻƳƳƛǘǘŜŜǎ ǘƻ ƪŜŜǇ ǘǊŀŎƪ ƻŦ ǘƘŜƛǊ ƻǿƴ ŀǎ ǿŜƭƭ ŀǎ ƻǘƘŜǊǎΩ ŀŎǘƛǾƛǘƛŜǎ ŀƴŘ ǿƻuld also encourage 

them to be proactive. 

 

Since the current business model for the 511DFW deployment and operation is a blend of 

agency in-house staff leading the effort, while also incorporating a private contractorΩǎ 

assistance.  The 511DFW committee should outsource the technical operation and 

maintenance responsivities to private constructor. The committee should also contract out 

request for proposals for implementation of any enhancements to the system. The lad agency 

must assign a full time 511DFW Project Manager (PM) who will have overall responsibility for 

administering all aspects of the 511DFW system. This individual will lead the executive 

committee consisting of the system support technicians, agency coordinators, and outsourced 

contractor-provided system technical maintenance, operations and enhancement 

implementation personnel.  The Project Manager will chair the 511DFW Executive Committee  
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and also be the main point of contact for all the operation sub-committees. The operations and 

maintenance of the 511DFW system will be overseen by the 511DFW PM as well. The 511DFW 

PM would lead the efforts for periodic reviews of the system, including necessary software, to 

identify necessary software updates, license renewals and interface upgrades with an estimate 

of funds required to implement. The outsourced contractor PM should directly report to the 

511DFW PM. The current operational plan should be followed for all coordination and 

responsibility allocation.  

 

Table 1 ς 511DFW Executive Committee Representatives  

Executive Member Agency Contacts 

Agency Type Agency Name Name Email Phone 

Department of 
Transportation 

TxDOT Dallas District To Be Determined To Be Determined To Be Determined 

TxDOT Fort Worth 
District 

To Be Determined To Be Determined To Be Determined 

TxDOT Austin Office To Be Determined To Be Determined To Be Determined 

Tollway 
Authority 

North Texas 
Tollway Authority 

To Be Determined To Be Determined To Be Determined 

Council of 
Governments 

NCTCOG To Be Determined To Be Determined 
 

To Be Determined 

 

Transit Agency 

DART To Be Determined To Be Determined To Be Determined 

DCTA To Be Determined To Be Determined To Be Determined 

The T To Be Determined To Be Determined To Be Determined 

Local Cities 

City of Dallas To Be Determined To Be Determined To Be Determined 

City of Richardson To Be Determined To Be Determined To Be Determined 

City of Plano To Be Determined To Be Determined To Be Determined 

City of Arlington To Be Determined To Be Determined To Be Determined 

City of Fort Worth To Be Determined To Be Determined To Be Determined 

City of Grand Prairie To Be Determined To Be Determined To Be Determined 

City of Irving  To Be Determined To Be Determined  To Be Determined 

City of McKinney To Be Determined To Be Determined To Be Determined 

Town of Flower 
Mound 

To Be Determined To Be Determined To Be Determined 

 

 

 

 



 

14 | P a g e 
 

511DFW TRAVELER INFORMATION SYSTEM ς INDEPENDENT EVALUATION 

 

Table 2 - List of Sub-committee Members of 511DFW System 

Executive Member Sub-committee Members 

NCTCOG To Be Determined 

DART To Be Determined 

DCTA To Be Determined 

The T To Be Determined 

City of Dallas To Be Determined 

City of Richardson To Be Determined 

City of Plano To Be Determined 

City of Arlington To Be Determined 

City of Fort Worth To Be Determined 

City of Grand Prairie To Be Determined 

City of Irving To Be Determined 

City of McKinney To Be Determined 

Town of Flower Mound To Be Determined 

 

 

Table 3 ς List of Proposed Coordination Meetings (at both Executive and Operational Levels) 

