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ITS Benefits Database - Document Review Checklist


Benefits DB Review Criteria
Does the document meet the following criteria? Yes.
· Benefits information is derived from sound evaluation methodology, which is stated in the source? Yes.
· A documented reference exists for the data source? Yes.
· There are no known flaws (questionable analysis procedures or results) in the analysis? Yes.


Source Data
DOCUMENT TITLE:  Evaluation of the Eastern Kentucky Rural Highway Information Project 511 Tourism Service
AUTHOR(s): Yusuf, Juita-Elena (Wie), et al.
DOCUMENT DATE:  May 2006

DATE RECIEVED:  
SUBMITTERS CONTACT INFORMATION:  
ELECTRONIC FILE NAME:  KTC-06-10-RS-F2-03-1F_511_Evaluation.doc

www.itsdocs.fhwa.dot.gov/jpodocs/repts_te/14307_files/14307.pdf

EDL DOCUMENT NUMBER:  14307

DATE REVIEWED:  
REVIEWER NAME:  Mike Mercer
SOURCE:    Yusuf, Juita-Elena (Wie), et al.  Evaluation of the Eastern Kentucky Rural Highway Information Project 511 Tourism Service, Report No. KTC-06-10/RS-F2-03-1F, EDL No. 14307.  Lexington, KY: May 2006.

SOURCE TYPE:  Earmark cost data, Evaluation report, Local Evaluation Reports



Database Summary Information
TAXONOMY CATEGORIES:  
· Intelligent Infrastructure > Traveler Information > Tourism & Events

· Intelligent Infrastructure > Traveler Information > Tourism & Events > Travel Services

· Intelligent Infrastructure > Traveler Information > En-route Information > 511 

· Intelligent Infrastructure > Traveler Information > Pre-trip Information > 511 

INTEGRATION LINKS:   None
BENEFIT MEASURES: 
· Customer Satisfaction

CITY, STATE, COUNTRY:  Lexington, KY
POPULATION:  Not specified
DEPLOYED TECHNOLOGY / OPERATIONAL DETAILS:  (Same as in summary below)

Prior to the deployment of expanded services, callers were limited to the information provided by an automated voice recognition system that was sometimes slow to respond.  The expanded 511 service provided callers with additional support.  Callers could speak directly to system operators and receive additional information on travel planning.  In order to provide this level of service, operators were equipped with an advanced database search tool that enabled them to quickly target information related to each caller's information request. Operators could simply type in a part of a property name, specify a county, or choose from several database subcategories to identify appropriate information.

SETTING:  rural and metropolitan
STREET PATTERNS / TRANSPORTATION NETWORK:  Entire Southern and Eastern Kentucky transportation network
CONGESTION LEVELS: Not specified
DRIVER TYPES:  mixed
LEVEL OF ITS DEPLOYMENT:  511 IVR existing prior to adding tourism info enhancement.


Analysis Methodology Information
STUDY TYPE:  Implementation
STUDY DURATION:  June 2005 to March 2006
EVALUATION SCOPE:  
The Southern and Eastern Kentucky Tourism Development Association (SEKTDA) and its private sector partner collaborated to define the system requirements, implement upgrades, and measure the impacts of the expanded service on customer satisfaction.

DATA TYPE:  
· Measured/Qualitative

DATA COLLECTION TECHNIQUES: 
To evaluate customer satisfaction, all users who accessed the system were invited to participate in a follow-up telephone survey.  Between June 2005 and March 2006, researchers from the University of Louisville Urban Studies Institute (USI) conducted interviews with 600 of the 824 callers who agreed to participate. 

DATA LIMITATIONS:   No baseline (before) customer satisfaction.
SAMPLE SIZE:  600 respondents
“BASELINE” / “BEFORE” CONDITIONS SUMMARY AND KEY ASSUMPTIONS:  
Prior to the deployment of expanded services, callers were limited to the information provided by an automated voice recognition system.
SPECIFIC PERFORMANCE MEASURES AND UNITS:   Responses to survey questions.
FINDINGS /  ASSUMPTIONS (Included positive and negative results/lessons learned):  
(Same as in summary below)
The average number of calls to the 511 Tourism Service increased from 1,145 calls per month in 2004 to 1,814 calls per month in 2005.  The most dramatic increases occurred during the tourist season (June to October).  Discounting seasonal demands, advertising (i.e., installation of 511 roadside signs and billboards) had the greatest impact on increased call volumes, followed by television and radio advertising.  Referrals and repeat callers also contributed to the growing popularity of the 511 tourism information service.

Respondents were mostly residents of Kentucky, and of these, 91 percent lived within the program's coverage area (42 counties). On average, respondents used the service twice. Nearly one-third of respondents used the service between 2 and 5 times.