Month Date Meeting Type 

January - - 

February 1st Wednesday Operations Sub-Committee 

March 1st Wednesday Executive Committee 

April 1st Wednesday Operations Sub-Committee 

May  - - 

June 1st Wednesday Operations Sub-Committee 

July 1st Wednesday Executive Committee 

August 1st Wednesday Operations Sub-Committee 

September  - - 

October 1st Wednesday Operations Sub-Committee 

November 1st Wednesday Executive Committee 

December 1st Wednesday Operations Sub-Committee 
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REGIONAL 511DFW OR TEXAS STATEWIDE SYSTEM 
 

As mentioned earlier, there are eight regional 511 

systems in the United States, versus 37 operated as 

statewide systems. In regional systems, coordination 

among the partnering agencies would typically be 

more efficient compared to a huge statewide system 

supporting multiple regional systems, especially for 

larger states like Texas.  

 

There are several advantages of having a statewide system instead of having a regional system. 

As different regions of a state may have different time zones, the peak hour could be 

distributed, which saves resources, especially fewer numbers of phone channels for the IVR 

system. A single statewide system can eliminate data and system inconsistencies, and lessen 

ǳǎŜǊǎΩ ŎƻƴŦǳǎƛƻƴΦ On the other hand, states have had issues when having regional 511 systems. 

For example, Florida DOT integrated all the regional 511 systems into one traveler information 

resource in 2009Φ ¢ƘŜȅ ǊŜǇƻǊǘŜŘ ǘƘŀǘ ƳǳƭǘƛǇƭŜ ǎȅǎǘŜƳǎ άǿƻǊƪŜŘ ŘƛŦŦŜǊŜƴǘƭȅ ŎŀǳǎƛƴƎ ŎƻƴŦǳǎƛƻƴ 

among travelers.έ Though following standard specifications can eliminate data and system 

inconsistency, Florida was ultimately unable to operate multiple systems.  

 

TxDOT has two other websites that disseminate real-time traffic information: 

http://drivetexas.org and http:// its.txdot.gov. The regional 511DFW system already exists, so it 

could save TxDOT both time and money in developing the statewide 511 system.  Coordination 

with TxDOT on the possibility of using the 511DFW system as the groundwork for the statewide 

511 system, or integrating it into a future TxDOT system, could be beneficial. It may be efficient 

to consolidate both software and hardware of the existing TxDOT and 511DFW system and 

launch a statewide system for the entire state of Texas.  

 



 

16 | P a g e 
 

511DFW TRAVELER INFORMATION SYSTEM ς INDEPENDENT EVALUATION 

 

Interviews with TxDOT staff revealed that TxDOT currently does not have any plans for a 

statewide 511 system. Therefore, it would be wise to keep the regional 511DFW system 

operational, and begin investigating opportunities for a statewide system with integration of 

the current system into it.   

 

LEAD AGENCY: TxDOT VS NCTCOG VS DART 
 

                                                                       

 

There are no straightforward guidelines developed to determine who should be the leading 

agency to run a 511 system. The state DOT, MPO, or any transit agencies are potential 

candidates and can take the lead depending on the circumstances. Determination of the 

leading agency, to a great extent, depends on if the system is to remain a regional system, or if 

it is expected to transition into a statewide system, as well as other factors. The matrix of the 

determining criteria/  factors that have been developed as part of this study consists of previous 

experience and familiarities; institutional capabilities; administrative hierarchy; funding 

sources; and other similar systems. Each of the factors is discussed pertaining to 511DFW in the 

following sections to determine the best candidate to lead this effort.  

   

¶ Previous Experience and Familiarity ς DART has taken the lead in the development 

and operation of the 511DFW system and is the agency most familiar with it. DART 

became the project manager and primary advocate for 511 to encourage multi-

modal, multi-facility information. DART's mission is to improve mobility within the 

region including its 13 member cities. DART has invested substantial DART funds in  
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the development of the traveler information program and DART has been willing to 

consistently provide program leadership, project management and funding since the 

program's inception. DART's enabling legislation permits it to provide contract 

services including transit, traveler information, ITS services, bike and pedestrian 

programs, and street improvements and ITS. Therefore, DART would be suitable to 

continue leading the system. This, however, is not the typical practice for other 511 

systems in the United States. This also depends on the business model that the 

current system has adopted. If the business model requires significant amount of 

outsourced efforts, then the leaŘ ŀƎŜƴŎȅΩǎ experience may not carry much weight in 

this regard. Regardless of who is leading the system, the partnering agencies will 

continue entering the real-time data into the system, and the rest of the tasks would 

be operated and maintained by the outsourced contractor. 

 

¶ Institutional Capacities - The statewide 511 programs (or the regional 511 

programs) that are currently in operation have been deployed by state DOTs (or the 

MPOs, and a transit agency as in the case of 511DFW - DART) alone or in partnership 

with other local agencies. Both of these are options, as would be a 511 system for 

which a transit agency is the lead agency. In all cases, the deploying agency needs to 

work with internal control boards or Information Technology (IT) departments to 

develop and launch a 511 phone system or webpage. Again, if an outsourced 

contractor plays a significant role in day-to-day operation and maintenance, 

institutional capabilities does not carry much weight to determine the lead agency.   

 

¶ Administrative Hierarchy ς Being under the same umbrella, an agency which is 

responsible for a largest jurisdiction would be more efficient in running a 511 

system. In this particular case, the hierarchical ranking is, in order of highest to 

lowest, TxDOT, NCTCOG, and DART. Since the current plan is to keep operating the 

regional 511DFW system, and since TxDOT does not have any plans or significant  
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funding for the 511 system, NCTCOG would be the next organization in the 

jurisdictional hierarchy to take the lead. NCTCOG is the planning agency for the 

entire region and works with all local cities and the transit agencies, and it would 

better be able to effectively coordinate with partnering agencies and run the system 

more efficiently. In that case, TxDOT, DART and other partnering agencies would 

provide support to NCTCOG.  

 

DART has been in the lead from its early stage, and is familiar with the system and 

the current plan is to expand the 511DFW agency involvement, include two other 

transit agencies, and bring in other local government entities or agencies that are 

outside of the DART service area. Based on the Texas Transportation Code 452, 

DART is authorized to provide regional service beyond its service area subject to an 

appropriate funding agreement. 

 

¶ Funding Sources ς The source of funding also plays a vital role in the determination 

of the leading agency. Current funding sources for the 511DFW system for fiscal year 

2016 are: 

o NCTCOG ς 80% 

o DART ς 10% 

o TxDOT ς 10% 

 

NCTCOG has contributed 80% of the funding and has the capability of providing 

multiple leaders in different areas as needed to ensure effective coordination, as 

well as make the system efficient. The funding source going forward depends on 

the business policy, and the current plan is to generate some revenue from the 

private sector to help offset the operating cost (partially or fully). In the near future, 

with expected positive contributions from public-private partnerships, the funding 

sources may change, and using this criteria may not be as valid a way to determine 

the leading agency.  
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¶ Other Similar Regional Systems - Other similar regional systems are found to be 

operated either independently or jointly by State DOTs, County DOTs, Councils of 

Governments and/or freeway emergency service agencies. Regional 511 systems 

such as the Sacramento 511 (Sacramento 511, 2015), San Diego 511 (San Diego 511, 

2015), Los Angeles 511 (Southern California 511), and San Luis Obispo 511 (San Luis 

Obispo 511, 2015) are typically managed by MPOs such as SACOG, SANDAG, Angeles 

County Service Authority for Freeway Emergencies (LA SAFE), and San Luis Obispo 

Council of Governments respectively, but get information support from other 

agencies as well as other regional 511 systems. The partnering agencies of these 

systems are Los Angeles County Service Authority for Freeway Emergencies, Los 

Angeles County Metropolitan Transportation Authority, Orange County 

Transportation Authority, the Ventura County Transportation Commission, the 

California Highway Patrol, and the California Department of Transportation.  