The survey results indicated that user satisfaction with the 511 Tourism Service was high.  Ninety-four (94) percent of all respondents indicated that they were very satisfied with the answers and information that operators provided. Overall, the findings indicated that the system was beneficial to those interested in exploring their own region. The highest percentage of callers requested information about special events, followed closely by those requesting information on directions and lodging.

COMPARE RESULTS TO PREVIOUS FINDINGS IN DATABASE: 
511 enhancements are typically well received. Until recently, IVR systems have had problems recognizing various accents.
NOTE KEY ASSUMPTIONS MADE IN PRESENTINGOR INTERPRETING RESULTS:  
There may be bias toward positive responses from respondents since they are willing to invest their time to participate in the interview. 

OTHER KEY WORDS:  
LINKS TO OTHER DOCUMENTS:  


Complete the following section for documents with customer satisfaction findings, else proceed to Benefits DB summary:

Customer Satisfaction Checklist
CUSTOMER SATISFACTION STUDY FOCUS:  (Same as above) 
The Southern and Eastern Kentucky Tourism Development Association (SEKTDA) and its private sector partner collaborated to define the system requirements, implement upgrades, and measure the impacts of the expanded service on customer satisfaction.

STUDY METHOD / APPROACH: 
To evaluate customer satisfaction, all users who accessed the system were invited to participate in a follow-up telephone survey.  Between June 2005 and March 2006, researchers from the University of Louisville Urban Studies Institute (USI) conducted interviews with 600 of the 824 callers who agreed to participate. 

SURVEY METHOD telephone call-back interview
SAMPLE SIZE:  600 respondents
STUDY TIMING: (Observation periods, dates, study timing in relation to event, time and description): T
All users who accessed the system were invited to participate in a follow-up telephone survey within 2 to 3 weeks after using the system.  
POPULATION OF INTEREST / POPULATION TARGETED FOR EVALUATION (those who have or have not experienced the technology): Travelers in Kentucky

BACKGROUND (baseline customer satisfaction data):  None.
SAMPLING FRAME (sampling frame used to represent population targeted for evaluation):  
Users of the Kentucky 511 system that chose to received tourism information.
SAMPLING METHODS:  
To evaluate customer satisfaction, all users who accessed the system were invited to participate in a follow-up telephone survey.
RESPONDENT UNIT: 

Travelers that chose to receive tourism information from the Kentucky 511 Tourism operator.
DATA TYPE (see above, and repeat here for results related to customer satisfaction):  
· Qualitative/Measured
RESEARCH ISSUES:  
There may be bias toward positive responses from respondents since they are willing to invest their time to participate in the interview. 



Benefits Database Summary
SUMMARY INFORMATION:  
In December 2003, the Kentucky 511 service expanded its traffic, construction, and weather information system to include information on special events, local points of interest, restaurants, and lodging in the southern and eastern parts of the state. A public-private partnership was formed to expand the service. The Southern and Eastern Kentucky Tourism Development Association and its private sector partner collaborated to define the system requirements, implement upgrades, and measure impacts on customer satisfaction.

Prior to the deployment of the expanded service, callers were limited to the information provided by an automated voice recognition system that was sometimes slow to respond. The expanded 511 service provided callers with additional support. Callers could speak directly with system operators and receive detailed information related to travel planning. In order to provide this level of service, operators were equipped with an advanced database search tool that enabled them to quickly target information related to each caller's information request. 

To evaluate customer satisfaction, all users who accessed the system were invited to participate in a follow-up telephone survey. Between June 2005 and March 2006, researchers from the University of Louisville Urban Studies Institute (USI) conducted interviews with 600 of the 824 callers who agreed to participate. 

RESULTS

The average number of calls to the 511 Tourism Service increased from 1,145 calls per month in 2004 to 1,814 calls per month in 2005. The most dramatic increases occurred during the tourist season (June to October). Discounting seasonal demands, 511 roadside signs and billboards had the greatest impact on increased call volumes, followed by television and radio advertising. Referrals and repeat callers also contributed to the growing popularity of the 511 tourism service.

Respondents were mostly residents of Kentucky, and of these, 91 percent lived within the program's coverage area (42 counties). On average, respondents used the service twice. Nearly one-third of respondents used the service between 2 and 5 times.

The survey results indicated that user satisfaction with the 511 Tourism Service was high. Ninety-four (94) percent of all respondents indicated that they were very satisfied with the answers and information that operators provided. Overall, the findings indicated that the system was beneficial to those interested in exploring their own region. The highest percentage of callers requested information about special events, followed closely by those requesting information on directions and lodging.
NOTES FIELD FOR DATABASE ENTRY:  See also: Link to the corresponding system costs summary.
HEADLINES: 

In Kentucky, 94% of travelers surveyed said they were satisfied with the information provided by 511 Tourism Service operators.
QUALTITY SCORE (0-10):  7
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�Can we file at the yellow level too?  This seems broader than just travel services.
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