 

The Honolulu 511 system is deployed and operated by the Hawaii State Department 

of Transportation, and the City and County of Honolulu Department of 

Transportation Services (Goakamai 511, 2015). The Inland Empire 511 system is a 

joint project of the Riverside County Transportation Commission and San 

Bernardino Associated Governments (Inland Empire 511, 2015). San Francisco 511 is 

managed by a partnership of public agencies led by the Metropolitan Transportation 

Commission, the California Highway Patrol, and the California Department of 

Transportation (San Francisco 511, 2015). Taken together, these examples also 

suggest a strong preference for having a larger jurisdiction agency such as the MPO 

to lead the service, and also having a partnership with other local agencies to 

support the system by providing data.  

 

Based on the examples of other similar regional 511 systems, the 511DFW current business 

model (hybrid model), and the advantages offered by NCTCOG in terms of geographic hierarchy 

and its role in programming federal funding, NCTCOG may be the best candidate to lead the  

http://www.rctc.org/
http://www.sanbag.ca.gov/
http://www.sanbag.ca.gov/
http://www.mtc.ca.gov/
http://www.mtc.ca.gov/
http://www.chp.ca.gov/
http://www.dot.ca.gov/dist4
http://www.dot.ca.gov/dist4
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next phase of the 511DFW program. In the event, NCTCOG is not in agreement with this 

recommendation, DART has the experience and ability to continue operating the program. 

 

FUNDING, REVENUE & PUBLIC-PRIVATE PARTNERSHIP 
 

In addition to the leadership and strong commitment from the 

partners, financial commitment for any 511 system is critical to its 

continued and successful operation. There should a reliable 

funding source(s) for the 511 service defined by the partnering 

agencies. There are no specific, USDOT-recommended funding 

sources for establishing or operating a 511 system. But an 

evaluation of different 511 systems finds a wide assortment of 

funding, ranging from ITS earmarks, Congestion Mitigation and Air Quality (CMAQ), and Surface 

Transportation Program (STP) funds, to other state or local funds (511 Deployment Coalition, 

2005).  

 

Recently, public-private partnership as a funding source has drawn significant attention. One 

very important element of this collaboration is that each side of a public-private partnership 

needs to understand the principles and ideals that govern the other. There is a need for team 

member consensus regarding the development approach and the technical tools to be used for 

making it successful (USDOT, 1998). Among several options that are being considered by 

different 511 agencies are advertising and sponsorships, and fee-generating premium services.  

 

The decision to incorporate advertising or private sponsorships into a 511 service is an 

implementation decision, and there appears to be no restrictions on this from USDOT as long as 

the user experience is not harmed and the content is consistent with the public nature of the 

service. But the agencies should not rely solely on the private sponsorship in development 

and/or operation of 511 service, as those business models have had only limited success in the  
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past.  The following paragraphs describe different public-private partnership stories of varying 

511 services in the country.  

 

Arizona DOT (ADOT) issued a request for proposal for a fee-generating service and got over 250 

proposals. Only two proposals substantially met the requirements, but they did not fully 

qualify, and ADOT ended up funding the entire project (ADOT, 2005).  

 

Colorado DOT attempted to implement ads, but they had very little success with this. Callers to 

the IVR system had to listen to advertisements first to hear the traffic report, which resulted in 

numerous complaints, and the state scrapping the plan (Mead, 2015).  

 

Some states have been considering a few ideas for future revenue generation. New Mexico 

DOT (Remkes, 2015), and two 511 systems in California (the San Diego 511 and Los Angeles 511 

systems) (Deeter, 2009) are planning to share features with private partners to generate 

revenues.  

 

Some state constitutions, such as TennesseeΩǎΣ do not allow the agencies to link with private 

sponsors or revenue generation opportunities due to liability concerns (Hall, 2015), while some 

ǎǘŀǘŜǎΩ ƎƻǾŜǊƴƛƴƎ ōƻŘies, such as NevadaΩǎΣ have adjusted legislation so that the state can 

pursue sponsorship of the system (Remkes, 2015). 

 

Some states use a third-party traffic information system. For example, Missouri DOT (MoDOT) 

has partnered with a private-sector company (Traffic.com) to provide traveler information 

services. Under this arrangement, Traffic.com operates the 511 phone system as well as a 

traveler information website branded as the Gateway Guide website used by MoDOT. 

Traffic.com operates this service without any operating costs to MoDOT. Unfortunately the 

partnership did not continue and the state DOT shut down their 511 service. 
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Georgia DOT has had great success in its public-private partnership business model with State 

FarmΩǎ provision of $700,000 annually to operate the 511GA system (Demidovich, 2015). State 

Farm provides an advertisement at the start of the phone call for about 5 seconds, as well as a 

tab on the 511GA website. The state decided to try the revenue model after someone they 

were approached and indicated it would be at no cost to the state to blanket roadside signs 

with ad ǎǳŎƘ ŀǎ ά.ǊƻǳƎƘǘ-to-you-ōȅΣέ ƳƻŘŜƭΦ ¢Ƙƛǎ ǎȅǎǘŜƳ ǿŀǎ used for several years. The state 

had plaques on roadside signs and sponsorships on its phone system. One big sponsor was used 

on phones, while whoever wanted signage sponsorship could do so on roads. There was 

significant interest in this. However, after some time, revenue streams from signs and 

telephones were not enough to keep the program afloat. These streams only covered 50 

percent of the ǎȅǎǘŜƳΩǎ total cost. The state stepped in and supplied the remaining half. 

Georgia also tried Requests for Proposal (RFPs), but there was not enough interest. Pepsi, State 

Farm, Racetrack all expressed interest and then backed out.  

 

Georgia does have a separate sponsor agreement with the άI9whέ ǊƻŀŘǎƛŘŜ ŀǎǎƛǎǘŀƴŎŜ 

program. State Farm became a sponsor and advertised their name on the sides of trucks, 

uniforms, and signage. The state rolled the popular "HERO" sponsorship (roadside assistance 

trucks) and 511 sponsorship into one package, generating between $3-4 million each year. The 

511 Program sponsorship is used to cover 50 percent of its expenses.  

 

Virginia DOT has also been successful in public-private partnership, and their system is run by a 

contractor at no cost to the agency (511 Deployment Coalition, 2005). The Massachusetts 511 

system has also been successfully partnered with Safety Insurance. Safety Insurance is 

sponsoring the 511 service, in exchange for having a short promotional audio in the IVR along 

with website banners and messaging advertisements.  

 

Based on the current practices, it is clear that there are opportunities for businesses to have 

customizable advertising in the 511 system. The website can incorporate the sponsƻǊǎΩ ƭƛƴƪǎ  
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without ŀƴȅ ƛǎǎǳŜǎ ǎƛƴŎŜ ƛǘ ǿƻǳƭŘ ŘŜǇŜƴŘ ƻƴ ǘƘŜ ǾƛŜǿŜǊ ǘƻ Ǿƛǎƛǘ ǘƘŜ ǎǇƻƴǎƻǊǎΩ ǿŜōǎƛǘŜΦ The 

potential candidates to attract for sponsorship would be insurance companies, hotels, 

restaurants, tourism venues, taxicabs or car services, gas services, TV channels, etc. The IVR 

system can also be used for providing advertisements at the greeting, in cases where users 

might be switching through the steps of information, or when there is a delay in response. 

However, based on feedback from the public, it appears that pursuing this approach could be 

met with negative response from users who do not want to be subjected to ads while they wait 

for the information they seek. Therefore, a balance between the length and content of 

advertisements, and speedy delivery of the roadway information should be considered. The 

content of the message must be consistent with the public service nature of 511 and the 

government agency image. Just like websites, the mobile apps could also be another source to 

provide sponsorsΩ information or links to their business websites. Another option would be 

providing acknowledgements for the sponsors on DMS signs. The message will not show any 

directions to any specific businesses, but would acknowledge their contribution by delivering a 

άōǊƻǳƎƘǘ-to-you-ōȅέ ƳŜǎǎŀƎŜΦ  

 

There should be a clear strategy for sponsorship and revenue generation developed for the 

system. The following steps could be followed to develop such strategy when it would be time 

for the region to pursue the public-private partnership (which currently is not feasible), 

¶ media opportunities needs to be identified that mesh with the overall mission of 

511;  

¶ need to analyze the current traffic volatility, and use of the telephone, web site, 

personalization system and mobile app;  

¶ need to develop a model for advertising opportunities and revenue sharing;  

¶ design a marketing package to be used to present advertising opportunities;  

¶ need to create a database of potential advertisers (e.g. insurers, hotels, restaurants, 

tourism venues, taxicabs or car services, news channels, and other services);  
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¶ need to develop and execute a sales program (keeping a person in charge of this); 

and 

¶ produce advertisements, and monitor and report progress of the implemented 

strategies.  

 

MARKETING AND CAMPAIGNING  
 

The 511 service implementer must enter into a continuing 

marketing campaign for the 511 service (511 Deployment 

Coalition, 2002). Making 511 a mission-critical way to 

communicate with customers and the promotion of 511 a 

priority at the lead agencies are the first steps to effectively 

marketing the service. Continuous efforts with significant 

promotions at the early stage are necessary, too. The marketing and campaigning efforts can be 

in many forms including radio, television, static signs, transit vehicles, airports, business 

establishments, as well as online advertisements. The national 511 coalition committee has 

established standards for 511 marketing and sample scripts, audio, and video files for the 

convenience of the deployment agencies (511 Deployment Coalition, 2002). Others might be 

available through a request made to the 511 Working Group or 511 listserv at 

http://groups.yahoo.com/group/511_ coalition. These can be followed as samples in this effort. 

 

 

Following the standards, 511DFW has established a well-defined strategy for marketing and 

campaigning. The effort targets different age groups, different occupations, as well as people 

using different modes of transportation. The current plan is to use radio, television, online 

advertisements, major business companies, other out-of-home media (kiosks at malls, and 

shopping centers), stationary highway signage, dynamic message signs, highway radio 

advisories, as well as major citiŜǎΩ ŀǎǎŜǘǎ and visible arteries.  
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The focus geographic areas at the early stage of 511DFW deployment for marketing was the 

ICM corridors with primary focus on the five cities of Dallas, Richardson, Plano, University Park 

and Highland Park. The target of current marketing is to increase the usage of the 511DFW 

system by greater than 85 percent. With the marketing and campaigning efforts, the statistics 

on 511DFW usage in 2014 are as follows: 

o IVR calls ς 138,345 (Table 9 in Appendix) 

o IVR calls for Transit information ς 3,159 (Table 13 in Appendix) 

o IVR calls for Airport information ς 1,246 (Table 14 in Appendix) 

o Number of website visitors ς 12,513 (Table 10 in Appendix) 

o Number of My511 users ς 2,545 (till  December 2014, Table 11 in Appendix) 

o Social media users ς 3 followers, 6,347 Twitter posts (Table 12 in Appendix)   

 

The future campaigns should focus on the entire NCTCOG area. Also, 24/7 usage of the TxDOT 

DMS signs for 511 marketing would be another idea to consider. Since this effort needs to be 

approved by TxDOT headquarters, TxDOT local districts should be involved in pursuing this. A 

study shows that posting a marketing message on the DMS signs at times when there are no 

other priorities to display increases the usage of 511 services by 83% (ADOT, 2005). In the 

NCTCOG area, there are over 200 DMSs operated by TxDOT, and about 50 DMSs operated by 

North Texas Tollway Authority (NTTA), North Tarrant Express (NTE) and LBJ Express, all of which 

could be used to display the campaign message. This effort could be on a pilot basis for about 

six months, and the effort could be continued upon satisfactory response.  

 

Also coordinating with the potential candidates that are being considered for revenue 

generation would be good options for marketing opportunities. In addition to the transit stops, 

expanding the marketing efforts to the airports (especially at the baggage claim areas) would 

be something to consider as well. Kiosks located at the airports and transit centers can also be 

considered for placement of campaign messages. Parking lots at different facilities such as  
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airports, transit stations, rental car agencies, garages at CBD areas, and stadiums could also be 

considered for campaigning.  

 

Incorporating the local agencies into the 511DFW system, either actively or passively, is another 

strategy that can be considered. The policy at the Regional Transportation Council (RTC) would 

be such that any RTC partnering agency getting funds for their transportation improvements, 

would need to put the 511DFW logo on their website and officials should be encouraged to 

mention the 511DFW service (briefly) at every meeting. The agencies that are requesting 

and/or being awarded funds for their Intelligent Transportation System (ITS) projects should 

provide data to the 511DFW system. Before RTC implementation of these ideas as policies, 

coordination with local agencies is recommended, to better know about their capabilities and 

opinions on this strategy.  

 

BILINGUAL SYSTEM 

 

 

 

Access to 511 services for Limited English Proficiency (LEP) callers should be considered when 

planning a system (511 Deployment Coalition, 2005). Guidance to Recipients on Special 

Language Service to LEP Beneficiaries issued by USDOT on January 22, 2001 determines its 

applicability. Though it is not mandatory to have both English and Spanish options in 511 

systems in current guidelines, having the option for the Spanish-speaking population will 

benefit them.  

 

English 

Español 
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As of 2015, there are forty-five 511 systems in 39 states in the United States, and several states 

and/or regions have a significant Spanish-speaking population. Yet only a limited number of 511 

systems currently provide information in both languages. Arizona has a 30 percent Hispanic 

population (Census, 2015), and the Arizona 511 website provides information in both English 

and Spanish. However, the phone system does not have options for Spanish. In 2009, Florida 

DOT launched their new, integrated 511 system, which provides traveler information in both  

English and Spanish. Based on Census data, Nevada, Los Angeles, and New Mexico have 28, 45 

and 39 percent Hispanic populations respectively, but do not provide the 511 service in 

Spanish. In contrast to that, in the Sacramento, California, and San Luis Obispo areas, the 

Hispanic population is 22 percent of the total population, and both of the systems have options 

for English and Spanish. In Texas, 39 percent of the population is Hispanic. Both the 511DFW 

website and IVR system should provide service in both English and Spanish. All of the options 

are recommended to be available in both languages (English and Spanish).  

 

Having a live operator upon request would be another item to consider as statistics show that 

15 percent of callers ask for a live operator. Studies show that the people asking for a live 

operator request information similar to what is available in the IVR options under some menus. 

In comparison to the additional information, the operating cost of a live operator is significantly 

high and a big commitment for any single agency. At this point it is not recommended to have a 

live operator upon request. Instead it is recommended that the IVR system adds phone 

numbers of the customer service centers of the partnering agencies, to which users can easily 

be connected automatically if they desire more personalized assistance. Just in case the 

511DFW committees decide to host a live operator in future, the operator should speak in both 

English and Spanish, or there should be options to direct the call to an operator fluent in both 

languages.   
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DATA CONTENT, 511 FEATURES AND COVERAGE 

 

The data content of the 511 system covers a broader range 

of components of the multimodal transportation system, 

as well as weather information. Typical roadway-related 

content includes information on 

construction/maintenance, road closure/limited 

access/incidents, special events, congestion/delays, as well 

as weather and road surface conditions affecting travel. The basic roadway-related content that 

is provided to the public should have a regional overview or summaries of current conditions. 

The content should also be route- and/or corridor-based in rural areas and segment-based in 

urban areas. The content should be provided with exact location, direction of travel, and time 

of the latest update.  A checklist of the content that is needed for each highway content type, 

as provided by the 511 Implementation and Operational Guidelines, is as follows: 

 

 Table 4 ς Detail Needed for Each Highway Content Type (511 Deployment Coalition, 2005) 

 
 


















































































































